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Executive Summary 

1.0 Introduction 
 

 Between June and August 2019, Involve North East (INE), on behalf of NHS Newcastle 
Gateshead Clinical Commissioning Group (NGCCG) and the Year of Care Steering Group 
carried out a survey to gather the views of patients who have had a Care and Support 
Planning (CSP) review at their GP surgery. The aim of the survey was to gather feedback 
about CSP and understand what patients across Newcastle and Gateshead think about 
the process. 

 

 CSP is a specific way of GP practices providing routine care for people with long term 
conditions. It replaces the traditional process of an annual review for individual long term 
conditions with a systematic process of care and support planning. Patients receive one 
holistic annual review covering all of their long term health needs with a focus on creating 
a better conversation between individuals and healthcare professionals, enabled by 
preparation. 

 

 A patient questionnaire, developed in collaboration with the Gateshead Long Term 
Conditions Patient Reference Group was distributed to GP practices across Newcastle 
and Gateshead who administer CSP. Patients who had received a CSP review were 
invited to take part in the survey at the end of their final appointment. Five hundred and 
twenty-seven patients from 44 GP practices shared their views. 

 

2.0 Findings 

First appointment 

 
 
 
 
 
 
 
 
 
 
 

Explanation of the CSP process 

  93.0% of patients, who had received an information gathering 
appointment, had the CSP process explained to them. 

 

As a result of this explanation: 

 99.1% felt the explanation was easy to understand 

 98.6% understood what would happen next in the process 
 96.4% had enough time to ask questions 

Patient comments 
“This was my first annual review and I completely understood what was 
happening and why.” 

“Brilliant; measured thinking and detailed explanations and responses to 
questions.” 

“I was pleased to know I would have a follow-up to these tests.” 

 
 

I 

Routine tests appointment 

 90.6% of patients stated they had received an information gathering 
appointment where tests were carried out 

 9.4% of patients stated they had NOT received an information 
gathering appointment where tests were carried out 

 



Information received before CSP appointment 
 
 

 

 79.3% of patients received information ahead of their CSP 
appointment. Of this group: 

 96.2% liked having a copy of their test results 

 95.0% felt the information was easy to understand 

 93.7% felt the right amount of information was provided 

 89.5% felt the information helped them think of questions to ask 

 88.6% felt the information helped them prepare for their final 
appointment 

 85.4% felt the information gave them peace of mind 

Patient comments 
 

 

“Found it easy to understand and it gave me peace of mind.” 

“Results helped me to revise my diet and start to improve sugar levels 
without waiting for the visit.” 

“I feel that I know and understand more about my condition.” 

“I did not understand it all [the results] and was worried.” 

CSP appointment 

 
Opportunity to talk about things that are important to the patient 

 At their CSP appointment: 

 93.0% of patients felt fully able to talk about things that were 
important to them 

 5.0% felt partly able to talk about things that were important to them 

 1.9% felt unable to talk about things that were important to them 
 

Of those who did not fully talk about things that were important to them: 

 76.7% felt there wasn’t enough time to talk about these things 

 39.1% didn’t feel confident to talk about these things 
 22.7% didn’t want to appear as though they didn’t understand 

Patient comments 
“The things I wanted to talk about were not in the expertise of the person 
I met.” 

“I would have preferred to talk to my own doctor.” 

“The nurse tried to explain but I did not understand and don't want to 
change.” 

Asking questions  

 
 82.5% of patients asked questions during their CSP appointment. Of 

those: 

 99.8% felt the answers to their questions were easy to understand 

 99.5% felt they were given the right amount of information 

Patient comments “Spoke to GP and answers given were clear and consistent with my 
thoughts about concerns I had.” 

“There were a couple of results I didn't understand which were explained 
fully at the appointment.” 

“My questions were answered fully and in a way I didn't need further 
clarification. I felt much better after my appointment and all my worries 
went away after the explanations.” 



 

How CSP has helped patients 
 

 

 97.3% of patients know who to speak to about their health and 
wellbeing 

 94.0% of patients now have a plan for managing their health and 
wellbeing 

 90.6% of patients feel more involved in their health and wellbeing 

 89.5% of patients feel more able to manage their health and 
wellbeing 

 86.9% of patients have developed their own ideas about managing 
their health 

  

4.8% of patients feel CSP hasn’t helped them manage their health and 
wellbeing 

 

Patient comments 
 

“I devised a plan and my nurse fully endorsed it.” 

“The appointments bring together several general areas of care which I 
find useful.” 

“This review has really made me think about my health and take 
ownership of it…I will consider my health much more closely as a result.” 

“I felt able to make a plan for managing my health with help from the 
nurse. [Clinician’s name] was really lovely and I felt she cared about 
things as much as I did.” 

 
 

Other comments about CSP 

“I find the Year of Care, or 'MOT' as I call it, an excellent idea.” 
 

“I was used to attending the hospital for advice and I had to change to 
you - I saw an excellent lady at the clinic today and I was more 
comfortable at the meeting.” 

 
“I found this very useful as GPs are very limited in the time they can 
spend with each patient so it's good to sit down and talk over problems 
without taking up valuable consultation time of other patients.” 

 

Recommendations 

There is strong support from patients about CSP; patients feel better able to manage their health and 
wellbeing through timely information, a comprehensive review process and personalised support. 

 
Key recommendations 

 

 To continue to embed the care and support planning processes and principles, in the Newcastle 
and Gateshead practices, across a lifetime of patient care 

 To support practices through training and in house facilitation where patients reported different 
experiences to those expected 

 Consider further investigation to explore the barriers, for patients, and their engagement in the 
care and support planning process 
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Section 1 - Introduction 
 

Between June and August 2019, Involve North East (INE), on behalf of NHS 
Newcastle Gateshead Clinical Commissioning Group (NGCCG) and the Year of 
Care Steering Group carried out a survey to gather the views of patients who have 
had a Care and Support Planning (CSP) review at their GP surgery. 

 
 

1.0 Care and Support Planning process 
 

CSP is a specific way of GP practices providing routine care for people with long 
term conditions. It replaces the traditional process of an annual review for individual 
long term conditions with a systematic process of care and support planning. 
Patients receive one holistic annual review covering all of their long term health 
needs with a focus on creating a better conversation between individuals and 
healthcare professionals, enabled by preparation. 

 

CSP recognises that people who live with long term conditions have experience and 
expertise in managing their health and spend relatively little time with health and/or 
social care practitioners. CSP seeks to transform the brief contact that does occur 
into a meaningful and useful discussion, enabled by preparation and with a focus on 
looking forward and planning. 

 
The CSP process includes: 

 

 Preparation 
This can be either be an initial information gathering appointment for conditions 
such as diabetes including checks such as blood, urine and foot checks, 
breathing checks and blood pressure and weight monitoring. 

 

For other long term conditions where no data gathering is required a generic or 
condition specific preparation prompt can be sent to support the patient to think 
about what they would like to talk about. 

 

 Time to reflect 
A reflection period in which patients may receive a letter which includes a 
combination of a reflective prompt sheet (example shown below), their test 
routine results where relevant including an explanation, condition specific 
questions and a place to write down things they may want to talk about at their 
review appointment. 

 

This gives people a chance to reflect upon the information received and 
consider questions, concerns and issues they wish to discuss at their care and 
support planning review. 
 
 
 
 
 
 
 

1 



 

 

 

 

 

 Conversation and recording 
A solution focused review appointment with a healthcare professional which 
supports self-management, co-ordination of complex care and signposting to 
social prescribing. Patients have the opportunity to ask questions, talk about the 
things that concern or interest them and discuss any issues which they and the 
clinician feel are important. From this conversation, the individual and clinician 
co-create a plan for managing the person’s health and wellbeing. 

 

 Actions and Review 
A period of self-management supported by traditional services, effective care co- 
ordination and social prescribing as discussed between the individual and 
clinician during their CSP conversation. This element of the process constitutes 
the vast majority of the individual’s life and understands that people with long 
term conditions are in charge of their own self-management and are the primary 
decision makers about their health and wellbeing. It also recognises that people 
are much more likely to take actions from decisions they make themselves 
rather than those made for them. 
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In General Practice, Care and Support Planning often looks like the 
process outlined in Figure 1. 

 

 

Figure 1: The Care and Support Planning Process in General Practice 
 

Source: https://www.yearofcare.co.uk/care-and-support-planning 
 
 

1.1 The engagement project 
 

1.2.1 Aim 
 

Care and Support Planning is a relatively new way of working for many 
practitioners and patients. The aim of the patient survey was to gather feedback 
about Care and Support Planning and understand what patients across 
Newcastle and Gateshead think about the process. 

 
1.2.2 Objectives 

 
The key objectives of the survey were to: 

 

 Understand how well patients felt the process was explained 

 Understand how useful patients found the test result information 

 Understand how much patients felt able to talk about the issues of 
importance to themselves and to ask questions 

 Understand how Care and Support Planning has helped patients manage 
their health and wellbeing 
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Section 2 - Methodology 
 
 

2.0 Methodology 
 

The views of patients at GP practices across Newcastle and Gateshead where Care 
and Support Planning is implemented were sought. 

 
 

2.1 Patient questionnaire 
 

A patient questionnaire was developed in collaboration with the Gateshead Long Term 
Conditions Patient Reference Group and the NGCCG Year of Care steering group. 
The questionnaire was available in A5 and A4 (Large print) formats and also online. 
See Appendix 1 for a copy of the patient questionnaire. 

 
Consenting patients were given a paper questionnaire which they self-completed and 
handed in to the GP receptionist in a sealed envelope. Completed questionnaires were 
stored by the GP practice and collected periodically by Involve North East staff. 

 
 

2.2 Patients 
 

Patients with two or more long term conditions who received a Care and Support 
Planning review between 1st June and 31st August 2019 were invited by their clinician 
to complete a questionnaire at the end of their final review appointment. 

 
Five hundred and twenty-seven patients completed a questionnaire from 44 GP 
practices. For a full profile of all participants, see Appendix 2. 

 
 

2.3 GP practices 
 

Fifty four of the 61 GP practices in Newcastle and Gateshead were identified by 
NGCCG to participate in the Care and Support Planning patient survey, as they were 
fully implementing the Care and Support Planning process. Practices were advised by 
NGCCG by email about the patient survey and asked to provide a named contact for 
Involve North East staff to liaise with during the survey period. 

 
For each of the participating GP practices, NGCCG advised Involve North East of the 
number of patient questionnaires they required. These figures were based on the 
number of patients at each practice with two or more long term conditions. As each of 
these patients would receive a Care and Support Planning review every 12 months, 
this figure was divided by six to give the average number of reviews which would be 
completed over a two month period (the length of the initial survey period). 

 
A survey pack was created for each practice containing: 

 The required number of questionnaires (of which 20% were provided in large print 
A4 format) 
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 A5 sealable envelopes 

 Large envelope for reception staff to store completed questionnaires 

 Survey instructions for practice staff 

In total, 3464 questionnaires were sent to 54 GP practices. 
 

Survey packs were handed out to practices at the Newcastle and Gateshead ‘Time in, 
Time out’ events in May 2019. Each practice signed to confirm receipt of their pack. 
Following the two events, an email was sent to the named contacts at each practice to 
confirm receipt of their survey pack, reiterate the survey process and to enable any issues 
or queries to be addressed. 

 
A number of practices highlighted that due to key staff holidays/sickness during the initial 
survey period of June – July 2019, the number of returned questionnaires would be lower 
than anticipated. As a result, the survey period was extended until 31 August 2019 with 
further email communication confirming this. 

 
Throughout the survey period, INE staff collected any completed questionnaires with final 
collections occurring at the end of the survey period. 

 
In total, survey packs were sent to 54 practices across Newcastle and Gateshead. 
Completed questionnaires were received from 44 practices. The remaining 10 practices 
either confirmed they had not administered the survey or were unable to gather any 
responses. See Appendix 3 for a list of GP practices who returned completed 
questionnaires. 

 
 

2.4 Limitations 
 

The following limitations should be taken into account when reading this report: 
 

 The patient questionnaires (both paper and online) were available in English 
language only meaning that patients who were unable to read English would not 
have been able to participate independently. 

 

 As the questionnaires were self-completed by the participants the amount and 
depth of free text responses is lower than may have been achieved by an 
interviewer-administered survey. 
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Section 3 – Findings 
 
 

3.0 Findings 
 

This section summarises the findings of engagement with 527 patients who had 
attended a Care and Support Planning appointment. 

3.1 About the first appointment 
 

Patients were initially asked whether they had attended a first appointment where 
monitoring tests were carried out. Of the 523 patients responding to this question, 
90.6% (474) had attended a first appointment. Those who had not, were patients from 
22 different GP practices; six practices had more than two patients who stated they 
had not had an initial appointment. 

 
3.1.1 Communication with reception staff 

 
Those who had attended a first appointment were then asked whether the Care and 
Support Planning process had been explained to them at the time of the appointment. 
Of the 471 patients answering this question the vast majority (93.0%, 438) indicated 
that the process had been explained to them although for the remainder (7.0%, 33), 
the process was not explained. Patients who did not receive an explanation were 
spread across 20 practices although four practices had more than two patients who 
stated that this was the case. 

 
Those who had a received an explanation of the process were asked how well they 
felt that it was explained to them. 
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What did you think about how Care and Support Planning was 
explained to you? 

 

a) I understood what would 
happen next 

 

261 
 

158 5 1 

 
 
 

b) It was explained in a way 
which was easy to 

understand 

 
258 

 
161 4 

 
 
 

c) I had enough time to ask 
questions 

 

239 
 

162 
 

10 5 

 

 

0% 20% 40% 60% 80% 100% 
Strongly agree Agree Disagree Strongly disagree N/a 

No. of patients answering a): 425 
No. of patients answering b): 423 
No. of patients answering c): 416 

 

The vast majority (over 96.0%) of patients either strongly agreed or agreed that they 
understood what would happen next, had the information explained to them in a way 
that was easily understood and had enough time to answer any questions they had 
about the process. However, 10 patients (2.4%) from six practices felt that they were 
not given enough time to ask questions; one practice had more than two patients 
reporting this experience. 

 
One hundred and twenty-seven patients commented about the explanation with the 
vast majority sharing a positive experience. 

 
“This was my first annual review and I completely understood what was 
happening and why.” 

 
“I was pleased to know I would have a follow-up to these tests.” 

 
“Language used was appropriate for a lay person. Not rushed. Pleasant and 
courteous.” 

 

“The nurse took time to explain everything and booked follow-up.” 
 

“Brilliant; measured thinking and detailed explanations and responses to 
questions.” 
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20.7% 

9.2% 

70.1% 

“Very impressed with the nurse. Took time to answer all my questions and was 
most helpful.” 

 
Several of those who disagreed with some or all of the statements gave reasons for 
their response including: 

 
“My English is not very good. I did not know what was happening and I missed 
the appointment.” 

 
“I was informed I would be seen by a qualified member of staff for any further 
questions I had. The fact that it was a Care and Planning appointment was not 
fully explained.” 

 
“Never understood reason for follow-up appointments.” 

 
 

3.2 Information received prior to the Care and Support Planning appointment 
 

All patients were asked whether they received any test results or a prompt sheet prior 
to their Care and Support Planning appointment and 512 responded to the question. 

 
3.2.1 Information received 

 

Did you receive test results or a prompt sheet before 
today’s appointment? 

 

 

 

Yes Yes but I didn't read them No 

No. of patients answering this question: 512 
 

Over two-thirds (359, 70.1%) of patients had received and read some information prior 
to their second appointment, whilst 9.2% (47) had received information but had not 
read it. The remaining 20.7% (106) reported that they had not received any 
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information in advance (although two people [0.4%] had requested not to receive any 
information in advance). Patients who had not received any prior information were 
spread across 32 GP practices and 12 practices were identified as having more than 
two patients reporting this experience. 

 
The 359 patients who had received information prior to their Care and Support 
Planning appointment were asked to reflect on the usefulness of the information. 

 

What did you think of the information you received? 
 
 

 

a) The information was easy to understand 160 166 16 1 

 

 
b) The right amount of information was 

provided 

 

150 

 

163 

1 

19 1 

 
 

c) The information helped me prepare for my 
appointment 

 

132 
 

156 
 

28 3 6 

 
 

d) The information helped me think of 
questions to ask 

 

138 
 

159 
 

24 11 

 

 
e) I liked having my own copy of my test 

results 

 

174 

1 

151 9 3 

 

 

f) The information gave me peace of mind 

 

140 

 

140 

1 

32 15 
 

 
0% 10% 20% 30% 40% 50% 60% 70% 80% 90%100% 

 
Strongly agree Agree Disagree Strongly disagree N/a 

No. of patients answering a): 343 
No. of patients answering b): 334 
No. of patients answering c): 325 
No. of patients answering d): 332 
No. of patients answering e): 338 
No. of patients answering f): 328 

 

All aspects of the information received were rated highly by patients with more than 
four in five strongly agreeing or agreeing with the statements. In particular, patients 
liked having a copy of their own test results in advance of their Care and Support 
Planning appointment (96.2%, 325) and felt that the information they were provided 
with was easy to understand (95.0%, 326). A slightly lower percentage of patients felt 
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that the information gave them peace of mind, helped them prepare for their second 
appointment or think of questions to answer (85.4%, 88.6% and 89.5%, respectively). 

 
One hundred and four patients provided additional comments about their chosen 
answers with four in five of them positive. 

 
Positive responses 

 
 

 
People were happy with the information they received which they felt was easy to 
understand and informative. 

 
“The information is always presented in an easily understandable form.” 

“Found it easy to understand and it gave me peace of mind.” 

“No problems with prompt sheet.” 

“Understood what it was for.” 

Comments were also made about the test results patients received either by post or 
email in advance of their Care and Support Planning appointment. Patients stated that 
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they liked having a copy of the results to keep and to compare to previous results. 
They felt that the results helped them to prepare for their upcoming appointment and 
generally be more proactive about their health. Several people also said having 
information helped them better understand their illness. 

 
“Seeing it on paper made it easy to understand.” 

 
“It was good to see everything on the results copy and the comparison to last 
time…it enables me to look at the main things I need to be looking at.” 

 
“I liked being able to check my results at home and prepare questions for my 
next visit.” 

 
“Results helped me to revise my diet and start to improve sugar levels without 
waiting for the visit.” 

 
“Information clear and helpful on hard copy I can retain for monitoring. I can 
quickly moderate my diet for the better if my readings reflect a negative 
descent.” 

 

“I feel that I know and understand more about my condition.” 

Twenty patients identified issues with the information they received. 

Negative comments about information No. of 
responses 

Difficult to understand 10 

Made me worry 6 

Some of the results were missing 2 

Providing this information isn’t necessary 2 

Some of the information isn’t relevant to me 1 

Would like a set of ‘normal’ results to compare 1 

Total 22 
No. of participants 20 

*Participants could give more than one response 

 

Half felt that the information was difficult to understand whilst six stated that having 
access to the information made them worry. 

 
“Some of the information was very clear but the urea and electrolytes sheet was 
more difficult.” 

 
“Not easy to understand - did not know what results meant.” 

“I did not understand it all and was worried.” 

“For me, not helpful getting test results, I feel I have what I have and that's all 
there is to it.”                            11 



 
 

5.0
% 

93.0
% 

3.3 Care and Support Planning appointment 
 

All patients were asked about their experience of their Care and Support Planning 
appointment. 

 
 
 

3.3.1 Opportunity to talk about things that are important 
 
 

 

At today’s appointment, were you able to talk about 
things that are important to you? 

 

1.9% 
 

 
 

Yes Partly No 
 

No. of patients answering this question: 517 

 

 
More than nine-in-ten patients (93.0%, 481) felt fully able to talk to the healthcare 
practitioner about things that were important to them, 26 patients (5.0%) felt able in 
part and 10 patients reported not being able to do so. Patients who felt unable to talk 
about things that were important to them or felt they could only partially do so were 
spread across 16 GP practices and 2 practices were identified as having more than 
two patients reporting this experience. 

 
The 36 patients who could not fully talk about things that were important to them were 
asked why this was the case. 
 
 
 
 

12 



 
 

Why were you only partly able or unable to talk about things 
that are important to you? 

 
 

 

a) There wasn’t enough time 
 
 
 
 
 

 

b) I didn’t feel confident enough 
 
 
 
 
 

 

c) I didn’t want to seem like I didn’t understand 
 
 

 

0% 20% 40% 60% 80% 100% 

Strongly agree Agree Disagree Strongly disagree N/a 

No. of patients answering a): 30 
No. of patients answering b): 23 
No. of patients answering c): 22 

 

The majority of patients (76.7%, 23) felt that there was not enough time for them to talk 
about things. Two-fifths (39.1%, 9) did not feel confident enough and one-fifth did not 
want to seem that they did not understand the information they were being given. 

 
The additional comments gave further insight into why six of the patients felt unable to 
talk about things with the healthcare practitioner although one person said that that 
they simply did not want to talk about it. 

 
“The things I wanted to talk about were not in the expertise of the person I met.” 

“I would have preferred to talk to my own doctor.” 

“I did not want to talk about it.” 
 

“It was mostly a one way chat and I didn't have the opportunity.” 
 

“None of the questions on the prompt sheet were referred to or addressed.” 

“The nurse tried to explain but I did not understand and don't want to change.” 

 15 4 1 2 

     

    



 
 

26
3 

15
4 

 

25
2 

15
7 

3.3.2 Asking questions 
 

At their Care and Support Planning appointment 82.5% (430/521) of patients asked 
questions. They were then asked what they thought about how their questions were 
answered. 

 

What did you think about how your questions were answered? 
 
 
 
 
 

 a: The answers were easy to understand 1 
 
 
 
 
 
 
 
 
 

 b: I was given the right amount of information  1 
 
 
 
 
 

 

0%     10%   20%   30%   40%  50%   60%  70%  80%  90% 100% 

Strongly agree Agree Disagree Strongly disagree 

No. of patients answering a: 418 
No. of patients answering b: 411 

 

All but three responses to these statements were positive with patients either agreeing 
or strongly agreeing. Patients gave reasons for their responses, citing the quality of 
healthcare practitioners, their clear concise answers and how at ease they felt. 

 
“Spoke to GP and answers given were clear and consistent with my thoughts 
about concerns I had.” 

 
“I asked about my heart rate and now I understand why.” 

 
“There were a couple of results I didn't understand which were explained fully at 
the appointment...Everything was explained fully and I left with a clear action 
plan.” 

 
“My concerns were addressed thoroughly and individually and explained in a 
way I could easily understand. Comprehensive advice was also given to other 
problems I had.” 
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“Felt like an informative chat rather than a medical consultation. Always 
appreciate the time the Health Care Assistant spends to explain any concerns.” 

 
“My questions were answered fully and in a way I didn't need further 
clarification. I felt much better after my appointment and all my worries went 
away after the explanations.” 

 
3.3.3 Managing health and wellbeing 

 
The questionnaire also sought to understand whether the new Care and Support 
Planning process was helping patients to manage their health and wellbeing. All 
patients were asked to state how far they agreed with five statements as shown in the 
chart below. 

How has your Care and Support Planning helped you manage 
your health and wellbeing? 

 

 

a) I have developed my own ideas about 
managing my health 

 

142 
 

257 
 

35 3 22 

 
 

 
b) I feel more involved in my health and 

wellbeing 

 

 
182 

 

31 

254 14 

 
 
 

c) I know who to speak to about my 
health and wellbeing 

 

228 
 

240 
 

3 10 

 

 
d) I have a plan for managing my 

health and wellbeing 

 

151 
 

285 
 

13 15 

 

 
e) I feel more able to manage my 

health and wellbeing 

 

147 
 

272 
 

302 17 

 
 

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100% 
 

Strongly agree Agree Disagree Strongly Disagree N/a 
 

No. of patients answering a): 459 
No. of patients answering b): 481 
No. of patients answering c): 481 
No. of patients answering d): 464 
No. of patients answering e): 468 

 

Over four-in-five patients agreed or strongly agreed with each of the statements. In 
particular, patients felt they knew who to speak to about their health and wellbeing 
(97.3%, 468) and had a plan for managing their health and wellbeing (94.0%, 436). 



 
 

Nine-in-ten patients (90.6%, 436) felt that the Care and Support Planning 
appointments enabled them to feel more involved in their health and wellbeing whilst 
89.5% (419) and 86.9% (399) respectively felt more able to manage their health and 
wellbeing and had developed their own ideas about managing their health. 

 
Sixty-four patients provided additional comments about their answers. They referred to 
having a better understanding of their conditions, taking ownership of their care, and 
the high quality support provided by practice staff. 

 
“I devised a plan and my nurse fully endorsed it.” 

 
“It helped me understand more about my health issues.” 

 
“The appointments bring together several general areas of care which I find 
useful.” 

 
“This review has really made me think about my health and take ownership of 
it…I will consider my health much more closely as a result.” 

 

“Feeling more involved in my own health and links with the nurses and GPs in 
the surgery.” 

 
“By attending this appointment I feel more confident and able to manage and 
monitor my health issues. Support received gives peace of mind.” 

 
“I am regularly reminded of the things I can do to manage my diabetes. I 
receive positive feedback about my self-awareness. Staff are compassionate 
and knowledgeable….The nurse are brilliant! They have helped me to 
understand the approaches I need to take to improve my health condition. They 
encourage realistic approaches.” 

 
“I felt able to make a plan for managing my health with help from the nurse. 
[Clinician’s name] was really lovely and I felt she cared about things as much as 
I did.” 

 
As shown in the chart below however, 17 patients (4.8%) felt that Care and Support 
Planning has not helped them to manage their health and wellbeing. Three patients 
gave reasons for their answer, two felt that they were aware of their own 
responsibilities and already look after their own health whilst a third felt that they had 
not spoken to anyone about their care and wellbeing. 
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3.3.4 Other comments about Care and Support Planning 

No. of patients answering: 353 

 

Patients were invited to provide any other comments about Care and Support 
Planning appointments. These comments were all positive with patients offering 
support for the Care and Support Planning process and the high levels of personalised 
care they felt that they were receiving. They also mentioned the supportive, caring and 
knowledgeable practice staff. 

 
“A great support network in managing my ongoing health problems.” 

 
“I found the two appointments simple and easy to attend and got out of them 
what was right for me.” 

 
“I was used to attending the hospital for advice and I had to change to you - I 
saw an excellent lady at the clinic today and I was more comfortable at the 
meeting.” 

 
“I find the Year of Care, or 'MOT' as I call it, an excellent idea.” 

 
“I think this is a good idea as the results of any previous tests allow you to be 
aware of any problems.” 

 

“I found this very useful as GPs are very limited in the time they can spend with 
each patient so it's good to sit down and talk over problems without taking up 
valuable consultation time of other patients.” 

 
“This appointment was about me, good feeling and atmosphere.” 
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Three patients offered suggestions for improvements to the appointments; one patient 
wanted test results prior to the second appointment, one requested access to previous test 
results for comparison and one patient felt that there was a lack of dietary support. 
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Section 4: Conclusions 
 
 

4.0 Conclusions 
 

Taking into account all of the data gathered some conclusions can be drawn about 
how patients see the Care and Support Planning process working for them. 

 
 

4.1 Explaining the process to patients 
 

The explanation of the process that healthcare staff give to patients works well. The 
vast majority of patients who attended a first appointment for monitoring tests, were 
very satisfied with the way the Care and Support Planning process was explained to 
them. It was done so in an easily understandable way, using layman’s terms and 
they were given time to ask questions about what to expect next. One patient 
however missed their follow-up appointment as they did not have English as a first 
language and did not understand the process. 

 
A minority of patients from 20 practices also reported that the process had not been 
explained to them at all. 

 
 

4.2 Information provided prior to Care and Support Planning appointment 
 

There appears to be less consistency in the information provided to patients ahead 
of their second appointment. Whilst four-fifths of patients reported receiving some 
information the remainder (who were registered at 32 different GP practices) 
received none. The majority of patients who received information had read it ahead 
of their second appointment but almost one-in-ten had not. 

 
The majority of patients were happy with the information provided. They felt it was 
the right amount and easy to understand. The vast majority also appreciated having 
their own copy of their test results to keep; it helped them prepare for their next 
appointment and they used it to compare to previous results (if available) and be 
more proactive about their own health ahead of the second appointment. 

 
For a small minority of patients there were issues with the information they received 
and in particular the test results were difficult to understand, made them worry and 
therefore did not give them peace of mind. 

 
There were suggestions for access to previous year’s test results including having a 
set of ‘normal range’ results to compare to. 

 

4.3 Care and Support Planning appointment 
 

The Care and Support Planning appointment gave the vast majority of patients the 
opportunity to talk openly to a healthcare professional about things that were 
important to them; only a minority felt they were unable or only partially able to do 
so (patients at 16 different GP practices). This was mainly because they felt there 
was not enough time although confidence was an issue for two-fifths of patients. 
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One patient said they would have preferred to speak to their own GP and one said 
that none of the questions on the prompt sheet were referred to. 

 
Patients who asked questions at their appointment overwhelmingly agreed that they 
were answered in an easily understandable way and that they were given the right 
amount of information. They cited the quality of the healthcare professionals 
carrying out the appointment, the clear and concise answers and how comfortable 
they were made to feel as contributing factors. 

 
 

4.4 Managing health and wellbeing 
 

Care and Support Planning has helped the majority of patients to manage their 
health and wellbeing. In particular patients feel like they know who to speak to if 
they have concerns or questions and have a plan for managing their health. Nine- 
in-ten patients also felt more involved in their wellbeing whilst a similar number felt 
more able to manage their health and had developed their own ideas around it. 
Patients felt that because of Care and Support Planning they had a better 
understanding of their conditions and were therefore able to take greater ownership 
of it. They regularly praised the high quality support they received from practice 
staff. 

 
A minority of patients however did not feel that Care and Support Planning had 
helped them manage their health and wellbeing. Only three patients gave reasons 
for this which was primarily because they felt they already managed their health 
adequately by themselves. 

 
 

4.5 Additional comments 
 

Patients who gave additional comments all spoke positively about the process; they 
supported the concept of Care and Support Planning and in attending the 
appointments felt that they were receiving high quality and very personalised 
support from caring and knowledgeable staff. 
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Section 5: Recommendations 
In response to the findings of this engagement exercise, some recommendations can be 
made. It is suggested that NGCCG and the Year of Care steering group take time to analyse 
this report and consider the proposed recommendations to help inform decisions around 
future service delivery. 

 
 

5.0 Key recommendation 
 

There is overwhelming support from the patients who provided feedback about Care and 
Support Planning with patients feeling better able to manage their health and wellbeing 
through timely information, a comprehensive review process and personalised support. 

 
Care and Support Planning is not in operation at all GP practices across Newcastle and 
Gateshead at present. 

 

 Recommendation: To continue to embed the care and support planning processes 
and principles, in the Newcastle and Gateshead practices, across a lifetime of patient 
care. 

 
 

5.1 Other recommendations 
 

Despite the vast majority of patients having a very positive experience of Care and Support 
Planning, there are some areas where it is felt that changes could be made to ensure a 
consistent service across all practices and to improve patient experience. 

 
5.2.1 Working with practices 

 
Some patient responses were not consistent with the standardised Care and Support 
Planning process, these covered the following areas: 

 Having an initial appointment 

 Receiving an explanation of the Care and Support Planning process 

 Receiving information ahead of their second appointment 

 Being able to talk about things that were important to them 
 

 Recommendation: In-house practice facilitation continues to: 
o Support practices to consider how they promote and explain the approach to 

their patient 
o Promote the benefit of preparation and the tools and resources available, 

including an audit of what is being sent out by each practice and how it fits with 
the ethos and approach 

o Support the Care and Support Planning process and how it enables the patient 
voice to be heard within the Care and Support Planning conversation 

 
In addition to confirming the Care and Support Planning process is being fully implemented 
the following recommendations should also be considered: 



  

5.2.2 First appointments 
 

Forty-nine patients (9.4%) stated that they had not had a first appointment. Whilst missing 
the appointment or very specific circumstances may have accounted for a few patients not 
receiving an initial appointment, it is possible that practices are now including conditions for 
which an initial information gathering appointment is not required or that some patients do 
not associate their initial appointment with the Care and Support Planning process. 

 

 Recommendation: To support practices to consider how they promote and explain 
the approach to their practice population and take every opportunity to do so 

 

5.2.3 Explanation of Care and Support Planning process 
 

Thirty-three patients (7.0%) reported that they did not have the Care and Support 
Planning process explained to them at their first appointment. One patient also missed 
their follow-up appointment as they did not have English as a first language and did not 
understand the explanation. It is possible that in some cases this is now so embedded 
that the Health Care Assistant doing this appointment will not consider this now 
worthwhile or necessary. 

 

 Recommendation: To continue to promote the role of the HCA in navigating people 
through the CSP process, even for those who may have already experienced CSP on 
previous annual cycles of care 

 

5.2.4 Information provided ahead of Care and Support Planning meeting 
 

The majority of patients received information in advance of their second appointment 
however, 47 (11.6%) of this group had not read the information. A further 106 (20.7%) did 
not receive any information prior to their appointment. Preparation is a critical part of Care 
and Support Planning which enables the patients to have the same information as the 
professional and to have time to consider what’s important to them. 

 

 Recommendation: Practice facilitation continues to support the understanding of the 
impact of preparation. It may be helpful to explore the patient barriers to engaging 
with preparation 

 
The majority of patients were very happy with the information they received although 
16 comments related to the information being difficult to understand or making them 
worry. There were also requests from two patients for access to their previous test 
results for comparison and also for a set of ‘normal range’ results to be included also 
for comparison. This may mean practices are adapting resources as this is a standard 
of all YOC materials. 

 

 Recommendation: Work with practices to continue to raise awareness of the benefit 
of preparation and the tools and resources available, including an audit of what is 
being sent out by each practice and how it fits with the ethos and approach 
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5.2.5 Care and Support Planning appointment 
 

The vast majority of patients felt able, at their appointment, to talk about things that mattered 
to them. However 36 patients (7.0%) from 16 different GP practices were either only partly 
able to or not able to do so. The main reason for this was a lack of time. 

 

 Recommendation: Practices consider exploring what is happening in the second 
appointment and the time allocated 

 Recommendation: Practices consider more than medicine opportunities available to 
support patients with their long term conditions 

 

Patients felt that the Care and Support Planning process helped them take ownership of 
their conditions and manage their health and wellbeing (89.5%). This is hugely positive 
however the following should be considered to help support patients further: 

 

 Recommendation: Practices consider their use of educational programmes available 
in the local area 

 Recommendation: Practices consider the access and use of more than medicine 
opportunities in the local area 

 Recommendation: The provision of some type of online tool or App to support 
patients to self-manage. This could be an NHS owned App or a recommended open 
access solution 

 

5.2.6 Patients with additional communication needs 
 

As highlighted in the limitations, the patient questionnaire was only available in written 
English and this may have resulted in some patients not being able to take part in the 
survey. For example, when examining the patient profile data captured by the survey 
this shows that Non-White British patients accounted for 2.6% of the survey responses 
in Gateshead (below the 2011 Census figure of 5.9%) and 13.0% in Newcastle (below 
the 2011 Census figure of 18.1%), it must however be noted that 30 patients did not 
provide their ethnic background. 

 
It is suggested that additional resources for language support be made available in addition to the current 
questionnaire and further work be carried out to ensure that the views of all service users are fully 
represented. 
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Appendices 



 

Appendix 1 – Patient questionnaire 
 
 

Long Term Conditions Care and Support Planning 
Your Experience 

Please complete this short survey about the Care and Support Planning appointment 
(Annual Review) you’ve had today. 

We have been working with GP practices in Newcastle and Gateshead to improve your 
Annual Reviews. Now you will usually be invited for a first appointment for any 
necessary tests which is then followed by a Care and Support Planning appointment 
(Annual Review). In between these appointments you should receive information, 
including any test results, to help you prepare for the Annual Review. 

Your views are very important to us. We would like you to tell us how you think this 
is working. Your GP practice will receive a summary of people’s views but your 
individual questionnaire is confidential and won’t be seen by anyone at your surgery. 

If you would prefer to complete this questionnaire online please go to: 

https://www.surveymonkey.co.uk/r/GPAnnualreview 

Section 1: About your appointment for any necessary tests 

1. Before your Care and Support Planning appointment today, did you attend an 
appointment where any necessary tests were carried out? 

 Yes  Go to Q2   No Go to Q4 

2. Was Care and Support Planning explained to you at this initial appointment? 

 Yes  Go to Q3   No Go to Q4 



3. What did you think about how Care and Support Planning was explained to you? 
 

 Strongly 
agree 

Agree Disagree 
Strongly 
disagree 

Not 
applicable 

I understood what 
would happen next 

    

It was explained in a 
way which was easy 
to understand 

    

I had enough time to 
ask questions 

    

3a. Please tell us why you answered in this way and share any other comments 
 

…………………………………………………………………………………………………… 
 

…………………………………………………………………………………………………… 
 

29 

Practice code here 

http://www.surveymonkey.co.uk/r/GPAnnualreview


 

Section 2: About information you received 

4. Did you receive test results or a prompt sheet before today’s appointment? 

 Yes  Go to Q5   Yes, but I didn’t read it  Go to Q6   No Go to Q6 

5. What did you think of the information you received? 
 

 Strongly 
agree 

Agree Disagree Strongly 
disagree 

Not 
applicable 

The information was 
easy to understand 

    

The right amount of 
information was 
provided 

    

The information 
helped me prepare 
for my appointment 

    

The information 

helped me think of 
questions to ask 

    

I liked having my own 
copy of my test 
results 

    

The information gave 
me peace of mind 

    

5a. Please tell us why you answered in this way and share any other comments 
 

…………………………………………………………………………………………………… 
 

…………………………………………………………………………………………………… 

Section 3: About your Care and Support Planning consultation 
appointment today 

6. At today’s appointment, were you able to talk about things that are important to 
you? 

 Yes Go to Q8   Partly Go to Q7   No Go to Q7 

7. If you ticked ‘partly’ or ‘no’, why is this? 
 

 Strongly 
agree 

Agree Disagree Strongly 
disagree 

Not 
applicable 

There wasn’t enough 
time 

    

I didn’t feel confident 
enough 

    

I didn’t want to seem 
like I didn’t 
understand 

    



 

7a. Please tell us why you answered in this way and share any other comments 

…………………………………………………………………………………………………… 

…………………………………………………………………………………………………… 

8. Did you ask any questions during your Care and Support Planning appointment? 

 Yes  Go to Q9   No Go to Q10 

9. What did you think about how your questions were answered? 
 

 Strongly 
agree 

Agree Disagree Strongly 
disagree 

Not 
applicable 

The answers were 
easy to understand 

    

I was given the right 

amount of 
information 

    

9a. Please tell us why you answered in this way and share any other comments 

…………………………………………………………………………………………………… 

…………………………………………………………………………………………………… 

Section 4: About Care and Support Planning 

10. How has your Care and Support Planning helped you to manage your health 
and wellbeing? 

 

 Strongly 
agree 

Agree Disagree Strongly 
disagree 

Not 
applicable 

I have developed my 
own ideas about 
managing my health 

    

I feel more involved 
in my health and 
wellbeing 

    

I know who to speak 
to about my health 
and wellbeing 

    

I have a plan for 
managing my health 
and wellbeing 

    

I feel more able to 
manage my health 
and wellbeing 

    

It hasn’t helped me 
manage my health 
and wellbeing 

    



 

10a. Please tell us why you answered in this way and share any other comments 
 

…………………………………………………………………………………………………… 
 

…………………………………………………………………………………………………… 

11. Please tell us any other comments you have about Care and Support 
Planning appointments 

 

…………………………………………………………………………………………………… 
 

…………………………………………………………………………………………………… 
 

…………………………………………………………………………………………………… 

Section 5: About you 

To help us understand the diversity of people completing this questionnaire, it would 
be really useful if you could tell us: 

12. Your gender: 

 Male  Other 
 Female  I’d rather not say 

13. Your age: 
 

 18 – 24  45 – 54  75 – 84 
 25 – 34  55 – 64  85 and over 

 35 – 44 

14. Your ethnicity: 

 65 – 74  I’d rather not say 

 

White 
 British 
 Irish 
 Central/Eastern European 
 Any other White background 

Mixed 
 White and Black Caribbean 
 White and Black African 
 White and Asian 
 Any other mixed background 

 Chinese 

 I’d rather not say 

Asian or Asian British 
 Indian 
 Pakistani 
 Bangladeshi 
 Any other Asian background 

Black or Black British 
 Caribbean 
 African 
 Any other Black background 

 
 Any other ethnic group 
……………………………… 
……………………………… 

Thank you for taking the time to complete this questionnaire. 

Please place your completed questionnaire in the envelope provided 
and hand it in at reception. 
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Appendix 2 – Patient profile 
 

Gender 
 

 No. of participants % of participants 

Male 273 51.8 

Female 232 44.0 

Other 1 0.2 

Prefer not to say 3 0.6 

No response 18 3.4 

Total 527 100.0 

 

Age 
 

 No. of participants % of participants 

18-24 7 1.3 

25-34 13 2.5 

35-44 20 3.8 

45-54 47 8.9 

55-64 104 19.7 

65-74 172 32.6 

75-84 125 23.7 

85 and over 28 5.3 

Prefer not to say 1 0.2 

No response 10 1.9 

Total 527 100.0 

 

Ethnic background 
 

 No. of participants % of participants 

White British 461 87.5 

White Irish 5 0.9 

Central/Eastern European 1 0.2 

Any other White background 6 1.1 

Mixed White and Black Caribbean 0 0.0 

Mixed White and Black African 0 0.0 

Mixed White and Asian 1 0.2 

Any other Mixed background 0 0.0 

Asian or Asian British - Indian 4 0.8 

Asian or Asian British - Pakistani 5 0.9 

Asian or Asian British - Bangladeshi 6 1.1 

Any other Asian background 4 0.8 

Black or Black British – Caribbean 0 0.0 

Black or Black British - African 0 0.0 

Any other Black background 0 0.0 

Chinese 2 0.4 

Any other ethnic group 2 0.4 

Prefer not to say 5 0.9 

No response 25 4.7 

Total 527 100.0 
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Appendix 3 – List of participating GP Practices 

 
 

Gateshead 

Bensham Family Practice 
Bewick Road Surgery 
Birtley Medical Group 
Bridges Medical Centre 
Central Gateshead Medical Group 
Chainbridge Medical Partnership 
Chopwell Primary Health Care Centre 
Crawcrook Surgery 
Fell Cottage Surgery 
Glenpark Medical Centre 
I J Healthcare 
Longrigg Medical Centre 
Metro Interchange Surgery 
Millennium Family Practice 
Oldwell Surgery 
Oxford Terrace & Rawling Road Medical Group 
Second Street Surgery 
St. Albans Medical Group 
Sunniside Surgery 
Teams Medical Practice 
Whickham Health Centre 
Wrekenton Medical Group 

 
 

Newcastle 

Benfield Park Medical Group 
Biddlestone Health Group 
Broadway Medical Group 
Brunton Park Surgery 
Cruddas Park Surgery 
Dilston Medical Centre 
Gosforth Memorial Medical Centre 
Grainger Medical Group 
Heaton Road Surgery 
Holmside Medical Group 
Newcastle Medical Centre 
Parkway Medical Centre 
Prospect House Medical Group 
Regent Medical Centre 
Saville Medical Group 
St. Anthony's Health Centre 
The Grove Medical Group 
The Park Medical Group 
Thornfield Medical Group 
Throckley Primary Care Centre 
Walker Medical Group 
West Road Medical Centre 
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