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Plain English summary

We aimed to gain a better understanding of how patients in general practice use surveys to record
their experiences, to understand how staff respond to feedback and to find ways of engaging staff

more actively in the process. We did this in a number of ways, including carrying out surveys, having
discussions with patients and staff and trying out different ways of gathering patient feedback.

Patients were reluctant to be critical when completing questionnaires after consultations even when they
did not think that their care had been very good and they explained their reasons for this. Considering the
results of the national GP Patient Survey, we found that the most common reason for dissatisfaction was
patients not being able to see a doctor of their choice, something that has got worse in the past few years.

We carried out several studies to understand why minority ethnic groups give low scores on patient
surveys. Part of this is because they tend to be registered in practices with low scores. However, our
studies also suggest that low scores from South Asian patients reflect poor care rather than, for example,
different expectations.

We found that, in both primary and out-of-hours care settings, staff do not trust the results of patient
surveys and do not usually make big changes in clinical care as a result of these. We looked for ways of
engaging staff more actively with patient feedback. We tested ‘real-time feedback’ in which patients use a
touch screen in the waiting room, with staff being provided with results fortnightly. Although patients
found this useful, few actually used it unless they were reminded to do so by receptionists.

We describe the implications of our research for practice and make recommendations for future research.
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