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Patient Experience of GP Services 

 

What is Care Navigation? 
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90579

Number of Complaints - National 

Primary Care (GP and Dental)



Data Provided by the CCG 

 

 

Receptionists 



Care Navigation – Flow Chart 



                                                                                                                                                         

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

How often have you visited 

your GP Surgery in the last 12 

months? – all respondents 

(n339) 

 
How did you book your 

appointment for today? – all 

respondents? (n340) 

 

Who are you here to see 

today? – all respondents 

(n334) 

 



Thinking about when you booked your 

appointment, were you asked questions 

about your illness? – Just CCG identified 

practices delivering Care Navigation (n296) 

Thinking about when you booked your 

appointment, were you asked questions 

about your illness – Other surgeries and 

Stroke Group (n42) 



Whilst booking my appointment I was able 

to easily answer questions asked about my 

illness – CCG identified surgeries delivering 

care navigation (n230) 

Whilst booking my appointment I was able 

to easily answer questions asked about my 

illness – CCG identified surgeries delivering 

care navigation (n230) 

Whilst booking my appointment I was able 

to easily answer questions asked about my 

illness – CCG identified surgeries delivering 

care navigation (n230) 



Whilst booking my appointment I was 

comfortable answering questions asked 

about my illness – CCG identified surgeries 

delivering care navigation (n230) 

Whilst booking my appointment I was 

comfortable answering questions asked 

about my illness – CCG identified surgeries 

delivering care navigation (n222) 



Whilst booking my appointment I was 

confident that what I explained was 

properly understood – CCG identified 

surgeries delivering care navigation (n220) 

Whilst booking my 

appointment I was confident 

that what I explained was 

properly understood – CCG 

identified surgeries 

delivering care navigation 

(n220) 



Whilst booking my appointment I felt 

supported to get the right help – CCG 

identified surgeries delivering care 

navigation (n228) 

Whilst booking my appointment I felt 

supported to get the right help – CCG 

identified surgeries delivering care 

navigation (n220) 

 



Were you satisfied with your experience of 

making an appointment? – CCG identified 

surgeries delivering care navigation (n223) 

Were you satisfied with your experience of 

making an appointment – CCG identified 

surgeries delivering care navigation (n223) 
 

 

 



Demographics 

Ethnicity - All respondents (n321) 



Languages - All respondents (n323) 



Age - All respondents (n322)        Gender – All respondents – (n323) 



Do you have a long-standing 

illness or, disability? - All 

respondents (n319) 



 
                                                                                                                               

Positive Comments – Care Navigation 

 

Mixed Comments – Care Navigation 

 

Negative Comments – Care Navigation 



 
 
 



 

Comments – About Staff 



Negative Comments – Booking Appointments3 





 



Positive Comments – Booking Appointments4 

 

Mixed Comments – Booking Appointments5 



Comments - Continuity 

 

Comments -Waiting 



Comments -General 
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