GP National Patient Survey 2025 – 
Verulam Medical Group Response & Action Plan

This independent survey involved 423 survey requests being sent out but only 107 were received back, which is a completion rate of 25%. The survey was conducted from 30th April 2024 to 1st April 2025. 

Overall, some areas show that patients are very happy with the service provided by the practice but some areas were not as good, and we would like to learn from these and make improvements. 

During this period, our previous Practice Manager was in post. 

Your GP practice services

We scored much higher than local and national results for patients finding it easy to get through to the practice by phone, which is often one of the major barriers that patients complain of. We have a digital phone system which is linked across all three surgery sites. We do not operate a total triage system and so allow patients to call and book appointments over the phone. We do NOT insist on patients completing an online e-consult form, although they are welcome to access care in this way should they wish and this is available throughout the working day. 

We have noted that we had a slightly lower than local and national average of patients finding it easy to contact the practice using the NHS App. We have checked with patients who have access via the App, and none of these patients reported any problem. However, the practice is only giving access to the App to those patients requesting it, and so it may be that patients are not aware that they need to request access to the App. To improve uptake, we are raising awareness through our website and also asking all new patients joining the practice whether they would like access. We hope that this will increase patient satisfaction in future years and we will monitor this. 

The percentage of patients finding our reception and administrative teams helpful was in line with local and national averages. 

72% find it easy to get through to this GP practice by phone
ICS result: 48% | National result: 53%

47% find it easy to contact this GP practice using their website
ICS result: 52% | National result: 51%

38% find it easy to contact this GP practice using the NHS App
ICS result: 47% | National result: 49%

82% find the reception and administrative team at this GP practice helpful
ICS result: 82% | National result: 83%

34% usually get to see or speak to their preferred healthcare professional when they would like to
ICS result: 38% | National result: 40%
Your last contact

Generally, the practice scored well when patients were asked about their last contact with the practice. An above local and national average percentage of patients described their experience of contacting the practice as good and the percentage who knew what  the next step would be after this or within two days was also in line with local and national averages.  

77% knew what the next step would be after contacting their GP practice
ICS result: 83% | National result: 83%

93% knew what the next step would be within two days of contacting their GP practice
ICS result: 92% | National result: 93%

75% describe their experience of contacting their GP practice as good
ICS result: 68% | National result: 70%
Your last appointment
When asked about their last appointment, the practice scored very well in some areas such as the amount of time that patients waited for their last appointment. This reflects our same day offering, which put us 14% higher than local and national averages. The fact that so many patients are offered same day appointments probably reflects why slightly lower than average percentages noted being offered choices or day/time/location. 
We scored slightly below local and national averages on patients feeling listened to, being treated with care and concern, having trust in the last healthcare professional that they saw, feeling involved in their care and treatment and feeing that their needs were met during their last consultation. We have discussed the outcomes of the survey with all of our clinicians and asked them to be mindful of these issues during consultations. We hope to see an improvement next year.
The percentage of patients who felt that their mental wellbeing was considered was approximately in line with the local average. 

41% were offered a choice of time or day when they last tried to make a general practice appointment
ICS result: 51% | National result: 54%

3% were offered a choice of location when they last tried to make a general practice appointment
ICS result: 17% | National result: 14%

81% felt they waited about the right amount of time for their last general practice appointment
ICS result: 67% | National result: 67%

76% say the healthcare professional they saw or spoke to was good at listening to them during their last general practice appointment
ICS result: 86% | National result: 87%

76% say the healthcare professional they saw or spoke to was good at treating them with care and concern during their last general practice appointment
ICS result: 85% | National result: 86%

70% say the healthcare professional they saw or spoke to was good at considering their mental wellbeing during their last general practice appointment
ICS result: 71% | National result: 74%

86% felt the healthcare professional they saw had all the information they needed about them during their last general practice appointment
ICS result: 92% | National result: 92%

85% had confidence and trust in the healthcare professional they saw or spoke to during their last general practice appointment
ICS result: 92% | National result: 93%

81% were involved as much as they wanted to be in decisions about their care and treatment during their last general practice appointment
ICS result: 91% | National result: 91%

84% felt their needs were met during their last general practice appointment
ICS result: 90% | National result: 90%
Your health
The percentage of patients saying that they had enough support from local services or organisations in the last 12 months to help manage their long term conditions or illnesses was below local and national averages. 
This was quite surprising as we have notice boards up at all three surgery sites with information about local services. We also have a very active and long standing Social Prescriber/Cancer Care Co-ordinator who speaks with our newly diagnosed cancer patients as well as patients with chronic conditions. 
A 3 point plan has been put into place to try to increase this score next year:
1. Our website is being update to include links to local services
2. Our waiting room notice boards are being updated and revised at all 3 sites to ensure that information about local services is included
3. We have discussed the GP survey results with our Social Prescriber/Cancer Co-ordinator and asked her to ensure that links to local services are texted to patients during or after consultations, to raise awareness of local services or organisations.   

54% say they have had enough support from local services or organisations in the last 12 months to help manage their long-term conditions or illnesses
ICS result: 67% | National result: 69%
Overall experience
Patients scoring of their overall experience of this GP practice as good was disappointingly lower than local and national averages. This is particularly disappointing as we offer excellent same day access and do not insist on e-consults being completed before appointments are given out. 
Our previous Practice Manager, who was in post when this survey was carried out, has left and we hope that with staffing changes there will be an opportunity to improve how some things have been done and improve some cultural aspects of service delivery, with the GP Partners now following up on this directly. 
We have identified those areas that we scored poorly on and have put into place an action plan to try to improve patient experience and monitor these scores in the future. This has taken place in April/May of 2026, and so improvements may not reflect until the 2027 GP Survey. 

67% describe their overall experience of this GP practice as good
ICS result: 75% | National result: 75%
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