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JRB Healthcare 

Patient Survey March 2021 

 

Introduction 

Patients attending the surgery over a two week period during March 2021 were sent a 

link to complete an online patient survey via Survey Monkey; to ask about their 

experiences at the surgery. Patients were made aware that all feedback was anonymous 

with no patient identifiers being recorded. The questions on the survey covered a 

number of topics including on the patient experience, access to doctors and nurses and 

the care that is delivered at consultations with doctors and nurses and overall 

satisfaction levels.  

A total of 80 completed questionnaires were submitted. 

Question 1 – Generally, how easy is it to get through to someone at your 

practice on the phone:  

62.5% (50) of respondents replied very easy with 32.5% (26) with fairly easy, 3.75% 

(3) not very easy and 1.25%(1) not at all  
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Question 2 – How helpful do you find the receptionists at your GP practice: 

71.25% (57) respondents replied very helpful, 23.75% (19) fairly helpful, 3.75% (3) not 

very helpful and 1.25% (1) not at all helpful.  

 

 

 

Question 3 – How helpful do you find the practice administrators/ secretaries?  

65% (51) respondents replied very helpful, 30% (25) replied fairly helpful, 3.75% (3) 

not very helpful and 1.25% (1) not at all helpful  
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Question 4 –During the pandemic we have had to adapt the way we see 

patients, how have you found using video and telephone consultations?  

46.25% (36) respondents replied excellent, 32.5% (27) very good, 18.75% (15) neither 

good or bad and 2.5% (2) poor.  

 

Question 5 – last time you had a practice appointment whether face to face, 

telephone or video, how good was the healthcare professional at listening to 

you? 

78.75% (63) respondents replied very good, 18.75% (15) good, 1.25% (1) neither good 

or bad and 1.25% (1) poor.  
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Question 6 - Last time you had a practice appointment how good was the 

healthcare professional at treating you with care and concern? 

75% (60) respondents replied very good, 22.5% (18) replied good, 2.5% (2) neither 

good or poor and 0% poor.  

 

Question 7 - During your last practice appointment, were you involved as much 

as you wanted to be in decisions about your care and treatment? 

81.25% (65) respondents replied yes definitely, 18.75% (15) yes to some extent and 0 

no.  
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Question 8 - Thinking about the reason for your last practice 

appointment/consultation, were your needs met? 

85% (68) respondents replied yes definitely, 12.5% (10) yes to some extent and 2.5% 

(2) no.  

 

 

Question 9 - Thinking about your last video or telephone consultation with a 

healthcare professional, would you like these options to be continually 

available once we come out of the pandemic? 

83.75% (67) respondents replied yes and 16.25% (13) replied no.  
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Question 10 - Overall, how would you describe your experience of your GP 

practice? 

67.5% (54) respondents replied very good, 26.25% (21) good, 3.75% (3) neither good 

or poor and 2.5% (2) poor.  

 

 

Results analysis  

Out of a total of 80 completed questionnaires, we have analysed our results which 

revealed the following: 

 62.5% of patients find it easy to get through to the practice on the phone  

 71.25% of patients find the receptionists helpful 

 65% of patients find the practice administrators/secretaries helpful  

 46.25% of patients have found using video and telephone consultations as 

excellent  

 78.75% of patients found the healthcare professional they saw/spoke to on the 

telephone as very good.  

 75% of patients  felt the healthcare professional they dealt with was very good at 

treating them with care and concern 

 81.25% of patients felt involved in the decisions about their care and treatment.  

 85% of patients felt their needs where met.  

 83.75% of patients would you like the options of video and telephone 

consultations to be continually available once we come out of the pandemic 

 67.5% of patients would describe their overall of the practice as very good.  
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Conclusions  

We are very pleased with the results of our survey and can see the improvement from 

the challenging time in 2018 when Dr Hodegere took over the contract.  

The results demonstrate that all the new processes and changes we have implemented 

including a new telephone system, more reception staff, more clinical appointments, 

more robust processes and procedures; that we have successfully been able to delivery 

outstanding care to our patient population, which is demonstrated through the survey 

results.  

Action plan: 

We will continue to work the way we have been before and after the pandemic, with a 

continuation of giving the patients options of telephone, video and face to face 

appointments, more digital options for patients to communicate with us and us them ie 

through online message service Accurx, MJOG, Email, Systmone online, NHSApp.  

And most importantly giving the patients the best possible care, putting the patients at 

the heart of everything we do with emphasis on quality and safety.  

 


