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NHS Rotherham Clinical Commissioning Governing Body 

Primary Care Committee:  8 February 2017 

 

 

Lead Executive: Sue Cassin 

Lead Officer: Helen Wyatt 

Lead GP: Julie Kitlowski 

 

Purpose:  

An overview of the GP patient survey was presented to OE on publication (summer 2016).  As of January 
2017, regional comparators of the data have been published.  

 

Background: 

The GP Patient Survey assesses patients’ experience of healthcare services provided by GP surgeries, 
including experience of access to GP surgeries, making appointments, the quality of care received from GPs 
and practice nurses, satisfaction with opening hours and experience of out-of-hours NHS services. The 
survey also includes a number of questions assessing patients’ experience of NHS dental services. 
The results of the survey are published by Ipsos MORI on behalf of NHS England on the GP Patient 
Survey publication website. 
Latest publication 
These are the latest Official Statistics for England for the GP Patient Survey collected across two separate 
waves of fieldwork, from July to September 2015 and again from January to March 2016, representing the 
2015-16 results.: 
 Latest results 
 Infographic of latest results 
In addition, NHS England have developed information packs for Clinical Commissioning Groups presenting 
the latest results specific for local areas, helping to inform commissioners about their patients’ experiences 
at local practices. These are available on the main GP Patient Survey publication website: 
 CCG level information packs 

 

Analysis of key issues and of risks 

 
The publication notes that data is accurate to around +/- 2% where 4,000 people in a CCG area have 
responded to a question.  Where increases/decreases are identified around single % points, it is therefore 
suggested that the estimated level of accuracy is noted. 
 
Locally, the data has been analysed and has been used to populate the GP dashboard.   
 
Rotherham data overview 

 Generally, across Rotherham, data is in line with national results and those from previous years 

 Identifying practice outliers is problematic, as the numbers and intervals vary between questions; the 

previous report acknowledged this while identifying overarching themes. 

 The previous report considered data at GP practice level and made comparisons across Rotherham; 

this report compares Rotherham as a whole with other CCGs in Y&H.  

Regional Comparators 
Where there is a direct comparator question, CCGs demonstrating highest and lowest % variation are 
identified, alongside variation year on year. 
The reporting here follows the slide presentation as issued, rather than the numerical order of the questions. 
 
Summary – the majority of the results show Rotherham performing around the median.  

http://www.gp-patient.co.uk/
https://www.england.nhs.uk/statistics/2016/07/07/gp-patient-survey-2015-16/
https://gp-patient.co.uk/surveys-and-reports/July2016GPPatientSurveyInfographic
https://gp-patient.co.uk/slidepacks/July2016
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Areas for attention are:- 

 Promotion of online booking, both in terms of awareness and usage 

 Consider satisfaction in and experience of seeking a GP appointment 

 Some questions use filtering to target particular patients, or experiences; thus, some have 

substantially less than the original 4,000 (approx.).  For these questions the statistical reliability will 

be proportionately lower; where this has been identified, it has been noted below. 

 Both questions on managing long term conditions demonstrate positive responses for Rotherham; 

which could potentially reflect the work on this area. 

 Demographics – generally the demographics are in line with Rotherham profile; however it may be 

useful to note that there are more responses from people in the age bands below 65 than above; it 

may be useful to consider this alongside service usage, and the demographic makeup of the majority 

of service users. 

 In addition, it is also useful to acknowledge that 39% of those in work (784 people) felt that they are 

unable to take time off work to see a GP. 

 
Q28 –Overall experience of GP surgeries 
National average 85%. Regional variation 94-70% (High = good). 
Rotherham – 85%, dropping 1% from 2016, matching the national average, and sitting just below the 
regional median. Decreases and increases are generally small; ie 1%; though where this is year on year, 
these results have more significance. 
 
Q3 – Ease on getting through on the phone (to GP) 
National average 70% Regional variation 87-52%   (High = good). 
Rotherham 68%; dropping from 71% in 2015 and 75% in 2013.   
 
Q4 - Helpfulness of GP receptionists 
National average 87% Regional variation - 96%-76%   (High = good). 
Rotherham 87%; this has stayed relatively static.   
 
Following work to promote online services linked to prescription ordering and support to practices; we would 
hope that the figures for Q6 &Q7 will increase in the future  
Q6 – Awareness of online booking 
National average 31%; Regional variation 47-17%   (High = good). 
Rotherham 26%; up by 1% from 2015, but remaining in the 4 lowest. 
 
Q7 - Using online booking 
National average 8%;   Regional variation 15-5%   (High = good). 
Rotherham 6%; up by 1% from 2015, but remaining in the 6 lowest. 
 
Q12 - Success in getting an appointment 
National average 85%;   Regional variation 92-70%   (High = good). 
Rotherham 83%; decrease of 1% 
 
Q15 – Convenience of appointment 
National average 85%;   Regional variation 97-88%   (High = good). 
Rotherham 92%; with  a decrease of 1%, Rotherham is noted to be one of the 4 CCG with the largest 
decrease; however this should be taken as not statistically significant, and in the context of very low 
variation. 
 
Q17 Patients going to A&E when not given an appointment 
The data here refers to the numbers of patients who, on not getting an appointment, attended A&E or 
another service on that occasion only – a total of 686 people (raw data); considering that these numbers are 
not the 4,000 that the statistical reliability is calculated on. When filtered, there could be huge variation with 
time; demographics and location all being potentially significant. 
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 Attended A&E National average 4%;   Regional variation 9-2%  (Low = good). Rotherham - 3%. 
Note – this is only 18 people (raw data); therefore this data should be treated with some     
caution 

 Saw or spoke with a pharmacist   National average 3%;   Regional variation 10-0% (all but one are 
5-0%)    (High = good). Rotherham - 2% 
Raw data – 16 people only 

 Didn’t speak to/see anyone National average 13%;   Regional variation 20-7% (High = good). 
Rotherham - 13% 
 

Q18 -  Overall experience in making an appointment 
National average 73%;   Regional variation 89-57%   (High = good). 
Rotherham – 70%; with one of the largest decreases in satisfaction from 2015 -3%.  In addition, this has 
decreased year on year from 76% in 2013 
 
Q25 – Satisfaction with opening times 
National average 76%;   Regional variation 85-69%   (High = good). 
Rotherham 76%, increase of 1% from 2015 
 
Q32  - Support managing long term conditions 
Note – completed by 2099 respondents  
National average 63%;   Regional variation 68-57%   (High = good). 
Rotherham 67%; increase of 1% from 2015; however this is noted as one of the largest increases; many 
areas demonstrate a decrease. 
 
Q33 – Confidence in managing long term conditions 
National average 93%;   Regional variation 96-84%   (High = good). 
Rotherham 93%; increase of 2% from 2015, and noted as the largest increase 
 
Q40  Out of Hours/ Filter question; had patients contacted NHS OoH; in Rotherham, 19% of responders 
identified that they had contacted a health service when their GP was closed.  It should be noted, that the 
raw data demonstrates that only 731 people completed any these questions, not the 4,000. 
Q41-44 determine that of these (731)19% of people who had contacted a health service out of hours, 27% 
had subsequently attended A&E  (185 people); 62% felt they were seen appropriately quickly;  90% trusted 
the staff they spoke with; and 68% were positive about their overall experience. 
 
Q17 and Q40-44 – may indicate that needing services out of hours may be more likely to drive people to 
A&E than not being able to get a preferred appointment (day/time/clinician); however both these questions 
use filtered responses; meaning that the data may be less statistically reliable than other questions. 
 

Patient, Public and Stakeholder Involvement: 

 

Equality Impact: 

 

Financial Implications: 

 

Human Resource Implications: 

 

Procurement: 

 

Approval history: 

 

Recommendations: 
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