FOR IMMEDIATE RELEASE

GP practices should stop doing unnecessary paper surveys

75% of GP practices are still doing their own paper surveys to measure patient satisfaction despite recent changes to the Quality and Outcomes Framework that removed the requirement for them to do so in order to qualify for additional funding.

Under the old QOF rules, nearly £7,000 of funding for a typical practice rested upon carrying out a survey and creating an action plan based on the results. Changes to the QOF for 2009/10 have replaced self-administered survey results with patient satisfaction scores obtained through the national GP Patient Survey.

The compulsory GP Patient Survey, administered by the Department of Health, has recently moved from an annual to a quarterly measurement. The detailed survey is now the only survey that can be used to measure QOF indicators. This makes practices which carry out their own paper surveys look increasingly like they are duplicating effort, as well as wasting valuable administrative resources at a practice level.

The survey of 125 practices was carried out earlier this month by PatientPulse, an independent patient satisfaction monitoring service, in conjunction with First Practice Management, the information and support provider for medical practice managers.

While the changes brought in by the 2009/10 QOF have led to confusion over the requirements of practices to measure patient satisfaction, financial incentives are not the only reason for the continued use of paper surveys. Where 34% said that such incentives were a driving force for them, a higher percentage – 45% - said that giving their staff visibility of patients’ views was the most important reason. 

Paul Fisher of PatientPulse suggests that the way practices measure satisfaction will change. “It’s clearly important to practice managers that they continue to monitor patient opinions, but the QOF changes mean practices don’t have to follow strict rules about how to conduct a representative survey. We’re seeing strong demand for ‘real time’ and instant collection of patient opinions – qualitative as well as quantitative - using online and mobile phone surveys which don’t require heavy administration but that flag problem areas before points are lost through the GP Patient Survey”.

The results of the survey back this up. In particular, online feedback and email surveys are being actively considered by 34% of practices – even though only 25% of practices currently use them. 

There is certainly no lack of commitment from GP practices to measuring patient satisfaction. When asked whether this was important, only 11% believed this lacked value, reflecting the increasing focus across the healthcare sector on patient satisfaction. 
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Full Data Set

	Methods of Measuring Patient Satisfaction
	% Practices Currently Using
	Further % Practices Considering for Future

	1) Face-to-face interviews by your staff
	25%
	9%

	2) Face-to-face interviews by third party company
	2%
	1%

	3) Paper survey on your premises
	69%
	11%

	4) Paper survey by post
	18%
	19%

	5) Online feedback via your website
	24%
	32%

	6) Online feedback via a third party survey company
	2%
	2%

	7) Online survey sent to patients by email
	1%
	16%

	8) Text message feedback
	-
	6%

	9) Smart phones (eg Blackberry/iPhone applications)
	-
	2%

	10) Terminals or handhelds on your premises
	2%
	8%

	None of the above
	10%
	5%

	Any of 3) or 4)
	75%
	11%

	Any of 5) or 6) or 7)
	25%
	34%

	Any of 8) or 9) or 10)
	2%
	13%


	Spend per year on Measuring Patient Satisfaction
	% of Practices

	Nothing
	21%

	£1 – 500 per year
	57%

	£501 – 1000 per year
	18%

	£1000 – 5000 per year
	4%

	Above £5000 per year
	-


	Importance of Measuring Patient Satisfaction beyond the GP Patient Survey
	% Practices Currently Using

	Very important
	34%

	Quite important
	34%

	Not sure
	21%

	Not very important
	6%

	Not at all important
	5%


	Factors which might make Practices consider measuring Patient Satisfaction regularly
	% Practices Considering this a Good Reason

	Direct financial incentives for good patient satisfaction scores
	34%

	Fines for poor patient satisfaction scores
	20%

	The abolition of practice boundaries, leading to increased competition for patients
	13%

	The threat of negative patient reviews online, leading to poor reputation
	24%

	Dept of Health encouragement
	8%

	Patient Participation Group wanting to improve visibility of patient satisfaction
	30%

	Practice management wanting to improve visibility of patient satisfaction
	45%


