Benchmarking Patient and Colleague Feedback
We always recommend that a GP uses an approved survey tool or appraisal toolkit survey when
completing a patient or colleague feedback survey. However where an approved survey tool has not
been used to prepare a patient or colleague feedback report it is necessary to include benchmarking
information to allow comparison with your results. Questionnaires should always follow the
standard GMC format and this will allow the benchmarking information below to be used.
Once all the questionnaires have been collated and the scores analysed by someone independent
from yourself the data must be converted in order to compare it with the benchmarks.
Answers should be scored as follows:
Poor
1
Less than satisfactory
2
Satisfactory
3
Good
4
Very good
5
Strongly disagree
Disagree
Neither agree nor disagree
Agree
Strongly agree

1
2
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From these totals your percentage score can be calculated and this should then be compared against
the benchmarking information.
For example on your patient feedback survey question – “being polite” you may have received the
following scores :Very good – 25 (5 points for each response)
Good – 15 (4 points for each response)
Satisfactory – 7 (3 points for each response)
This equates to a score of 206. When compared to a perfect score (47 very good responses – 235
points) – the percentage score for this questions is 87.6%. This score can then be compared to the
benchmarked results
Note your results report should include your summarised results for each response category, plus
your percentage score. Therefore your results report should include a table similar to this :-
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Other Points to Note
1. For patient surveys – this should be completed as a post-consultation or exit survey and should be
handed to consecutive patients by reception staff. You should confirm this process in your results
report. Receipt of the surveys, collation, analysis and reporting should be completed independently
of the GP
2. For colleague surveys – these surveys should also be managed independently, with participation
request, receipt of surveys, collation, analysis and reporting being completed independently of the
GP. This process should be confirmed in your results report.
3. Your results report should include any text comments received
4. Good reflection is essential – if results are below your expectations or below the median
benchmarking information, you should ensure that your reflection includes how you will address this
area to try and improve performance. This reflection should be documented so that the RO can
review it when considering revalidation – this could be in your appraisal summary or a separate
document. If there is no mention of results that are lower than median nor actions to address the
RO will assume that this has not been reflected on, nor discussed with your appraiser. Specific
reference should also be made to any negative comments received.

