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The Chestnuts Surgery 
Patient Participation Group 

Annual Report 

1.
Members of our Patient Participation Group

The surgery has a real Patient Participation Group and Virtual Group, the breakdown of each at March 2014 is:

Real PPG  
13 Members

Virtual PPG  
202 Members 

The patient groups are represented by all patient demographics that make up the patient list as follows:
Total Members 
215

Age 0-24 
19

Age 25-34
24

Age 35-44
35
Age 45-54
49
Age 55-64
41

Age 65-74
38
Age 75+
9
2.
Patient Survey – how we determined the priorities.

Priorities for the patient survey and how they were agreed

The patient group met in January 2013 to determine the priorities for the 2013-2014 survey 
The group felt it prudent to focus its attention on the whole patient experience with a view to gaining an overview of satisfaction in preparation for the forthcoming registration with the Care Quality Commission from April 2013, and more importantly, the group felt that an overview of opinion would assist the group to focus on specific areas for analysis in the 2014-2015 survey.  The group decided to focus on six key areas from entrance to exit and the overall experience.  The six areas consist of 38 questions in total which reflect the overall service 
What did the group ask?
The patient group asked you 38 questions covering:

· Your Welcome & environment 
· Access to the surgery and your Health Care Specialists 

· Your GPs care and expertise

· Your Nurses care and expertise

· Your overall patient experience

· Would you recommend us to someone moving into the area

The group disseminated surveys through the following mediums 
· Face to face in the waiting room (carried out by the PPG real group representatives) 
· Via Reception

· On our web site

· By Post

· By Email

Demographics 

The group disseminated 200 surveys to a cross section of the practice list and received 112 responses over a two month period.  The demographics of the respondents are shown below:
	STATISTICS

	Surveys
	Surveys Completed
	112
	 

	Gender
	Men
	31
	 
	 

	 
	Women
	81
	 
	 

	Ages
	Aged under 16
	0
	 
	 

	 
	Aged 16-44
	42
	 
	 

	 
	Aged 45-64
	42
	 
	 

	 
	Aged 65-74
	18
	 
	 

	 
	Aged 75 and Over
	10
	 
	 

	Health
	Have a long term health condition
	51
	 
	 

	 
	Don't Have a long term health condition
	58
	 
	 

	 
	Don’t Know
	3
	 
	 

	Ethnicity
	White
	109
	 

	 
	Asian/Asian British
	1
	 
	 

	 
	Not Declared 
	2
	 
	 

	Status
	Employed
	60
	 
	 

	 
	Unemployed
	3
	 
	 

	 
	At school or in full time education
	8
	 
	 

	 
	Unable to Work Due To Long Term Sick
	4
	 
	 

	 
	Looking after home/family
	4
	 
	 

	 
	Retired
	33
	 
	 


3.
Patient Survey – Questions
How the survey was offered to patients, and the questions posed in the survey, along with the choices for response was agreed at the PPG meeting in January of 2013 and are shown below:

----------------------------------------------

PATIENT SURVEY
YOUR SURGERY - YOUR EXPERIENCE - YOUR CARE 

Your patient group would be grateful if you would complete this survey about your surgery, and the care that you receive. Your doctors and staff want to provide the highest standard of care, we want you to have the best possible experience at the surgery. Feedback from this survey will help us identify areas that may need improvement, as well as letting us know what we do well. Your opinions are very valuable and important to us. 

​​​
THE SURVEY

Please answer ALL the questions that apply to you. There are no right or wrong answers and your doctor will NOT be able to identify your individual answers.

ABOUT RECEPTIONISTS, CUSTOMER SERVICES, ENVIRONMENT AND APPOINTMENTS
Q1    How helpful, friendly and professional do you find the receptionists at your GP practice? 

Very good _____  Fairly good _____ Not very good _____  Poor _____ Don’t know _____
Q2    How easy is it to get through to someone at your GP practice on the phone?
(Please remember 9 till 12am are our busiest phone times, we do have a digital queuing phone system that allows you to queue with updates rather than having to call back) 
Very easy ​​​_____  Fairly easy _____  Not very easy _____ Not at all easy _____  Don’t know _____ Haven’t tried _____
Q3    How easy is it to speak to a doctor or nurse on the phone at your GP practice? (Remember due to clinics and visits, it is reasonable for a clinician to call you back, so please consider this when answering this question) 
Very easy _____ Fairly easy _____ Not very easy _____ Not at all easy _____ Don’t know _____ Haven’t tried _____
Q4    If you need to see a GP urgently, can you normally get seen on the same day? (Remember, we have an open clinic with 2 GPs daily Monday to Friday where you are guaranteed to be seen the same day if you arrive between 9am and 10am) 
Yes _____ No _____ Don’t know / never needed to _____
Q5    How important is it to you to be able to book appointments ahead of time in your practice? 

Important _____ Not important _____                                                                                                                                                                                                                              
Q6    How easy is it to book ahead in your practice?
(The surgery releases Nurse appointments up to two months and GP appointments 6 weeks in advance)
Very easy _____ Fairly easy _____ Not very easy _____ Not at all easy _____ Don’t know _____Haven’t tried +++++
Q7    How do you normally book your appointments at your practice? Please tick all boxes that apply. 

In person _____ By phone _____ Online _____ Doesn’t apply _____
Q8    Which of the following methods would you prefer to use to book appointments at your practice? Please tick all boxes that apply. 

In person _____ By phone _____ Online _____ Doesn’t apply _____
THINKING OF TIMES WHEN YOU WANT TO SEE A PARTICULAR DOCTOR
Q9    How quickly do you usually get seen for pre-booked non urgent appointments?                                                                      
(Remember, we have an open clinic with 2 GPs daily Monday to Friday where you are guaranteed to be seen the same day for urgent appointments if you arrive between 9am and 10am)
Same day or next day _____ 2-4 days _____ 5 days or more _____ Don’t know _____   never tried _____
Q10    How do you rate this?
Excellent _____ Very good _____ Good _____ Fair _____ Poor _____ Very poor _____ Does not apply

Q11    How do you rate the facilities, environment, hygiene?                                       
(Think about your experience from entering to leaving; include building, ambiance, and generally being comfortable throughout your visit)   
Excellent _____ Very good _____ Good _____ Fair _____ Poor _____ Very poor _____ Does not apply 

(Please enter any comments you would like to make at the end of the survey) 
Q12    How do you rate the communication and information services?                                                                                                                                   
(Think about communication on the phone, by letter, email, web site and verbal, also, information displayed in the practice, in our information leaflets and given to you from your clinicians about the range of services and options available to you)   
Excellent _____ Very good _____ Good _____ Fair _____ Poor _____ Very poor _____ Does not apply _____ 

(Please enter any comments you would like to make at the end of the survey) 
Q13    If you have a disability, How do you rate the levels of support and access to facilities and services in the surgery? (If you do not have a disability, please go to question 14)                                                                                                      

(Think about entering the premises, getting around the surgery and support if required)   
Excellent _____ Very good _____ Good _____ Fair _____ Poor _____ Very poor _____ Does not apply _____
(Please enter any comments you would like to make at the end of the survey) 
THINKING OF TIMES WHEN YOU ARE WILLING TO SEE ANY DOCTOR
Q14    How quickly do you usually get seen?                                                        
(Remember, we have an open clinic with 2 GPs daily Monday to Friday where you are guaranteed to be seen the same day for urgent appointments if you arrive between 9am and 10am)
Same day or next day _____ 2-4 days _____ 5 days or more _____ Don’t know _____   never tried _____
Q15    How do you rate this? 

Excellent _____ Very good _____ Good _____ Poor _____ Very poor _____ Does not apply _____
THINKING OF YOUR MOST RECENT CONSULTATION WITH A DOCTOR OR NURSE
Q16    How long did you wait for your consultation to start?                                        
(Please consider that your actual wait is from the appointment time allocated and NOT the time you attended for your surgery)
Less than 5 minutes _____ 5 – 10 minutes _____ 11 – 20 minutes _____ 21 – 30 minutes _____ More than 30 minutes _____ 

There was no set time for my consultation _____
Q17    How do you rate this? 

Excellent _____ Very good _____ Good _____ Fair _____ Poor _____ Very poor _____ Does not apply _____
ABOUT OPENING TIMES
Q18   Is your GP practice currently open at times that are convenient to you? 

Yes _____  Go to Q20  No ______ Don’t know _____
Q19    Which of the following additional opening hours would make it easier for you to see or speak to someone? Please tick all boxes that apply. 

Before 8am _____ At lunchtime _____ After 6.30pm _____ On a Saturday _____ On a Sunday _____ None of these _____
ABOUT SEEING THE DOCTOR OF YOUR CHOICE
Q20    Is there a particular GP you usually prefer to see or speak to? 

Yes _____ No _____ Go to Q22 : There is usually only one doctor in my surgery _____ Go to Q22

Q21    How often do you see or speak to the GP you prefer? 

Always or almost always _____  A lot of the time _____ Some of the time _____ Never or almost never _____ 

Not tried at this GP practice _____
HOW GOOD WAS THE LAST GP YOU SAW AT EACH OF THE FOLLOWING?
(If you haven’t seen a GP in your practice in the last 6 months, please go to Q27)
Q22    Giving you enough time 

Very good _____ Good _____ Fair _____ Poor _____ Very poor _____ Does not apply _____
Q23    Listening to you 

Very good _____ Good _____ Fair _____ Poor _____ Poor _____ Does not apply _____
Q24    Explaining tests and treatments 

Very good _____ Good _____ Fair _____ Poor _____ Very poor _____ Does not apply _____
Q25    Involving you in decisions about your care 

Very good _____ Good _____ Fair _____ Poor _____ Very poor _____ Does not apply

Q26    Treating you with care and concern 

Very good _____ Good _____ Fair _____ Poor _____ Very poor _____ Does not apply _____
Q27    Did you have confidence and trust in the GP you saw or spoke to? 

Yes definitely _____ Yes to some extent _____ No not at all _____ Don’t know / can’t say _____
If you know the name of the GP you last saw, please write it here: ____________________________________________________
HOW GOOD WAS THE LAST NURSE YOU SAW AT EACH OF THE FOLLOWING?
(If you haven’t seen a nurse in your practice in the last 6 months, please go to Q33)
Q28    Giving you enough time 

Very good _____ Good _____ Fair ______ Poor _____ Very poor _____ Does not apply _____
Q29    Listening to you 

Very good _____ Good _____ Fair _____ Poor _____ Very poor ______  Does not apply _____
Q30    Explaining tests and treatments 

Very good _____ Good _____ Fair _____ Poor _____ Very poor _____ Does not apply _____
Q31    Involving you in decisions about your care 

Very good _____ Good _____ Fair _____ Poor _____ Very poor _____  Does not apply _____
32    Treating you with care and concern 

Very good _____ Good _____ Fair _____  Poor _____ Very poor _____ Does not apply _____
Q33    Did you have confidence and trust in the nurse you saw or spoke to? 

Yes definitely _____ Yes to some extent _____ No not at all _____ Don’t know / can’t say _____
If you know the name of the nurse you last saw, please write it here: _________________________________________________
THINKING ABOUT THE CARE YOU RECEIVE FROM YOUR DOCTORS AND NURSES OVERALL, HOW WELL DOES THE PRACTICE HELP YOU TO:
Q34    Understand your health problems?  Very well _____ Unsure _____ Not very well _____ Does not apply _____
Q35    Cope with your health problems  Very well _____ Unsure _____ Not very well _____ Does not apply _____
Q36    Keep yourself healthy  Very well _____ Unsure ______ Not very well _____ Does not apply _____
Q37   Overall, how would you describe your experience of your GP surgery? 

Excellent _____ Very good _____ Good _____ Fair _____ Poor _____ Very poor _____
Q38    Would you recommend your GP surgery to someone who has just moved to your local area? 

Yes definitely _____ Yes  probably _____ No probably not _____ No definitely not _____ Don’t know _____
IT WILL HELP US TO UNDERSTAND YOUR ANSWERS IF YOU COULD TELL US A LITTLE ABOUT YOURSELF
Q39    Are you   Male _____ Female _____
Q40    How old are you?  Under 16 _____ 16 to 44 _____ 45 to 64 ______ 65 to 74 ______ 75 or over _____
Q41    Do you have a long-standing health condition? 

Yes _____ No _____ Don’t know / can’t say ______
Q42    What is your ethnic group? 

White _____ Black or Black British _____ Asian or Asian British _____ Mixed _____ Chinese ______ Other ethnic group _____
Q43    Which of the following best describes you? 

Employed (full or part time, including self-employed) _____ Unemployed / looking for work _____ At school or in full time education _____ Unable to work due to long term sickness _____ Looking after your home/family _____ Retired from paid work _____ Other _____
Finally, please add any other comments you would like to make about your GP practice: 

4.
Patient Survey – Findings 

The group received all the surveys back and analysed them over the meetings held in May and June 2013.  They opted to group the responses into the 6 areas they opted to focus on at the outset, members felt the grouping demonstrated a good reflection on the complete service and gave the reader an easier to understand over view of feedback on the service.

The collated results of the findings are shown in the table below:
	The Chestnuts Surgery - Patient Participation Group

	Patient Survey 2013

	 
	Excellent/Very Good
	Satisfactory
	Not Satisfactory
	Does Not Apply
	Don't Know
	Have Not Tried
	In Person
	On Line
	Phone
	Responses
	% Satisfaction

	Customer Services & Environment
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Our Customer Services
	111
	0
	1
	0
	 
	 
	 
	 
	 
	112
	99

	Disabled Support and Access
	12
	4
	1
	73
	 
	 
	 
	 
	 
	17
	94

	Communication and Information
	79
	31
	7
	2
	 
	 
	 
	 
	 
	117
	94

	The Environment
	96
	13
	3
	0
	 
	 
	 
	 
	 
	112
	97

	Access to the surgery 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Satisfied with opening times
	90
	0
	15
	 
	3
	 
	 
	 
	 
	105
	85

	Getting through on the phone 
	89
	 
	15
	 
	 
	9
	 
	 
	 
	104
	85

	Speaking to a GP on the phone
	48
	 
	8
	 
	3
	54
	 
	 
	 
	56
	85

	Getting seen the same day 
	86
	 
	6
	 
	 
	19
	 
	 
	 
	92
	93

	Booking appointments in advance
	71
	 
	18
	 
	10
	12
	 
	 
	 
	89
	79

	Do you prefer on-line, phone or in person access 
	 
	 
	 
	 
	 
	 
	53
	19
	87
	159
	 

	The speed you are seen for pre booked appointments
	48
	26
	 
	 
	9
	29
	 
	 
	 
	74
	100

	Do you see the GP you prefer
	57
	17
	5
	 
	 
	4
	 
	 
	 
	79
	93

	Your Last GP Appointment
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	How good was your last GP appt overall                   (5 Questions)
	464
	24
	7
	15
	 
	 
	 
	 
	 
	495
	98

	Confidence in your GP
	86
	16
	1
	19
	 
	 
	 
	 
	 
	103
	99

	Your Last Nurse Appointment
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	How good was your last Nurse appt overall                        (5 Questions)
	465
	19
	8
	3
	 
	 
	 
	 
	 
	492
	98

	Confidence in your Nurse
	84
	18
	 
	4
	 
	 
	 
	 
	 
	102
	100

	Your Overall Care
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	How good is your overall care / Patient experience
	92
	16
	1
	 
	 
	 
	 
	 
	 
	109
	99

	Recommendation
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Would you recommend the surgery to someone new to the area
	81
	23
	3
	 
	1
	 
	 
	 
	 
	107
	97


General feedback and comments

The group asked patients to add anything else in a free text to give patients an opportunity to comment on anything else in relation to their experience at the surgery.  Listed below is an anonymised summary of that feedback.  The surgery has advertised this feedback in the waiting room and used it as part of the survey analysis and assistance when forming its action plan.

THE CHESTNUTS SURGERY

PATIENT GROUP – PATIENT SURVEY - 2013 - 2014
Your General Comments When Asked if You Would Like To Add Anything To The Survey

1.   Always found the team very good.
2.   Doctors and nurses have always looked after me, could not ask for any better   

      support with serious illness and on going health issues. 
3.   Excellent GP, very helpful.
4.   Very caring/professional, understanding, approachable and always ready to listen.
5.   Staff in surgery always have care uppermost and helped me to stay healthy and mobile.  
6.   Excellent

6.   Was not told I could pre-book advanced appointment with named doctor when I rang and didn’t   

      have an urgent need. 
7.   A really good practice with excellent doctors and nurses who were REALLY helpful.
8.   Lovely staff, thank you! 
9.   I don’t feel Dr.xxxxxxxxxx is very considerate when speaking to patients he could be a little more 

      caring and understanding.

10. Inspires confidence.
11. In general I am very satisfied with doctors, nurses and receptionists. They are helpful and 

      sympathetic 

      and they accommodate my needs. 
12. I would like to say how lucky I am to have Dr.xxxxxxxxx take care of me as I am very poorly and 

      always at doctors but I can rely on him to make me better and also xxxxxxxxx my nurse is great with 

      me too. I don’t just see xxxxxxxx as my nurse or Dr xxxxxxxxxx as just my doctor, but as caring 

      people who care about their patients.
13. Always had good meeting with nurse or doctor.

14. I do consider that many prescribed medications are not required, I do not have some of the 

      conditions 

      that require treatment of this kind.
15. Provide an excellent service, Thankyou!
16. Excellent service, recommend to our friends. 
17. Just started using the email service for prescriptions which is very good. 

18. I have been with this practice for a number of years and always find them to be helpful. 
19. I’ve already recommended a friend.
20. Friendly and always professional. 
21. Why when there are no more than 2 people in are we kept waiting so long?
22. Brilliant even recommended the wife.
23. In my experience the services provided at my surgery are very good and I am confident seeing any 

      of the staff.

24. Very good. 
25. Only just moved to the area, so had 3 doctors appointments including today, all been excellent. Had 

      a few nurse appointments for new patients very welcoming and reassuring in safe hands. 

26. The system seems to change but we are unsure what it is. There is not enough information on the 

      internet. You can never see Dr.Robson we have been told there are no doctors appointments 

      available when attending 9-10 and have to come back later in the day. Not practical if not in car. 
27. Myself and husband have always been cared for very well at Chestnuts, also already recommended 

      practice to others who have registered.


Your Suggested Improvements When Asked if You Would Like To Add Anything To The Survey

28. Too many notices in waiting room.
29. Could do with a larger car park.
30. Noise- excellent provision made for children, but it would help for a soft floor covering to be put in 

      the toy area. At present it is very noisy and must be (and is) annoying for people sitting, feeling 

      poorly, whilst waiting to see a doctor. 
31. Opening hours. 9am opening is poor and no late nights.
32. It would help if open surgery time was longer than 9am-10am. And would help if surgery was open 

      later on an evening eg 7/8pm.
33. It would be very helpful for me to get a repeat prescription over the phone rather than have to come 

      into the surgery. 
34. It would be helpful to know which window to go to in reception.
35. I dislike queuing outside in inclement weather for the door to be opened at 0900hrs; I think the 

      waiting room should be available 20 minutes prior to surgery. 
36. Having to queue outside sometimes in order to be in early, weather being a problem then not feeling

      well, not too good having to rush with a breathing problem.
37. Egress from surgery unsafe due to vehicle movement. Consider mirror opposite door to give view of 

      car movement. 
38. No secure anchor point for cycles
39. No edge child protectors on book/magazine table

5.
Action Plan 

The practice and PPG met to discuss the findings of the survey and agree an action plan.  The free text feedback comments were also analysed as part of this exercise to identify any actions to consider there.  The group broke its action plan into the same groups that it initially set the survey and reported the findings on.  Actions agreed over the year ahead were:

Customer Services & Environment   
Although the practice did not score below 94% satisfaction in this area, the main area that was identified for our action plan was:

Disabled support and access 
The practice will make further improvements to develop disabled patients experience, measures will include: more support aids for wheelchair bound and patients who require a walking stick, the introduction of a disabled support officer, partially sighted support packs/aids, a new disabled support box and mobile hearing loop service.  The practice will also post Braille signage in relevant places, especially on entrance and in the waiting areas and on surgery doors to assist blind and partially sighted patients, the practice will introduce a low level door bell for any disabled patients requiring support on arrival. 
Access to the surgery   

The practice lowest score in this area was 79% with a further 3 areas scoring 85% with 2 at 93% and 1 at 100%.  The group identified the 4 lowest scoring areas for their action plan as follows:

Satisfied with opening times (85%)

The practice will provide earlier opening hours for both fasting blood patients as well as patients who have difficulty attending in their working hours at least 3 days a week. 
Getting through on the phone (85%)
The practice has further improved its phone access.  We introduced a new digital phone system in 2009 with a stacking system and also options to self divert calls to other areas in the practice thus releasing the reception lines to reduce other patients waiting time.  The practice has also made some logistical internal changes to how the front desk is managed particularly in busy periods to accommodate more phone throughput.  We have also directed less urgent calls such as test result requests to less busy periods of the day to spread the phone input over the day (the practice automatically contacts patients where test results require action)  
Speaking to a GP on the phone (85%)

This is a particularly difficult area to address due to how busy the clinicians are seeing patients in the surgery, dealing with related admin and home visits on top of many other tasks they have to perform.  The practice has agreed that patients can submit questions and queries to GPs via our reception and admin staff as well as remotely on our web site and directly into our live clinical system. GPs will still receive the message and will triage and respond where necessary either directly, through our secretarial/admin team or respond themselves.
Booking appointments in advance (79%)

This was the lowest scoring area of the whole survey and the main area the PPG would like to focus on over the year ahead.  The practice operates an historic open surgery system 5 days a week which guarantees patients to be seen on the day if they arrive or book by 10am on the day, there is no upper limit to the clinic, booking will only stop at 10am 'if' the surgery is full.  Surgeries automatically extend if full before 10am if there are still patients to be seen.  This service is commented on extremely favourable and any interruption to it has met with stiff opposition in the past.  The flip side of this is the impact on the 'booked' surgery system in that pre bookable appointments are mainly available in the afternoons.  The PPG felt a further survey specifically around future choices with the open surgery system that might allow for increased booked appointments should be carried out to see what the general views are on changing part of the open surgery system to a booked system.  The practice, however, has taken some small immediate steps to release limited end of open surgery slots as well as 8.30 till 9am slots for some of its sessions (both on-line and in the surgery).  The practice will wait to see the results of the 'Open Surgery / Booked Surgery' survey before making further changes to present very popular open surgery service.     
Your last GP appointment

Your last Nurse appointment

Your overall care

Recommendation  
The practice scored between 97 and 100% in the above four areas.  The feedback was excellent, the group felt there were no particular actions to draw from these but to monitor the excellent performance

General Free Text Feedback

The group reviewed the general feedback and comments and highlighted the following comments for the practice to respond to and consider going forward.  
· Why cant we order prescriptions over the phone
· Both windows in reception open first thing causes queuing arguments.
· Too many notices in waiting room

· No secure anchor point for cycles
· Egress from surgery unsafe - could you look into a mirror

· Would be help to know what window to go to in reception

· No child edge protectors on tables in waiting room

· Toys in waiting room are noisy when children banging on wooden floors

Areas of the survey/action plan the practice is unable to achieve at the moment 
Ordering prescriptions over the phone 

The practice has various options in place to order prescriptions, both in the practice and 

remotely.  Phone prescriptions block up our already extremely busy phone systems, also, the 
practice information governance policy requires us to maintain audit trails for prescription     

ordering to enable us to efficiently and accurately investigate any errors or dispute.  The practice will however, speak to the local pharmacists about marketing their repeat prescriptions services.
6.
Publication and Progress of the Action Plan 

The practice maintains a 'You Said - We Did' notice board posted in the waiting room and also available on our shared drive for staff and on our web site for patients using remote services.  The proposed actions from the survey have been added to the 'you said-we did' database, of which the up to date results are shown on the following table (at 31st March 2014)
	THE CHESTNUTS SURGERY

	YOU SAID - WE DID - 2013-2014

	
	**WHERE THERE ARE SEVERAL OF THE SAME/SIMILAR TYPE OF COMMENT, WE WILL RESPOND UNDER UNDER ONE HEADING**

	DATE


	YOU SAID
	WE DID/ARE DOING
	THE RESULT IS

	2013/14
	Both windows in reception open first thing causes queuing arguments.
	We work to get queues down ASAP, hence the reason for two operatives, however, al patients are appointed in turn.
	Shut one window 9 till 10.  One operative dealing with patients and one working on phones and scripts

	2013/14
	Too many notices in waiting room
	The practice is reviewing the posters in the practice, but must maintain a reasonable balance of relevant information to ensure best practice, safety and guidance/legislation.  The Care Quality Commission commented favourably on the quality of information that is available to patients
	The practice has removed non essential posters and re-organised the way information is displayed. 

	2013/14
	No secure anchor point for cycles
	Will investigate and price up doing this
	Ongoing

	2013/14
	Egress from surgery unsafe - could you look into a mirror
	Yes, however there is a clear in and out road.  We have also asked network rail to fell the tree that is partly the problem.
	Ongoing (both tree felling, then mirror option)

	2013/14
	Phone prescriptions pse
	The practice has various options in place to order prescriptions, both in the practice and remotely.  Phone prescriptions block up our already extremely busy phone systems, also, the practice information governance policy requires us to maintain audit trails for prescription ordering to enable us to efficiently and accurately investigate any errors or dispute.  The practice will however, speak to the local pharmacists about marketing their repeat prescriptions services
	Have written to the pharmacists.  Have also instigated live on-line booking through our clinical system

	2013/14
	Would be help to know what window to go to in reception
	Can use any when both open, if closed, black curtain will always be down leaving just one option?
	No further action

	DATE

	YOU SAID
	WE DID/ARE DOING
	THE RESULT IS

	2013/14
	No child edge protectors on tables in waiting room
	We have changed these several times and they are removed by patients.
	Have supplied and fitted to table corners 

	2013/14
	Toys in waiting room are noisy when children banging on wooden floors
	Will remove toys until we can look at an alternative type of toy (soft) or floor covering in a play area as you suggest.
	Have removed.  Children's books have been left in the waiting room and soft toys are available on request. 

	2013/14
	Disabled Support and Access
	The practice will make further improvements to develop disabled patients experience, measures will include: more support aids for wheelchair bound and patients who require a walking stick, the introduction of a disabled support officer, partially sighted support packs/aids, a new disabled support box and mobile hearing loop service.  The practice will also post Braille signage in relevant places, especially on entrance and in the waiting areas and on surgery doors to assist blind and partially sighted patients, the practice will introduce a low level door bell for any disabled patients requiring support on arrival. 
	All points actioned by June 2013


The practice will provide earlier opening hours for both fasting blood patients as well as patients who have difficulty attending in their working hours at least 3 days a week. 

	
	All points actioned by June 2013

	2013/14
	Getting Through on the Phone
	The practice has further improved its phone access.  We introduced a new digital phone system in 2009 with a stacking system and also options to self divert calls to other areas in the practice thus releasing the reception lines to reduce other patients waiting time.  The practice has also made some logistical internal changes to how the front desk is managed particularly in busy periods to accommodate more phone throughput.  We have also directed less urgent calls such as test result requests to less busy periods of the day to spread the phone input over the day (the practice automatically contacts patients where test results require action


	All points actioned by June 2013.  Will consider further ways to improve phone access with the PPG

	DATE


	YOU SAID
	WE DID/ARE DOING
	THE RESULT IS

	2013/14
	Speaking to a GP on the Phone 
	This is a particularly difficult area to address due to how busy the clinicians are seeing patients in the surgery, dealing with related admin and home visits on top of many other tasks they have to perform.  The practice has agreed that patients can submit questions and queries to GPs via our reception and admin staff as well as remotely on our web site and directly into our live clinical system. GPs will still receive the message and will triage and respond where necessary either directly, through our secretarial/admin team or respond themselves.
	Access to speak to GPs has improved using the methods discussed.  In addition, the practice has implemented its clinical system live facility which enables patients to contact the practice directly into their medical record which is immediately accessible to the GPs.  

	2013/14
	Booking appointments in advance
	The practice operates an historic open surgery system 5 days a week which guarantees patients to be seen on the day if they arrive or book by 10am on the day, there is no upper limit to the clinic, booking will only stop at 10am 'if' the surgery is full.  Surgeries automatically extend if full before 10am if there are still patients to be seen.  This service is commented on extremely favourable and any interruption to it has met with stiff opposition in the past.  The flip side of this is the impact on the 'booked' surgery system in that pre bookable appointments are mainly available in the afternoons. 
	The practice PPG are to conduct a further survey into appointment booking to identify if there is sufficient demand to make changes to the open surgery morning system allowing for more booked appointments whilst maintaining the ethos of the very popular open surgery.


Further actions for the practice and Patient Participation Group

Missed Appointments

After reviewing the survey and our internal clinical systems both the PPG and Practice felt there was a further underlying problem which is not helpful when seeking workable solutions in improving access.  The practice currently has a significant problems with patients missing appointments.  On average the annual impact on services is:

1014 Missed Appointments

243 Hours of clinical time

32 Lost clinical days

Estimated financial loss £12170.00 (Not including the knock on effect of having to reschedule and using appointments later that could have been offered elsewhere.

The PPG and practice have agreed to work together throughout 2013-2014 to raise the profile of this problem and seek ways of decreasing missed appointments.  Both the PPG and practice feel this will make significant steps for forward in improving access in addition to the action points discussed from this year's survey.

2014-2015 Report

The 2014-2015 report will be prepare early 2015.  The 2014-2015 patient survey will be released for responses over the months of May to July 2014-04-01

Report Author Name: Rachael L Duff BEM MIHM MAMS

                                   Practice Manager

Signature: 

Rachael Duff  
Patients were able to enter general feedback and comments here.  These are shown later in the survey 
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