
Barlow Medical Centre - Action Plan NHS England Patient Survey 2019 

363 Surveys sent out, 119 Surveys returned, 33% Completion rate 

Subject Local 
(CCG) 

average 
% 

National 
average 

% 

Barlow 
Medical 
Centre 

% 
 

Outcome 
(above/below local 

and national) 

No action 
required 

Action required 
 

How to achieve Completion 
date 

GP services         

Ease of access by phone 69% 68% 87% Above both 
local/national 
average  

 
   

Find receptionists 
helpful 
 

89% 89% 97% Above both 
local/national 
average  

 
   

Satisfied with 
appointment times 
available 
 

67% 65% 73%  Above both 
local/national 
average. This was an 
area for 
improvement in 
2018 and was 
covered in our 
previous action 
plan. The actions 
implemented have 
seen an 
improvement from 
52% to 73%  

 
   

See/speak to preferred 
GP  
 

49% 48% 54% Above both 
local/national 
average. Again this 
was an area for 
improvement in 
2018 and was 
covered in our 
previous action 

 
There has been 
significant improvement 
in this area; we feel we 
could improve this 
system to make it more 
efficient. 

A plan has been put in 
place, when patients 
ask to speak to their 
preferred GP, they are 
informed which day of 
the week their 
preferred GP is on call 
and asked to call back 

 01.09.20 
 



plan. The actions 
implemented have 
seen a great 
improvement from 
28% to 54% 

on that day.  They will 
then be put onto the 
triage list for their GP 
to call them back. 

Making an 
appointment 

        

Choice of appointment 
offered 
 

63% 62% 57% Below local/national 
average.  X We need to know which 

type of appointment is 
being asked for, eg 
routine, nurse 
emergency, callback, visit 

When the patient is 
telephoning to  book 
an appointment the 
admin team need to 
ensure the correct 
choice of appointment 
is offered to meet the 
patients’ specific 
needs. 

 

Satisfied with type of 
appointment offered 
 

70% 74% 78% Above both 
local/national 
average 

 
   

Took appointment 
offered 
 

93% 94% 96% Above both 
local/national 
average 

 
   

Good experience of 
making appointment 
 

67% 67% 74% Above both 
local/national 
average  

 
   

Last appointment         

Waiting 15 mins or less 
after appointment time 
 

65% 69% 72% Above both 
local/national 
average  

 
   

Healthcare professional 
good at giving enough 
time during 
appointment 
 

86% 87% 90% Above both 
local/national 
average 

 
   

Healthcare professional 
good at listening during 
appointment 

89% 89% 91% Above both 
local/national 
average  

 
   



 

Healthcare professional 
good at treating with 
care and concern 
during appointment 
 

86% 87% 94% Above both 
local/national 
average  

 
   

Involved as much as 
required in decisions 
about care and 
treatment 
 

93% 93% 97% Above both 
local/national 
average  

 
   

Confidence and trust in 
healthcare professional 
seen at appointment 
 

95% 95% 98% Above both 
local/national 
average  

 
   

Felt healthcare 
professional 
recognised/understood 
mental health needs 
during appointment 
 

85% 86% 88% Above both 
local/national 
average  

 
   

Needs met during last 
appointment 
 

94% 94% 97% Above both 
local/national 
average  

 
   

Health         

Feel have had enough 
support from local 
services or 
organisations in the last 
12 months to help 
manage their long-term 
condition(s) 

74% 78% 86% Above both 
local/national 
average. This was an 
area for 
improvement in 
2018 and was 
covered in our 
previous action 
plan. The actions 
implemented have 
seen an great 
improvement from 

 

 

   



62% to 86% 

         

Describe overall 
experience as ‘Good’ at 
this practice 

83% 83% 91% Overall summary 
Main concerns resulting from patient survey:  Choice of appointment offered which is below the 
local/national average and has decreased from 64% in 2018 to 57% in 2019.  
 
Main actions required:  See above  
 
Review outcomes Summer 2020 following 2020 NHSE patient survey results. 
 

 


