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The Consumer’s Perspective –  

The GP Shortage 



      What’s important for consumers 

when accessing a GP service? 

• Continuity of care 

• Ongoing relationship 

• Knowledge and experience 

• Cost  

• Access and availability – services when and 

where they are needed 

 



The changing face of GP services 

The consumer perception 

Traditionally the GP was: 

male 

experienced and confident 

knew you  / your family 

knowledgeable 

available 

Decision maker – ‘Dr knows best’ 

Are GPs and government really responding to these changes? 

Today’s GP is: 

male / female 

experienced / overseas trained / 

English may be a second language 

Knowledgeable but is questioned 

varying availability / part time 

shared decision making 



Comments from consumers 

“…..the caring factor had been lost in the younger, larger 

practices…” 

“…..the rise of part-time and overseas trained doctors in 

practice was detrimental to continuity of care - they should 

spend less time clock watching” 

“….. you had to ‘plan to be sick’ before you could get an 

appointment 

“The after hours clinic here next to the hospital is excellent 

and they don’t make appointments so it’s first in, first served. 

They’re open at weekends and evenings. 
 

 
Source: Consumer Focus Groups on medication safety and chronic illness  

The UWA School of Population Health 



Some of the issues we hear about 

• Some metro areas are underserviced – people have to 

move between practices   

• Difficulties in finding a practice taking on new patients 

• Recruitment of GPs a problem in some metro, rural and 

remote areas 

• In rural / remote areas GP shortage issues mean: 

o Long distances being travelled to another town 

o Long wait for an appointment if you are from ‘out of town’ 

o Choice can be a problem if GP also provides emergency 

department service 

o Limited capacity for complaint handling 

 



Issues for mental health consumers  

Accessibility  

• services that go to them e.g. street doctors 
• work more with NGOs 

Communication  

• needs to be improved between GPs and other services 

Treatment  

• recovery approach needs to be understood 

Payment  

• financial rewards seen as main incentive for improving care 

• inconsistent application of bulk billing is a problem 

• lack of Medicare line items to provide consumer driven care 

- links to having time to discuss more complex needs 
 

Source: Mental Health Community Forum The UWA School of Population Health 

 



Challenges 

• GP’s are ageing and many people prefer to see an 

‘experienced’ GP. 

• Word of mouth makes some practices booked out – 

especially if seen as understanding of issues around: 

mental health; CALD communities; aged care; dementia 

• Dept. of Health Young Leaders Forum said they wanted 

‘their’ GP for chronic conditions – partly so they didn’t 

have to retell the story. Less worried about this for colds 

and flu 



Other issues 

Costs 

• recent study showed Australian health care 5th highest for 

out-of-pocket costs among OECD countries. 

• 34% of practices bulk billed in Swan & Hills compared to 

6% in Western suburbs. 

HCC complaints – 2011 & 2012 

• 101 complaints relating to GPs covering issues such as: 

– Access 

– Breakdown in relationships 

– Clinical care and management 

– Schedule 8 prescribed patients being placed on 

banned list without knowledge. 

 



In conclusion 

• We have an ageing population - chronic conditions likely 

to put additional pressures on all facets of primary health 

care 

• Ageing health workforce 

• Need for better understanding of consumer drivers – 

especially between emergency departments and GPs. 

• Regional supply an issue – quality and quantity 

• GPs are available as a service but this service is not 

always driven by the needs of the consumer 
 



Some questions….. 

• What needs to be done to find real solutions to 

these ongoing issues? 

• Is the consumer perspective being considered in 

all aspects of planning to address these issues? 

• How can we work together to ensure the 

outcome suits everyone's needs? 

 

Thank You 

 

 


