
Overall experience: how the CCG’s practices compare

Percentage of patients saying ‘good’ CCGPractices National average

Comparisons are indicative only: differences may not be statistically significant, particularly at practice level due to low numbers of 
responses

Base: All those completing a questionnaire: National (746,847); CCG (2,699); 
Practice bases range from 89 to 123

%Good = %Very good + %Fairly good

Q31. Overall, how would you describe your experience of your GP practice?
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Ease of getting through to GP practice on the phone: how the CCG’s practices compare

Percentage of patients saying it is ‘easy’ to get through to someone on the phone

Comparisons are indicative only: differences may not be statistically significant, particularly at practice level due to lower numbers of 
responsesBase: All those completing a questionnaire excluding ‘Haven’t tried’: National (729,884); CCG (2,656); 

Practice bases range from 89 to 121 %Easy = %Very easy + %Fairly easy

Q1. Generally, how easy is it to get through to someone at your GP practice on the phone?

CCGPractices National average
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Helpfulness of receptionists at GP practice:  how the CCG’s practices compare

Percentage of patients saying receptionists at the GP practice are ‘helpful’ 

Comparisons are indicative only: differences may not be statistically significant, particularly at practice level due to low numbers of 
responses

Base: All those completing a questionnaire excluding ‘Don’t know’: National (738,543); CCG (2,675); 
Practice bases range from 87 to 122 %Helpful = %Very helpful + %Fairly 

helpful

Q2. How helpful do you find the receptionists at your GP practice?

CCGPractices National average
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Ease of use of online services

Percentage of patients saying it is ‘easy’ to use their GP practice’s website

Comparisons are indicative only: differences may not be statistically significant, particularly at practice level due to low numbers of 
responses

%Easy = %Very easy + %Fairly 

easy  

Base: All those completing a questionnaire excluding 'Haven't tried': National (234,144); CCG (713); 
Practice bases range from 11 to 62

Q6. How easy is it to use your GP practice’s website to look for information or access services? 

CCGPractices National average



Choice of appointment

Percentage of patients saying ‘yes’ they were offered a choice of appointment

Comparisons are indicative only: differences may not be statistically significant, particularly at practice level due to low numbers of 
responses
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Base: All tried to make an appointment since being registered excluding ‘Doesn’t apply’ and ‘Can’t remember’: National (586,602); CCG (2,149); 
Practice bases range from 68 to 105

Q16. On this occasion (when you last tried to make a general practice appointment), were you offered a 
choice of appointment?

%Yes = %Choice of place + %Choice of time or 

day

+ %Choice of healthcare professional  

CCGPractices National average



Satisfaction with appointment offered

Percentage of patients saying ‘yes’ they were satisfied with the appointment offered

Comparisons are indicative only: differences may not be statistically significant, particularly at practice level due to low numbers of 
responses
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Base: All tried to make an appointment since being registered: National (701,961); CCG (2,537); 
Practice bases range from 84 to 120

Q17. Were you satisfied with the type of appointment (or appointments) you were offered?

CCGPractices National average



Overall experience of making an appointment: how the CCG’s practices compare

Percentage of patients saying they had  a ‘good’ experience of making an appointment

Comparisons are indicative only: differences may not be statistically significant, particularly at practice level due to low numbers of 
responsesBase: All tried to make an appointment since being registered: National (693,912); CCG (2,515); 

Practice bases range from 81 to 117

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

TH
E 

H
O

LL
IE

S

C
H

U
R

C
H

 V
IE

W
 S

U
R

G
ER

Y

W
IL

LI
A

M
 H

A
R

V
E

Y 
SU

R
G

ER
Y

TH
IR

D
 A

V
E

N
U

E 
H

EA
LT

H
 C

EN
TR

E

G
R

A
FT

O
N

 S
U

R
G

ER
Y

O
A

K
LA

N
D

S 
SU

R
G

ER
Y

D
R

 B
A

K
ER

 &
 P

A
R

TN
ER

S

H
IG

H
 R

O
A

D
 F

A
M

IL
Y 

D
O

C
TO

R
S

A
U

D
LE

Y 
M

IL
LS

 S
U

R
G

ER
Y

C
C

G

D
R

 P
U

ZE
Y,

D
R

 K
O

TH
A

R
I A

N
D

 D
R

 N
A

N
D

A

W
A

K
ER

IN
G

 M
ED

IC
A

L 
C

TR
.

D
R

 K
H

A
N

 &
 P

A
R

TN
ER

S

TH
E 

G
R

EE
N

SW
A

R
D

 S
U

R
G

ER
Y

R
A

H
M

A
N

 P
R

A
C

TI
C

E

ES
SE

X
 W

A
Y 

SU
R

G
ER

Y

C
H

A
U

D
H

U
R

Y 
SU

R
G

ER
Y

R
O

C
H

FO
R

D
 M

ED
IC

A
L 

C
EN

TR
E

G
H

A
U

R
I P

R
A

C
TI

C
E

B
EN

FL
EE

T 
SU

R
G

ER
Y

A
SH

IN
G

D
O

N
 M

ED
IC

A
L 

C
EN

TR
E

C
O

N
N

ER
 &

 P
A

R
TN

ER
S

P
 A

 P
A

TE
L 

SU
R

G
ER

Y

D
O

W
N

H
A

LL
 P

A
R

K
 S

U
R

G
ER

Y

TH
E 

IS
LA

N
D

 S
U

R
G

ER
Y

TH
E 

P
R

A
C

TI
C

E 
LE

EC
O

N
 W

A
Y

%Good = %Very good + %Fairly good

Q22. Overall, how would you describe your experience of making an appointment?

CCGPractices National average



Percentage of patients saying ‘yes’ they have had enough support to manage their condition(s)

Comparisons are indicative only: differences may not be statistically significant, particularly at practice level due to low numbers of 
responses
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Base: All with a long-term condition excluding ‘I haven’t needed support’ and ‘Don’t know / can’t say’: National (284,887); CCG (1,010); 
Practice bases range from 30 to 50

Q38. In the last 12 months, have you had enough support from local services or organisations to help 
you to manage your condition (or conditions)?

%Yes = %Yes, definitely + %Yes, to some extent

Support with managing long-term health conditions

CCGPractices National average



Satisfaction with appointment times: 
how the CCG’s practices compare

Percentage of patients saying they are ‘satisfied’ with the appointment times available

Comparisons are indicative only: differences may not be statistically significant, particularly at practice level due to low numbers of 
responses

Base: All those completing a questionnaire excluding ‘I’m not sure when I can get an appointment’: National (689,659); CCG (2,506); 
Practice bases range from 82 to 121
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%Satisfied = %Very satisfied + %Fairly satisfied

Q8. How satisfied are you with the general practice appointment times that are available to you?

CCGPractices National average


