Report on patient survey 2014

Introduction

 First of all thank-you to all those that took the time to fill in our survey. Patient questionnaires were handed out to all patients through January and February of 2014 and the results compiled through the beginning of March. We received 416 replies but not each respondent had answered all the questions. It was a questionnaire commonly used in general practice with some questions added on the advice of our patient participation group (PPG) after discussion prior to the survey starting. These questions were added to further detail issues around the service the reception team give and the time afforded by the clinical team for patients to discuss their complaints. Both these issues were felt important to understand by the PPG.  The group is made up of members of the local community and it’s as inclusive as possible with different ages, sexes and ethnic backgrounds represented all contributing to the development of the questionnaire. We included a question to ask if anyone was interested in joining the patient participation group and we have been contacting those of you interested. We are particularly be interested in anyone with an eastern European background which is a community not yet represented in the group. The questionnaire was broadly divided into 4 categories-1.appointments; 2.opening times; 3.our surgery and 4 our clinical care. 
Results
A detailed breakdown of the results can be found on our website The website address is www.chapeltownfamlysurgery.nhs.uk
1 Appointments

 It is heartening to know that people when they need to speak to a Dr you will receive a call back the same day (90% agree or strongly agree this happens). 85% also agree or strongly agree that they get to see a Dr when they feel it is an urgent matter. It is surprising that people are unable to see a clinician within a week which may explain why only 66% strongly feel the appointment system is acceptable.
2. Opening Times

 This mirrors the results above with 67% saying they are happy with the current opening times and 74% strongly agree that the practice is open at times when they can attend.

3. Our Surgery

 These questions were aimed at understanding your overall experience of attending the practice. Clearly there is some work to be done as only 74% of you strongly felt that it is a welcoming experience which is down from last year when we scored 86%. This may partly be due to levels of tidiness which only scored 74% of people feeling strongly that it was tidy when last year 92% felt the practice was tidy. It is important to note here that we are not in charge of the cleaning services in the building but we have been having robust discussions with the services in charge as we also feel the levels of tidiness are not what we would expect.

  The rate of people who feel the staff are friendly and approachable is roughly the same with 82% last year and 80% this year. A question was added this year on the advice of the patient participation group regarding the ability of the reception to try and solve your problems which scored 70%. On reflection I may have worded this poorly as it should have said the reception staffs ability to solve practical problems such as transportation needs or chasing up referrals. However this maybe rectified in next years questionnaire and added again if it is felt this is a useful measure and will improve your experience of attending our surgery.
4.Clinical care
   Possibly most importantly I am glad to report that 92% of people strongly agree that they are confident in the care they receive from the clinical team who also treat them with respect and dignity (93%). This has increased from last year when 85% of you felt the same way. I am also pleased to report that 89% of you feel listened to as apposed to 82% last year. Possibly the reason that we have remained stable at 85% of you  feeling overall happy with the care you receive maybe related to only 84% of you feeling you are given the time to explain your problems to a clinician. This is a new question added on the advice of our patient participation group so I cannot compare this to last year. 

Conclusions
 We took the findings to our patient group to discuss. From this survey you feel we have improved and are happy with your clinical care. However you feel we must improve our current appointment system and the levels of tidiness in the practice. In addition it seems we have fallen backward in our overall welcoming nature. 
 As there were no comments regarding the phone lines always being busy like last year the extra line we have installed seems to have been of some use. Also the extra efforts requested last year to engage with the community were appreciated at the PPG. However access remains an issue as it was last year. Despite our introducing the call back system last year the PPG felt we should advertise this fact more clearly. Consequently with the help of the PPG we have drawn up an action plan.

Action plan

· When there are no more appointments the reception staff will explain patients can get a call back the same day before 2pm if they wish.

· We shall try to ensure it is as easy as possible to make appointments via your computer-please ask at reception for a username and password.
· We shall make more afternoon appointments available to book in advance (this will mean naturally there will be fewer appointments to book on the day but as people were not being seen within a week this seems important to rectify).

· We have already discussed these results with the buildings cleaning services to and have negotiated increased cleaning staff. In addition we will improve the flooring in the practice.
· We will make further efforts to improve your welcome when you attend the surgery 
· We are in the process of contacting all those patients who said they wish to join the PPG

· It was felt the opening times were adequate especially now with greater flexible working practices.

Our practice opening hours are as follows:-

Monday 8:30am - 6pm

                                                           Tuesday 8:30am - 6pm

                                             Wednesday 8:30am - 6pm

                                             Thursday 8:30am- 6pm

                                             Friday 8:30am - 6pm
Clinics run between 830-1100 and 230-500 with emergency patients seen when necessary.

You can phone or book online with a password and username obtained from reception. We do not do extended hours at present but will consider if there is a clear desire for this as evidenced at the PPG or via our comments box next to reception. 
