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Swanage Medical Practice Patient Participation Group
Patient Survey 2025
During PPG Awareness Week 2025, members of the Patient Participation Group (PPG) at Swanage Medical Practice undertook a Patient Survey on behalf of the Practice - similar to the Patient Surveys they had undertaken in 2023 and 2024.
The Survey was administered in person by PPG members during the first week of June 2025 - patients attending the Surgery for a face-to-face appointment were invited to take part.  
We are very grateful to the 400 people who took the time to complete our Survey Questionnaire.
In this year’s Patient Survey, we decided to focus on: 
· People’s experiences of making their appointment and how long they had to wait for an appointment;
· What information and advice patients had sought before booking their appointment;
· People’s experiences of contacting the Practice by phone, via the website and via the NHS App, and their use of online GP services; and
· Their overall experience of the Practice.
People were again invited to include comments about their experiences of using services provided by the Practice - this is the real strength and added benefit of our local Practice Patient Surveys and what makes them different to the national GP Patient Surveys.
Of those who participated in our Survey, 86% describe their overall experience of the Practice as either fairly good or very good and 89% described their experience of making their appointment as good.  77% found it easy to contact the Practice by phone, 78% found it easy to contact the Practice via the website and 79% found it easy to contact the Practice using the NHS App.  
The results of the Survey are set out in full in the Report, together with all the comments provided by those who took part.
Although the majority of patients rated their experience of using the Practice positively, getting an appointment at the Practice was clearly an issue for many of those who participated in our Survey.  The PPG has therefore made a number of recommendations to address these concerns, which the PPG will be supporting the Practice to take forward – these include:
· Promote the use of eConsult and ensure it is more accessible on the website, thereby freeing up the phone lines for those who find it difficult to use technology 
· Continue to promote the uptake of the NHS App
· Undertake another review of the Practice Website to ensure it complies with the National Guidance published in January 2025 
· Continue to provide clear information about changes in the way services are delivered at the Practice 
· Continue to take measures to ensure patients are aware of alternatives to a GP appointment, including services they can refer themselves to 
· Ensure patients booked in to see a First Contact Physiotherapist are made aware that they must book in at Reception for these appointments, separately to any other appointments they have at the Surgery that day 
· Ensure appointments for time critical blood tests are not delayed
· Ensure text messages sent to patients by the Practice are clear and that patients sent a link to book an appointment are made aware that this link is only valid for a week after the text is sent
· Continue to provide training for Reception staff in Care Navigation, including the allocation of same day appointments 
· Consider introducing a fairer and more equitable way to allocate appointments which better meets patients’ clinical needs – this could involve the introduction of triage by GPs of all requests for appointments, as has already being introduced in many other GP Practices
· Consider putting in place a hierarchy of appointments of different levels of urgency (eg same day, this week, within 2 weeks) to meet the differing clinical needs of patients, as determined by the triaging GPs.
The PPG’s recommendations are also set out in full in the Report.
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