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Compliments, comments and complaints – 
a follow up 
 
Between December 2013 and 
September 2014 Healthwatch 
Newcastle carried out mystery 
shopping in 42 GP practices in 
Newcastle. 
 
The aim of the mystery shopping exercise 
was to find out what information GP 
practices had about their complaints 
procedures, how clear that information 
was and how easy it was to find. 
 
In September 2014 we published our 
report, ‘Compliments, comments and 
complaints: encouraging feedback from 
your patients’, summarising the findings. 
Each GP practice in Newcastle also 
received a confidential report about its 
practice. 
 
Our mystery shoppers found that: 
 
 22 GP practices (52%) displayed 

leaflets or posters about how to 
comment or complain 

 39 (93%) GP practices had their 
complaints procedure on their website 

 
Our mystery shoppers had to ask staff for 
information in 20 GP practices (48%) and 
they felt that 18 GP practices (42%) 
encouraged feedback in total. 
 
Based on these findings, we encouraged 
all GP practices to display information 
about how to comment or make a 
complaint in their reception and on their 
website. We also recommended that GP 
practices create a feedback display. We 
hoped that these actions would increase 
the number of GP practices considered to 
‘encourage’ feedback by our mystery 
shoppers.

 
 
We received responses from 67% of the 
GP practices and 67% of these 
respondents said they would take action. 
Some GP practices said they would:  
 
 Display suggestion boxes 
 Develop feedback displays 
 Work with their patient participation 

groups 
 Discuss the report at a team meeting 
 Make changes to the waiting room 
 Change the font size of posters and 

leaflets 
 Make forms available at the reception 
 Design new leaflets 
 
We believe an important part of our work 
is to follow up to see if any improvements 
have been made. Ten GP practices in 
Newcastle were revisited, including some 
that: 
 
 Queried the results of their first report 

(4) 
 Requested leaflets or posters from us 

(1) 
 Had improvements to make (3) 
 
Two GP practices that were not included 
in the first mystery shopping research 
were also visited. 
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Our findings 
 

In the original report we made 15 recommendations to eight GP practices. 
When we revisited these eight we saw that 12 out of the 15 had been met. 
 
The table displays this information: 
 

Recommendation  Number of GP 
practices given this 
recommendation 

Number of GP 
practices that met 
the recommendation 

Provide other methods to complain 
beyond writing letters 

2 2 

Ensure leaflets and posters are on 
display 

8 7 

Add information about how to make 
complaints to the GP practice website 

2 0 

Remove out of date information 1 1 

Make sure the reception staff have the 
resources to provide complaints 
information on request 

1 1 

Enlarge the font size on the poster 1 1 

Total 15 12 

 
Only one GP practice did not display leaflets or posters (although this GP practice was 
displaying the Friends and Family Test in the waiting room) and two GP practices did not 
have their complaints procedure on their website. 
 
The improvements GP practices had made included: 
 
 More leaflets or posters on display 
 More information on display about patient participation groups 
 Friends and Family Test information and feedback boxes on display 
 
Our mystery shoppers also reported an improvement in GP practices encouraging 
feedback. After the first round of visits our mystery shoppers felt that only two of these 
eight GP practices encouraged feedback, but after the second visit this increased to four. 
 
Two of the GP practices had not been visited before and both of these GP practices 
performed well. Leaflets and posters were on display, complaints procedures were on 
their websites and it was felt that both GP practices encouraged feedback. 
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Conclusions 
 
The findings of the second round visits were very positive: 
 
 12 out of 15 of our recommendations for these 8 GP practices were met 
 There was an increase in the number of GP practices displaying information 
 There was an increase in the number of GP practices being seen to encourage feedback 
 
It is also pleasing to see that the two GP practices visited for the first time performed 
well. 
 
Each GP practice visited during the second round will receive a confidential report with 
recommendations. On this occasion we have made five recommendations spread across 
four GP practices, with six GP practices receiving no recommendations for change or 
improvement. 
 
We did not need to make recommendations to most of the GP practices and also saw a 
substantial reduction in the number of recommendations made. We hope that all GP 
practices are pleased with the outcome of this work.  

 

Recommendations 
 
1. To make improvements to the displays in the waiting room 
2. To ensure patients have easy access to the website and online complaints information 
3. To display leaflets about making complaints  
4. To move the complaints poster into the waiting room area 
5. To re-brand the complaints poster so the subject of the poster is obvious 
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Contact details 

Healthwatch Newcastle 
Broadacre House 
Market Street 
Newcastle upon Tyne 
NE1 6HQ  
  
T 0191 338 5720 
E info@healthwatchnewcastle.org.uk 
W www.healthwatchnewcastle.org.uk 
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Registered office  

Higham House 
Higham Place 
Newcastle upon Tyne 

NE1 8AF 
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