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NHS Rotherham Clinical Commissioning Group 

Primary Care Sub Group – 29 July 2020 

Primary Care Committee – 12 August 2020 

 

National GP Patient Survey 2020 

 

Lead Executive: Chris Edwards, Chief Officer 

Lead Officer: Helen Wyatt, Patient & Public Engagement (PPE) Manager 

Lead GP: Dr Avanthi Gunasekera, SCE GP lead for Primary Care 

 

Purpose:  

The paper provides a summary of and key local findings from the nationally produced GP 
patient survey.  Fieldwork was completed between January - March 2020. 

 

Background: 

The National GP patient survey is sent out annually; however, the current focus is on 
data from 2018/19/20 as the questionnaire was significantly redeveloped at that point. 

The Rotherham data is from 3,311 responses received from 10,157 questionnaires sent 
out; this response rate of 33% is in line with the national response rate.  The survey 
measures patient’s experiences across a range of topics, including local GP services, 
making an appointment, overall experience and what patients do when the practice is 
closed. 

Questions are all shown with comparisons to region, national level data, and results at a 
practice level. 

It is noted in the data pack that sample sizes at practice level can be relatively small, 
which may make the data at practice level indicative rather than robust, highlighting 
areas for further investigations. 

It is suggested that the data within the pack is used to compare where the CCG is an 
overall outlier, nationally or regionally; or where there are large variations within the CCG 
– this could identify areas for improvement.   

 

Delegation responsibility: 

 
Does this paper relate to Rotherham CCG or delegated business? 
 

Rotherham CCG  

Delegated  

Both Rotherham CCG and delegated X 

 
 
Please tick which area of delegated responsibility this paper covers: 
 

Commissioning, procurement and management of GMS,PMS and APMS contracts 
including taking contractual action  

 

Newly designed enhanced services (including DES)  

Local incentive schemes   

Discretionary payments  
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Commissioning urgent care for out of area registered patients  

Planning Primary medical care services (PMCS)  

Managing practices with CQC concerns  

Decisions on premise cost directions  

Planning the commissioning of PMCS   

Manage the delegated allocation for commissioning of PMCS  

Assurance to the governing body on the quality and safety of PMCS X 

 
Please indicate which of the Delegated Duties Decisions this paper requires:- 
 

 Delegated Duties – iii –  
Decisions in relation to the establishment of new GP practices (including branch 
surgeries) and closures of GP practices. 

 

 

 Delegated Duties – iv – 
Decisions about ‘discretionary payments’. 
 

 

 Delegated Duties – v –  
Decisions about commissioning urgent care (including home visits as required) 
for out of area registered patients. 

 

 

 Delegated Duties – b –  
The approval of practice mergers. 

 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

Analysis of key issues and of risks 

Please note the question numbering and layout mirrors the data pack, where reporting is 
not in numerical order.   

Question by question summary is at the end of this paper (Appendix A). 

 

Generally; The Rotherham results are very much in line with national results; and show 
little fluctuation year on year. 

Rotherham taken as a CCG is not a positive or negative outlier in any of the questions. 

RCCG also does not appear to be an outlier in any of the questions when compared 
across the region. 

 

The main area for consideration is the large variation by practice, where this data is 
available and robust (some questions do not have enough responses for this to be 
useful). 

It is also worth noting that a number of practices appear several times in the lowest and 
highest rated categories as follows:- 

 

Lowest rated– practices appearing  more than 4 times 

Brinsworth – 4 

Clifton; Thorpe Hesley; Wickersley  – 6 

Woodstock Bower – 7 

 

Highest rated – practices appearing more than 4 times 

Village – 8 

Magna – 6 
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Queens – 5 

Kiveton park; Crown street - 4 

 

Patient, Public and Stakeholder Involvement: 

The survey seeks national comparable data on patient satisfaction.  The data is 
qualitative, not quantitative. 
 

Equality Impact: 

NA 

Financial Implications: 

NA 

Human Resource Implications: 

NA 

Procurement Advice: 

NA 

Data Protection Impact Assessment: 

 NA 

Approval history: 

 

 

Recommendations: 

The committee is asked to note the document and to consider if any further action should 
be considered in relation to supporting the practices with low scores in a number of areas 
to achieve improvement. 

 

Paper is for noting  

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Appendix A 
 

 Summary analysis, National  GP Patient Survey 2020 

Q 31 Overall Marginal decrease in satisfaction over 3 surveys; not statistically 



 
Page 4 of 5 

 

experiences significant, and in line with national  results 
Practice range within CCG varies  67-94%; Lowest 5  Clifton;  
Brinsworth ; Thorpe Hesley; Woodstock Bower; Shakespeare Rd 

 Local GP services 

Q1 Getting through to 
someone 

Just over 1/3 of patients didn’t find it easy; slight drop year on year 
increase; figure in line with national data 
Variation across practices very large 38%- 94%.  Lowest  5 – 
Wickersley; Woodstock Bower( gap)  ; Blyth Rd; Gateway; 
Brinsworth 

Q2  Helpfulness of 
receptionists 

Majority of patients – almost 90% - find receptionists helpful; this is 
in line with previous years, and national results. 
Variation across Rotherham large 66-98%; lowest 5-Woodstock  
Bower (gap); Clifton; Wickersley; Thorpe Hesley; Brinsworth 

 Online services  

Q4-5 Knowledge  and 
use of online 
services 

Knowledge of a variety of services generally in line with national 
data, but VERY large variation between practices.   Locally and 
nationally, ¾ of people hadn’t used these services, but again, 
large variation across practices 
Note – this is prior to March 2020 

Q6 Website ease of 
use 

Results not changed over time significantly; in line with national 
findings. Around ¾ pf people are positive about websites. 
Variation across practices 48-98%; however response numbers 
at practice level range from 16-48; so are not statistically 
robust. Broom Valley lowest; Broom Lane; Brinsworth; Thorpe 
Hesley; Parkgate 

 Making an appointment 

Q16 Offered choice of 
appointment 

No change over time; figures in line with national results. 
Large practice variation (38-80%).  Lowest performing are  
Woodstock Bower; York Rd; Clifton; Wickersley; Dinnington 

Q17 Satisfaction with 
appointment type 
offered 

Slight negative change over time; figures in line with national 
results - Only 7% did not take the apt offered locally. 
Large practice variation – 54-84%. Lowest 5 are Thorpe Hesley, 
Woodstock Bower, Greenside, Rawmarsh HC; St Ann’s  

Q19 Those who did not 
take the 
appointment 
offered, what they 
did 

Note this is a small number of people (160 across all 
practices), so CCG level data only. 
Generally parallels national responses – only significant variation 
(8%) is ‘went to another NHS service’, i.e. other than those listed – 
probably due to limited local options.   This 8% is split across other 
options; several are 1% higher than national responses. 

Q22 Overall 
experience of 
making an 
appointment 

Drop of 5% rating this as good/very good over the 3 years, and a 
slight increase in negativity.  Marginally lower than national 
average. 
Variation between practices is very large; 39-80% 
However  only a small number of practices fall in this bottom 20% 
Lowest are:- Woodstock Bower; Wickersley; Thorpe Hesley; 
Clifton; Rawmarsh 

 
 

Perceptions of care 

Q26, 
28-30 

Rating healthcare 
professional 

Positive ratings  at around 90% across the questions; in line with 
national results 

Q27  Mental health 
needs met 

84% responded positively; this is in line with national results, but a 
slight decrease in positive response.  Practice range from 70-99%; 
so some variation; however  not segmented into practice level 
data as numbers are low (1267 over CCG, some practices only 28 
responses) 

 Managing health conditions 

Q38 Enough support to 77% felt they had enough support, this is the same as the national 
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manage health 
conditions 

result.  This has dropped by 4% since 2018.  Practice variation is 
wide 62-92%. 
However it should be noted that this may not be statistically 
robust; practice responses vary in number from 23-62 (1,342 
across the CCG).  This is reasonably solid at a CCG level, but 
the practice level data less so. Lowest rating practices are 
Clifton; Blyth Rd; Rawmarsh; York Road; Wickersley; however 
this should be seen as indicative only, considering the low 
number of responses. 

 Satisfaction with appointment times 

Q8 Satisfaction with 
apt. times 

63% of patients were satisfied or very satisfied;  this is in line with 
national data and has not changed significantly over time. 
Variation across practices is large 39-85% rating as satisfied. 
Lowest rating practices were Thorpe Hesley, Wickersley; 
Woodstock Bower;  Clifton, Manor Field  

 Services when a GP practice is closed 
Note that patients may not distinguish between out of hours and extended access 
appointments.  These results need to be considered in light of local services.  
These questions were only asked of those who had sought to use a service when 
practices were closed; as the number of responses is low, this information is not 
available at practice level. 

Q45 Where people 
went 

Approx. 11%  more people went to A&E in Rotherham than the 
national data; nationally, slightly more people stated that they 
used another NHS service- this may reflect the services available 
locally. Patients in Rotherham also reported using a telephone 
service slightly less.   

Q46 Satisfaction with 
time to be seen 

62% of respondees felt the time to be seen was about right; this is 
in line with national results.  This figure seems to have more year 
on year variation than most. 

Q47 Confidence and 
trust in staff 

There are high levels of trust in staff at 91%; in line with national 
levels, and slightly higher than previous years 

Q48 Overall 
experience 

The Rotherham response here is 71% as in 2019; both up 
substantially from 2018; and 4% higher than national response 
rate 

 
 


