PATIENT SURVEY 2012 

ACTION PLAN

Following presentation of the survey results to the Patient Participation Group, the members considered the outcomes in order to prioritise any required changes or improvements to service provision, particularly in respect of access to doctor’s appointments.

The comments made by respondents were of particular interest and it was agreed that together with the results, that common themes would be used to form part of an action plan.

Question 1 asked patients how important it was that they could consult the doctor of their choice when requesting a routine appointment.

The responses to this were equally divided between those for whom it was most important, fairly important, didn’t really mind or were happy to see any of the doctors.

This suggested that whilst this is important to most patients, approximately half are not concerned.  It was agreed to bear this in mind but that no action was required.

Action – to consider results and patient wishes when introducing further services or redesigning current services.

Question 2 was designed to test whether the practice’s current appointment system was meeting patient preference.  In particular, whether patients would prefer a “same day” system or to continue with a predominantly prebookable service.

As 91% of respondents prefer to prebook it was felt the current service met the vast majority of patients’ wishes and therefore no action was required.

Question 3 was designed to determine patients expectations in terms of the waiting time to see a doctor for a non urgent/routine appointment.

95% of patients think it reasonable to wait up to 7 days for a routine appointment, although 20% would wait longer to see the doctor of their choice.

Comments from patients suggest that this is an area of concern.

Action – to review the appointment system to improve access.

Question 4 asked patients to rate their experience of making non urgent appointments.  6% felt less than happy with their experience and it was therefore decided that this was not a priority.

Question 5 asked for patients to rate their overall experience of the practice in all aspects.  It was gratifying to note that 98% of respondents considered the practice to be Excellent, Good or Fair.  No action was identified.

Question 6 gauged patients wish to be better informed about how the surgery works and only 13 patients (4.3%) indicated that they would like to receive more information.  The low response to this question was unexpected as comments suggest that this is something that is necessary.

Action – to further explore the need for dissemination of practice information to patients.

Question 7 asked respondents what the one thing would be if they could change something in the practice.  This elicited many comments and suggestions including the facilities in the waiting rooms.

Action – to consider and improve waiting room facilities.  The PPG also felt that identification of receptionists was important.  It was agreed that staff would give names when taking calls and wear name badges.

The feedback, and in particular the comments provided by respondents, will be used in furthering the action plan through meetings of the PPG over the forthcoming year.

The action plan will be addressed by a combination of the PPG and Practice staff during the next 12 weeks.

A meeting was held in March 2012 to develop an action plan which would be used as a working document on which to address the views of our patients.

Each result/outcome of the survey was discussed and the PPG prioritised the issues to be addressed.

As expected, appointment availability proved to be the area which patients raised most frequently and it was agreed that a review and further exploration of the existing system would be considered.  This could include further surveys or consultation of our patients, provision of more detailed information of how to make best use of appointments and how to address inappropriate use of appointments.  Other types of consultation e.g. telephone or e-mail queries could be options for further consideration as could the rescheduling of surgery times or current opening hours (see attached).

Other issues raised by the survey included continuity of care i.e. being able to see the doctor of choice, waiting times for routine appointments, the patient environment and facilities in the waiting areas.

The Practice Manager and GP representative had given an informal presentation at the previous meeting on “A typical day in the life of a GP” and the PPG members had been greatly surprised at the unknown workload required to be carried out by the practice.

The PPG proposes to hold an awareness session in the practice waiting room to inform patients of progress on the Action Plan and to provide patients with practice information.  In addition, it is hoped that by raising awareness of the valued work the Group is doing, more patients will be encouraged to contribute to develop our services.

The practice’s current opening times are:

	The Healthcare Centre
	Mon
	8.00 am – 6.00 pm

	
	Tue
	8.00 am – 6.00 pm

	
	Wed
	8.00 am – 6.00 pm

	
	Thu
	8.00 am – 1.00 pm

	
	Fri
	8.00 am – 6.00 pm


	Longsands Medical Centre
	Mon
	8.30 am – 6.00 pm

	
	Tue
	8.30 am – 6.00 pm

	Closed 12.30 – 1.30 pm
	Wed
	8.30 am – 6.00 pm

	each day except Thu
	Thu
	8.30 am – 12.30pm

	
	Fri
	8.30 am – 6.00 pm


	Sharoe Green Surgery
	Mon
	8.30 am – 6.00 pm

	
	Tue
	8.30 am – 6.00 pm

	Closed 12.30 – 1.30 pm
	Wed
	8.30 am – 6.00 pm

	each day except Thu
	Thu
	8.30 am – 12.30pm

	
	Fri
	8.30 am – 6.00 pm


