Patient Participation Report 2013-14
Produced by Freshwell Health Centre in conjunction with our Patient Reference Group (PRG)
About Our PRG
In April 2011 the Government announced an initiative for practices to try to increase patient involvement in the way surgeries are run.  The first step in this process was to form a Patient Reference Group (PRG). This is a representative group of patients that we can ask to help design a patient survey and plan any changes made as a result of the responses. In May 2011 we started advertising for patients to become involved in this process.  This was done via the practice website, by posters in the lobby and waiting room, by handouts on reception, via a newsletter and by asking specific patients who attended the surgery if they would like to be involved. This enrolment process is on-going and we have a mixture of patients that have been with the group since the beginning, some who joined during 2012-13 and some new members for 2013-14.
We would like our group to include a cross section of patients that is representative of our whole patient population.  We work in an area with low deprivation and therefore low numbers of patients with serious social needs.  We have few patients with learning disabilities and very few in care homes. We focus our efforts on trying to match the population by age, sex and ethnicity whilst recruiting a range of patients in terms of health needs, mobility issues and lifestyle.  We make sure that the recruitment process and methods of communication do not discriminate against those without access to the internet.  The following text and tables summarises the size of the practice and how it is represented by the group.

Number of patients aged over 16 registered with the practice as at 1.4.13 = 5515
Number of patients aged over 16 registered with the practice as at 1.3.14 = 5592
	Age
	No. of members of PRG
	No. of registered patients
	% represented
	No. of members engaged in face to face meetings
	No. of members engaged in remote contact

	16-24
	2
	529
	0.4%
	0
	1

	25-34
	0
	550
	0%
	0
	0

	35-44
	5
	756
	0.7%
	0
	2

	45-54
	4
	1178
	0.3%
	0
	0

	55-64
	8
	1081
	0.7%
	0
	4

	65-74
	10
	842
	1.1%
	0
	4

	75 and over
	4
	579
	0.7%
	0
	4

	Total
	33
	5515
	0.6%
	0
	15


Many of the older patients on our list have greater health needs and are more regular attendees at the surgery than most of our younger patients. We feel that it is appropriate that the PRG should be slightly skewed towards the older population as they represent the needs of our ‘users’. 
	Gender
	No. of members of PRG
	No. of registered patients (aged over 16)
	% represented
	No. of members engaged in face to face meetings
	No. of members engaged in remote contact

	Females
	21
	2796
	0.8%
	0
	10

	Males
	12
	2719
	0.4%
	0
	5

	Total
	33
	5515
	0.6%
	0
	15


The match for gender had improved last year but has again slipped as we have had more new female members than male. We do not want to turn away anyone who is willing to become part of this group and give their opinions. During the course of this year the doctors have been personally asking male patients to join but even with this approach it has not been possible to get a close match for gender.
	Ethnicity
	No. of members of PRG
	No. of registered patients (aged over 16)
	% represented
	No. of members engaged in face to face meetings
	No. of members engaged in remote contact

	White
	32
	5241
	0.6%
	0
	14

	British
	25
	4001
	0.6%
	0
	11

	Other(or unspecified)
	7
	1240
	0.6%
	0
	3

	Mixed
	0
	5
	0%
	0
	0

	White & Black Caribbean
	
	1
	
	
	

	White & African
	
	0
	
	
	

	White and Asian
	
	0
	
	
	

	Other Mixed
	
	4
	
	
	

	Asian or Asian British
	0
	3
	0%
	0
	0

	Indian
	
	1
	
	
	

	Pakistani
	
	0
	
	
	

	Bangladeshi
	
	0
	
	
	

	Other Asian
	
	2
	
	
	

	Black or Black British
	0
	2
	0%
	0
	0

	Caribbean
	
	1
	
	
	

	African
	
	0
	
	
	

	Other Black
	
	1
	
	
	

	Chinese or Other
	1
	13
	8%
	0
	1

	Chinese
	1
	1
	100%
	0
	1

	Any Other
	
	12
	
	
	


Both our practice population and our PRG are predominantly made up of white patients. Not all patients have ethnicity recorded as some have chosen not to supply this information. This is as good a match as it would be possible to achieve given the ethnic breakdown of our population. 
	Other Groups
	No. of members of PRG
	No. of registered patients (aged over 16)
	% represented
	No. of members engaged in face to face meetings
	No. of members engaged in remote contact

	Care Homes
	0
	10
	0%
	0
	0

	Carers
	1
	55
	1.8%
	0
	1

	Learning Disabilities
	0
	13
	0%
	0
	0

	Long term Conditions
	13
	2100 (approx.)
	0.6%
	0
	9


Within the group we have managed to recruit a wide variety of patients from very healthy through to those with multiple chronic diseases, some with mobility issues and disabilities. In terms of lifestyle the group includes a teenager, a young single parent, a commuter, and some retired patients. We feel that the PRG represents a good cross section of the local community.
Completing the Action Plan as a Result of the Patient Satisfaction Survey in 2012-13

In May 2013 the new NHS England Local Area Team disputed whether we had followed the correct procedure for our Patient Satisfaction Questionnaire in 2012-13 stating that we had not ‘taken on the issues and priorities as set out in the local PPG Report’ in 2011-12. This led to an appeal process which was not fully resolved until the end of last summer. Having won the appeal, we proceeded with the action plan from 2012-13. This was due to be completed by August 2013 but the delay caused by this dispute led to this being completed in November 2013. The PRG were informed in early January of the actions we had taken to act on the patient’s concerns.  
[image: image1.emf]Email to PRG  Members on 6th January 2014.rtf

Two PRG members responded to this email saying that they found the information interesting and satisfactory. A copy of this summary is available here. 
[image: image2.emf]Summary of Actions  taken in 2013 following the Patient Satisfaction Survey.rtf

 For information we have also included a summary of the action plan from the previous year. 
[image: image3.emf]Summary of actions  taken after 2011-12 survey.rtf


Agreeing the Areas of Priority for our Patient Satisfaction Questionnaire for 2013-14
The PRG were contacted for a second time in early January 2014 to ask whether they thought we should keep the questionnaire the same as last year, focus on just the areas identified in last year’s action plan, include new areas or a combination of the above. 
[image: image4.emf]Email to PRG on 11th  January 2014.rtf
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They were asked to make suggestions of new areas to include. From the 33 members of the PPG, we received 15 responses. Of these, the majority thought we should review the areas on last year’s action plan to see if the changes had been effective. The majority also felt we should add new areas to the questionnaire. 
The ideas for new areas that more than one of the PRG members had identified were reviewed and this information was looked at in conjunction with:
· Recent complaints and comments received from any patients

· Patient suggestion box comments (to which any patients visiting the practice can add ideas and comments)
	Topic
	Suggestion box comment since June 2014
	Complaint or other patient comment since June 2014

	Opening hours
	yes
	

	Booking appointments
	
	yes

	Out of hours services
	
	yes

	Collecting medication
	yes
	yes

	Time given by the doctor
	
	


From this information the following areas were selected for the questionnaire this year:

· Communication / customer service skills of our staff (on action plan last year)
· The wait to see the doctor after arriving for an appointment (on action plan last year)
· Time given to the problem by the doctor (new area)
· Written information for patients about their problem (on action plan from last year)
· Information provided in the waiting room (on action plan from last year)
· Booking appointments and opening hours (new area)
· Out of hours services (new area)
· Collecting medication (new area)

Other suggestions from the PRG were:
	PRG Suggestion
	Action taken to meet this suggestion

	Keep the questionnaire simple so that patients are not put off completing it.
	The number of questions was limited to prevent the questionnaire becoming onerous to complete.

	Leave lots of space for comments about anything the patient wishes to discuss.
	Additional space was added in each section to allow for comments.

	Make it accessible to elderly / partially sighted patients.
	The size of the font was increased to make the questionnaire more accessible.

	Make it clear which are areas of improvement from last year and which are new areas.
	The results from last year were included as a comparison.


Our Patient Satisfaction Questionnaire
A summary of their suggestions and the draft questionnaire was sent to the PRG for approval at the end of January 2014.  
[image: image6.emf]Email sent to PRG on  31st January 2014.rtf

Of the 33 members of the PRG, 8 responded to this request for their opinion and 6 felt that no changes were needed. At the request of the other 2 PRG members, 2 minor changes were made (adding additional text) before the questionnaire was distributed to our patients over a two week period in February 2014.  The final version was sent to PRG members, displayed on our website and available within the practice.  
[image: image7.emf]Email sent to PRG on  3rd February 2014.rtf

A copy can be viewed here.  
[image: image8.emf]Patient Satisfaction  Questionnaire 2013-14 (1).doc

It was important to collect a valid sample and the practice used the old national calculations based on list size and number of doctors for ensuring they had enough responses.  This meant we needed a minimum of 225 responses.  A total of 240 paper copies were given out, not all of which were returned. Questionnaires were either placed in a post box in reception, posted to us or sent by email. It is not possible to determine an exact response rate as of the questionnaires returned by post it is not clear whether these were printed from the website or collected in the surgery. Many of the patients picking up copies in the practice completed them before they left. We collected 250 completed questionnaires and would like to thank all the patients who gave their views. These were summarised on a spread sheet from which the draft results was written.
The Results of the Questionnaire and Agreeing Our Action Plan
A draft of the findings and proposed action plan was written collating the questionnaire responses and this was circulated to the PPG for their comments in late February 2014.  
[image: image9.emf]Email to PRG on 25th  February 2014.rtf

The PRG members were asked to either send in their comments and ideas or were invited to make an appointment to meet with Linda Cutts (Practice Manager) in March 2014 to discuss the findings.  Of the 33 members of the PPG, 6 sent responses to this request for their opinions and none requested a meeting to discuss the findings in person. All the responses we received from the PRG were in agreement with our analysis. Five were happy with our action plan whilst one member felt that the majority of the concerns raised by the patients should be addressed in the action plan. The significant issues raised have been included in the action plan or commented on within the results. The majority of the other comments about the surgery were very positive. The table below summarises the negative comments not mentioned in the action plan or the results.
	Comment
	Response

	Long wait to see a specific doctor / Difficult to get an appointment with the doctor of choice.
	Patients can see whichever doctor they wish. Sometimes delays are inevitable due to sickness or leave. This is not something we can change.

	The receptionists don’t need to know the nature of the problem.
	Sometimes it is helpful for the receptionist to know the nature of the problem to ensure the appointment is for the correct length of time and with an appropriate clinician. This is not something we can change but we can raise awareness of this point.

	I wish I could book blood tests on line.
	This was reviewed last year and was not thought to be practical. Blood tests should be ordered by a clinician.  Some patients would book test appointments because they wanted the tests rather than because they were clinically appropriate. Also information on fasting etc could not be given to appropriate patients.

	I do not know when the surgery closes. Perhaps this could be displayed more prominently.
	This is on our website, entrance door and information screen. There have been no major changes to our opening hours for many years.

	No spaces in the car park.
	We have a 42 space car park. Parking on the roads around the surgery is free and unrestricted.

	Some out of date literature on display.
	This has been removed.

	I was in a consultation when the doctor’s phone rang. He did ask if it was ok to answer and we agreed but he was on the phone to another patient for at least 5 minutes which I thought was a bit rude.
	The doctors have noted this comment. 

	Reluctance to refer me even though I had private insurance.
	Any referral should be for clinical reasons and without further information it is impossible to review this specific case.

	I had blood tests on my previous visit but never received the results.
	Patients are informed that they should contact us for their results. Only if the situation is urgent will the doctor contact the patient.


As these were issues that had either already been resolved or that cannot be changed, and 5 of the 6 members responding agreed with the findings and action plan they were therefore considered to be agreed.
The full results are now available on the website. A copy has been included here.  
[image: image10.emf]Patient Satisfaction  Questionnaire Results 2013-14.doc

These results include comments about the actions we took in 2012-13 following the last survey. These results are also displayed in the practice together with a summary on our information screen of what the findings were and what our actions are going to be.
A copy of this report and its imbedded documents will be sent to both the PRG and the Local Area Team at NHS England before the end of March 2014. None of the agreed actions constitute contractual changes for the practice with NHS England.
The Future

The practice has found the ideas and support of the PRG useful and we encourage patient feedback in other forms. We would welcome additional members to the PRG. If you would like to become involved in this process please ask at reception, telephone 01371 810328, email freshwell.prg@nhs.net or apply on line.
Practice Information
It is a national requirement that we include this information in our PRG report.
Surgery Opening Hours
These are displayed in our lobby and on the website. We are open 8am – 6.30pm Monday to Friday, with the exception of on the last Thursday of the month when we close for training between 11am and 3pm. Please note the dispensary closes for lunch between 1pm and 2pm.

Surgery Access Information
Address: Freshwell Health Centre, Wethersfield Road, Finchingfield, Essex CM7 4BQ

Telephone: 01371 810328

Fax: 01371 811282

Email: Freshwell.administration@nhs.net
Website: Freshwell.co.uk

Appointments can be booked in person, by telephone or on line via our website.

Surgery Appointment Times 


Monday 
8am - 9.30am    10.30am – 11.30am    4.30pm – 6pm

Tuesday
8am - 10am    4.30pm – 6pm


Wednesday
8am - 10am    4.30pm – 6pm

Thursday 
8am - 10am    4.30pm – 6pm

Friday

8am - 11am    4.30pm – 6pm

Extended Access 

The surgery is open on Saturday mornings from 9.30am until 11.30am. A doctor and a nurse are available to see patients requiring urgent appointments.  We cannot guarantee which doctor or nurse will be on duty. If you wish to see a specific doctor or nurse please book an appointment on Monday-Friday.

Author: Linda Cutts, Practice Manager
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Email sent to PRG on 31st January 2014

Dear PRG Members,


 


Thank you to everyone who sent in ideas for our questionnaire design. I have gone with the majority view whilst trying to incorporate as many of your ideas as possible. I have attached a summary of the responses and a draft of the questionnaire.

Ideally I would like to start distributing the questionnaire to patients next week so if you are not happy with any aspects of the design please let me know as soon as possible. You are welcome to complete a questionnaire yourself (but please wait until I confirm the final version). A copy will also be placed on our website once I know you are happy with the design. It looks a lot longer than last year - this is because I have increased the font size following comments that last year's questionnaire was not easily accessible to elderly / partially sighted patients.


 


Thank you for your continued support and assistance with this process.


 


Sent on behalf of Drs Oliver, Shaw, Meakin and Andrews


 


Freshwell Health Centre


Wethersfield Road


Finchingfield


Essex CM7 4BQ


Tel: 01371 810328


Please DO NOT send any requests relating to clinical care to this email address.


_1457421396.doc
Freshwell Health Centre


Summary of Actions completed following 2011-12 Patient satisfaction Survey

		       Topic

		Actions

		 Timeframe



		Test results

		A risk assessment of the current methods of communicating test results to patients.


The current methods of communicating results were discussed with all relevant staff and an improved system developed.



		Completed September 2012



		Ordering repeat medication

		Further communication to ensure that all patients are aware of the various methods available for ordering their medication. This included an item in a newsletter, slips handed out with repeat medication, a poster and website information.

		Completed  June 2012



		The wait to see the doctor after arriving for an appointment




		An audit to investigate if there are any patterns to waiting times.  This was by clinician, time of day, day of the week, type of appointment.


Clinicians recorded the reasons why they ran late on any particular day. This included emergencies, patients presenting with more than one problem, extra patients being fitted in, patient not given double appointments when needed, pressure after bank holidays and complex problems etc.


The results were discussed by the practice and changes were introduced to improve allocation of patients and better information for staff and patients about longer appointments.

		Completed  September 2012



		Staff interaction with patients

		We had one comment stating that ‘Dispensary staff should not argue with patients’. We strongly agreed with this comment. The partner responsible for the dispensary discussed this comment with the staff involved.

		Immediate implementation



		Booking nursing appointments via the internet

		Historically this has been difficult. The situation was reviewed by doctors and staff. It was thought that this was still not possible as the booking of nursing and phlebotomy appointments was complicated and too many appointments would be wasted if patients booked on line.

		Completed October 2012
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Email to PRG Members on 6th January 2014

Dear Patient Reference Group members,


 


I will soon be asking for your input for our 2014 patient satisfaction survey but, before I do so, I would like to feedback on our activities since the last survey in January 2013. I have attached a summary of what we have done, together with 4 short reports that cover the 4 areas of improvement. If you would like to comment on these actions you are very welcome to do so. The eagle-eyed amongst you will quickly spot that we did not stick to the agreed timescale for completing the action plan in 2013 and the reason for this is below.


 


The action plan from the last survey was agreed in March 2013 and was due to be completed in August 2013. The Government did some reshuffling of the NHS last spring! In April 2013 the body that oversees our NHS work was changed to the Local Area Team (LAT) of the new NHS England. They queried the way in which practices were engaging with patients and in June decided that we had not followed correct procedures and had not demonstrated to our patients how issues raised in 2012 had been addressed. (This was not an isolated occurrence; many of the local practices were told they had not followed correct procedures for this work). We appealed this decision and won the case. At that point we felt happy to continue with the project, but by then it was the end of the summer. It was at this point that we started working on the action plan and I hope that explains to you why the proposed and actual completion dates do not tally.


 


Moving forwards, I hope to get the email asking for ideas for the questions for this year's survey out later this week with a view to completing the survey at the end of this month.


 


Kind regards


Linda Cutts, Practice Manager


 


Sent on behalf of Drs Oliver, Shaw, Meakin and Andrews


 


Freshwell Health Centre


Wethersfield Road


Finchingfield


Essex CM7 4BQ


Tel: 01371 810328


Please DO NOT send any requests relating to clinical care to this email address. 
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Email sent to PRG on 3rd February 2014

Dear All,


 


I have received several comments about the questionnaire including two asking for amendments. 


 


The first amendment requested a more specific question about being informed when the doctors are running late. I have: 


· added additional text in the section about the receptionists being helpful


· added additional text in the section on information in the waiting room where we now display messages about delays to appointments.


The second amendment requested information to be added about care of the elderly in the community. I have:


· added additional text to the first comment box specifying that comments can be made about home visits 


· added additional text to the last comments box saying that comments can be made about our care in community settings as well as the surgery.


All other comments were happy with the questionnaire.


 


Thank you again for your assistance in this matter. I plan to start distributing the questionnaire this week. The final version is attached. Please feel free to complete one if you wish to do so.


 


Kind regards


 


Sent on behalf of Drs Oliver, Shaw, Meakin and Andrews


 


Freshwell Health Centre


Wethersfield Road


Finchingfield


Essex CM7 4BQ


Tel: 01371 810328


Please DO NOT send any requests relating to clinical care to this email address. 
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Email to PRG on 25th February 2014

Dear Patient Reference Group Members,


 


Please find attached the draft results of the Patient Satisfaction Questionnaire. Thank you again for your help in designing the questionnaire. You had some good ideas about the content, the larger text was well received and there were lots of useful comments in the various sections.


 


Please have a look at the results and let us know whether you feel the proposed action plan addresses the concerns raised by patients. We can't action everything so we have tried to focus on issues raised by several patients or scores that are lower than those achieved last year.


 


We look forward to receiving your views by email or, alternatively, if you would like to discuss any of these findings in person you are welcome to make an appointment to meet with Linda Cutts our practice manager. We would appreciate your responses by Friday 7th March so that the results can be put on our website by the end of March.


 


With many thanks


 


Sent on behalf of Drs Oliver, Shaw, Meakin and Andrews


 


Freshwell Health Centre


Wethersfield Road


Finchingfield


Essex CM7 4BQ


Tel: 01371 810328


Please DO NOT send any requests relating to clinical care to this email address.
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Email to PRG on 11th January 2014

Dear Patient Reference Group (PRG) members,


 


Following my email last week informing you of the actions we have taken since last year's Patient Satisfaction Questionnaire, we are now ready to seek your opinions on what we should include in our questionnaire for 2013-14. We would like to distribute this at the end of January, so a speedy response to this email would be much appreciated.

 


We have attached a copy of the questionnaire we distributed both last year and the year before in case you would like to refer to them. These were both designed around the areas that the PRG thought were important. The full results from the last questionnaire are on our website should you wish to refer to them.


 


We think it would be interesting to include again the areas where we have made changes (to see whether the changes have been effective), but the final decision is down to you!


 


Do you think we should:

 


1. Send out the same questionnaire as last year?

2. Just review the areas where actions were taken last year?

3. Include areas where actions were taken last year and some new areas?

4. Ask questions about new areas only?

 


We have enclosed a list of possible areas that we could include. If you would like to see some new areas on the questionnaire this year please make some suggestions as to what you think these should be. We feel it would not be a good idea to ask about everything on the list as this would make the questionnaire time consuming for patients to complete and may reduce the response rate.


 


Thank you for taking the time to read this email. We look forward to receiving your responses and ideas.


 


Sent on behalf of Drs Oliver, Shaw, Meakin and Andrews


 


Freshwell Health Centre


Wethersfield Road


Finchingfield


Essex CM7 4BQ


Tel: 01371 810328


Please DO NOT send any requests relating to clinical care to this email address. 
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Freshwell Health Centre

Patient Satisfaction Questionnaire 2013-14

Please leave blank any questions that are not relevant to your care.

		BOOKING APPOINTMENTS


When booking this / your most recent appointment: 

		Strongly Agree

		Agree

		Neither Agree nor Disagree

		Disagree

		Strongly Disagree



		It was easy to get through on the phone

		

		

		

		

		



		I was offered a choice of clinicians

		

		

		

		

		



		The appointment I booked was at a convenient time for me

		

		

		

		

		





  Was this an urgent appointment where you were seen on the same day?    YES   □        NO    □

		Any additional comments you would like to make about booking appointments, requesting home visits or our opening hours:







		ARRIVING AT THE SURGERY


When you arrived at the surgery today / on your last visit:  

		Strongly Agree

		Agree

		Neither Agree nor Disagree

		Disagree

		Strongly Disagree



		The reception staff:

		were friendly

		

		

		

		

		



		

		listened to my concerns

		

		

		

		

		



		

		were helpful and informative (eg about any delays to appointments)

		

		

		

		

		



		

		were efficient

		

		

		

		

		



		

		were professional 

		

		

		

		

		





		Any additional comments you would like to make about the reception staff:







Continued overleaf

		THE WAITING ROOM


Whilst you were waiting today / on your last visit:

		Strongly Agree

		Agree

		Neither Agree nor Disagree

		Disagree

		Strongly Disagree



		A wide range of health promotion information was displayed 

		

		

		

		

		



		Useful information about the surgery was provided (including updates about any delays to appointments)

		

		

		

		

		





		Any additional comments you would like to make about the waiting room facilities:







		CLINICAL CARE


At this / your last appointment with the doctor or nurse:  

		Strongly Agree

		Agree

		Neither Agree nor Disagree

		Disagree

		Strongly Disagree



		After arriving at the surgery, the wait to see the doctor or nurse was reasonable

		

		

		

		

		



		I was happy with the medical care I received

		

		

		

		

		



		The doctor or nurse listened to my concerns

		

		

		

		

		



		Adequate time was given to my problem

		

		

		

		

		



		I received clear explanations about my problem

		

		

		

		

		



		I would have liked to be given more lifestyle advice

		

		

		

		

		





   Which type of clinician did you see? 
 
DOCTOR   □ 
         NURSE   □

		Any additional comments you would like to make about the consultation or your clinical care:







Continued overleaf

		COLLECTING MEDICATION


Please complete this section if you collected medication TODAY

		Strongly Agree

		Agree

		Neither Agree nor Disagree

		Disagree

		Strongly Disagree



		The dispensary staff:

		were friendly

		

		

		

		

		



		

		listened to my concerns

		

		

		

		

		



		

		were helpful and informative

		

		

		

		

		



		

		were efficient

		

		

		

		

		



		

		were professional 

		

		

		

		

		



		The wait to collect medication was acceptable

		

		

		

		

		





		Any additional comments you would like to make about the dispensary:







		OUT OF HOURS SERVICE

Please complete this section if you have phoned NHS111 in the last 3 months

		Strongly Agree

		Agree

		Neither Agree nor Disagree

		Disagree

		Strongly Disagree



		The staff were friendly and helpful

		

		

		

		

		



		The call was answered efficiently

		

		

		

		

		



		I was happy with the clinical care I received

		

		

		

		

		





		Any additional comments you would like to make about the out of hours service:







General Comments


		Any additional comments you would like to make about our service either at the surgery or within the local community:







Continued overleaf

About You: This section is optional. You do not have to give details if you do not wish to do so.

Gender:  


MALE  
□


FEMALE    
□

Current Age:     

16 OR UNDER 

□


17-24 



□


25-44 



□



45-64 



□



65-84 



□


85 OR OVER 

□

Ethnic Background:   
White (British, Irish or Other) 
□
   


Mixed 



□


Asian or Asian British 

□ 

Black or Black British 

□



Chinese 



□


Other Ethnic Group □  Please state _________________ 

How often do you visit the practice:       
Rarely 

□        

Occasionally 
□      



Regularly 

□       

Often 


□

Thank you for completing this questionnaire. 


To return completed questionnaires 

· Place in the box in reception 

· Email to freshwell.administration@nhs.net

· Fax to 01371 811282


· Post to Freshwell Health Centre, Wethersfield Road, Finchingfield, Essex CM7 4BQ


_1457417859.doc
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                                                    Freshwell Health Centre

Patient Satisfaction Questionnaire Results 2013-14

Our questionnaire for this year, as in the previous two years, was designed using feedback and ideas from our Patient Reference Group. Some of the questions (areas in which changes had been made following last years’ results) were repeated and some new areas were added.


Patients Responding to the Questionnaire.

Questionnaires were distributed in February 2014. We received a total of 250 completed questionnaires from patients. The graphs below compare the demographics of the response cohort and the practice population.
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Of the 225 patients responding to the question on how often they visited, 32 said rarely, 107 said occasionally, 76 regularly and 10 often.

Comments on these findings:


We would not expect the responders to mirror the practice population for various reasons including 


· children would not be expected to complete the questionnaires


· the elderly tend to have more health problems than the young


· not all patients with appointments completed questionnaires 


· elderly patients may have fewer constraints on their time. 

The ethnicity distribution of responders matches that of the practice closely.

This information shows that a cross section of patients have completed the questionnaires.  

Booking Appointments: Patients were asked to comment on booking this / their last appointment at the practice. 

		

		Number of Responses

		Strongly Agree

		Agree

		Neither Agree nor Disagree

		Disagree

		Strongly Disagree

		% of Patients who strongly agree or agree



		It was easy to get through on the phone 

		230

		124

		92

		7

		7

		0

		94%



		I was offered a choice of clinicians 

		203

		62

		62

		53

		21

		5

		61%



		The appointment I booked was at a convenient time for me

		235

		144

		79

		9

		3

		0

		95%





Patient comments about booking appointments, requesting home visits or our opening hours:


Long wait to see specific doctor.

Easy to book and nearly always get a convenient day and time.


Always good.


I like that appointments can be booked in advance however was unable to get an appointment quickly when I needed one.


Have always been able to make an appointment on either same or next day.

I find the current system very fair.


The receptionists don't need to know the nature of the appointment, it should be confidential.


I would like to say how great I think this practice is. All staff are always helpful. Always seen on day if urgent or within a day which means a lot. Front desk will always help you out with any problems. Nurses are great too. As you can see I think a lot of this practice.


Reception always helpful.


I usually book appointments on line without a problem


Very easy to make appointments at a convenient date / time.


Booked on-line, very easy. I think booking on-line is wonderful, I am so glad we as patients don't have to ring the same day as some practices insist on - I gather this results in an unholy scramble every morning.


Choice of clinician wasn't needed. We were happy to be seen at such short notice. As always, from mine and my friend’s point of view, everyone is always so helpful and friendly.


Sometimes difficult to get through.


I actually make my appointments mainly using on-line which is efficient. I only wish you could book blood tests the same way.


I did not know about the times the surgery closes. Perhaps this could be displayed more prominently.


Always very helpful and accommodating.


Well run, well organised.


Appointment with nurse for annual review (no choice available).

Booked appointment via doctor so no phone call or choice required.

Generally delighted with service. More 'out of office' hours appointments might help those with work and travel commitments.


Have never asked for above (urgent appointment)


Very helpful, do not have to wait for appointments and telephone advice is very useful.

Excellent always.


Made appointment in person.


I have never had to wait long to be seen.


Excellent!


Not urgent but seen on same day


Always helpful and friendly on the phone.


It would be great if the older patients could be seen between the hours of 9.30 and 3.00 to free up mornings for kids of school age, working parents and workers generally.


Always manage to accommodate needs.


Would like to have after work same day appointments as urgent booking, say 5-6 pm.


This practice is most accommodating with appointment times - so helpful when you have to work and children are at school.


I feel that it is always easy to get an appointment, this is a great service, especially with children.


I use the online service which I find extremely helpful


No spaces left in the car park


We prefer to see a chosen clinician.


I was seen without an appointment. No bother.


Booked on line. Very convenient, non-urgent.


If you can't get an appointment on the same day a doctor will call you back - excellent service!


Generally very good.


I took the appointment offered me.


Always helpful and friendly.


They fit you in for urgent appointments on the day.


Later opening in the evenings and also Saturdays for routine appointments.


Fantastic, couldn't ask for more.


Booked on line.


I didn't need an appointment on the same day but when I have required this I have always managed to get one.


Not offered choice of clinician on last visit.


I usually book on line.


Booking appointments and requesting a home visit have always been available when needed. Opening hours suit me.


Excellent.


I booked my appointment on line. Very straight forward, no hassle at all.


The appointment I booked was at a convenient time for me but I wanted to see a doctor on the Thursday and the appointment I got was on the Monday.


Never any problems getting appointments!


Always very good.


Comments on these findings:

This was a new area added to the questionnaire this year so no comparable results from last year are available. The results for getting through easily on the telephone and appointments being at a convenient time are encouraging.

Of those 26 patients that either disagreed or strongly disagreed that they were offered a choice of clinician 7 (27%) had booked an urgent appointment, 14 (54%) had booked a routine appointment and 5 (19%) did not state which type of appointment they had booked. Although it is not always possible to offer a choice of appointments for emergency appointments, this is something we can offer for routine appointments and a simple change in the phrasing used by the receptionists should remedy this.

There are several comments relating to booking our early morning or later evening appointments. Whilst we would never discriminate against any group of patients we could review the use of these appointments to ensure we are making them available in the most appropriate way.


On Arriving at the Surgery: Patients were asked to comment on this / their last visit to the practice.


		

		Number of Responses

		Strongly Agree

		Agree

		Neither Agree nor Disagree

		Disagree

		Strongly Disagree

		% of Patients who strongly agree or agree

		2012-13 Result



		The reception staff:

		were friendly

		247

		189

		57

		1

		0

		0

		100%

		99%



		

		listened to my concerns

		197

		98

		61

		37

		1

		0

		81%

		92%



		

		were helpful and informative (eg about delays to appointments)

		210

		105

		68

		36

		1

		0

		82%

		97%



		

		were efficient

		241

		164

		73

		4

		0

		0

		98%

		100%



		

		were professional 

		235

		166

		68

		1

		0

		0

		100%

		99%





Patient comments about reception staff:


Lovely friendly receptionist - always a pleasure to come in.


Always have time to listen to problems and suggest solutions.


Always good.


Calm atmosphere


Always very pleasant.


Very helpful indeed


I always find Anne particularly helpful.


As I have said above they (reception staff) are great. They are always helpful be it for appointments, letters or just helping with some advice. I always feel able to approach them with any reason so a big thank you to them.


Overall very pleased.


Couldn't ask for more. We're so lucky to have a fantastic and professional service on our doorstep.


Great staff.


No info regards delays if applicable.


You have one brilliant lady on reception who is so lovely I only like talking to her. The rest should take note. She has glasses.


Staff at Freshwell have always been brilliant from the reception staff, nurses and doctors.


Very good.


Very helpful and friendly.


Always very helpful.


Very friendly.


I wasn't offered the information about the doctor running late, I had to ask.


They are always willing to help and always with a smile. Very rare anywhere else.


Have always found them helpful and pleasant.


Excellent!


Always very happy to help and accommodate where possible.


Staff always friendly


Very impressed with the staff.


Always helpful, professional and friendly.


The ladies are always helpful and polite.


Always helpful.


Always helpful and accommodating.


We are so lucky to have such a wonderful surgery.


I came in recently quite distressed regarding a prescription for my wife who has cancer. The prescription was for the hospital pharmacy and I did not realise this. They went to an available doctor to get the prescription changed so that I could get the tablets. What else can I say 100/100.


They are extremely busy handling calls and the computer. Only 2.


They are all the best.


Always very helpful.


Always pleasant.


Always friendly even when under pressure.


They are superb.


Always friendly!


Very good always.


I have found the reception staff really welcoming which makes a great difference to older patients.


They are all very helpful.


Always helpful.


Always helpful and try to fit you in for an appointment.


Example (of receptionist being helpful): I habitually ask the receptionists to lend me a pencil to record appointment and they always oblige with a smile.


It's always nice to have a welcoming smile.


Receptionists are always polite and helpful


Always very polite and friendly.


Excellent reception, nurses etc.


Always very considerate to me and helpful.


Always very helpful and friendly.


Always very helpful and accommodating.


When nurse was called out on an emergency on one of my appointments I was left for nearly an hour with no-one coming to let me and other patients know. We had to go to the desk.


Comments on these findings:

The overall results in this section are very encouraging and demonstrate the dedication and hard work of our reception team. There are some lovely comments. I am sure the receptionists will reflect on the drop in results for ‘listening’ and being ‘helpful and informative’. If a doctor is running late this information is now displayed on our screen which may indicate why the receptionists have not been telling as many patients about delays.

The Waiting Room: Patients were asked to complete the questions for this / their last visit.

		

		Number of Responses

		Strongly Agree

		Agree

		Neither Agree nor Disagree

		Disagree

		Strongly Disagree

		% of Patients who strongly agree or agree



		A wide range of health promotion information was displayed

		229

		120

		99

		10

		0

		0

		96%



		Useful information about the surgery was provided (including updates about any delays to appointments)

		217

		84

		88

		40

		5

		0

		79%





Patient comments about the waiting room facilities:


Clean.


Could do with water dispenser and a fan or ventilation.

Screen is a good addition


The new chairs in the waiting room mean that anyone 5'3'' or under can't put their feet on the ground. This adds to physical tension and poor posture at what is a stressful time.


Great to see the TV screen with info.


The addition of the plasma screen is very welcomed.


The TV screen is very good.


I think it's a lovely waiting room, well-kept and very clean.


Love the TV screen.


A very comfortable waiting room with mags.


Very pleasant place to have to wait.


Always neat and tidy


Always a pleasant place to wait and having the bookshelves is brilliant and I often end up coming away with a couple.


Some out of date literature still on display.


Clean, warm and comfortable.


Always clean and tidy and plenty of comfortable chairs.


Comments on these findings:

This was a new area added to the questionnaire this year so no comparable results from last year are available. In the 2012-13 survey we received a lot of comments about there not being enough facilities and information available in the waiting room and making improvements in this area was part of last year’s action plan. Over the last year we have introduced an electronic information screen, new chairs (there are now 5 styles to choose from) and a suggestion box. Despite several patient requests in the survey last year and the suggestion box we will not be providing drinks facilities as to do so has health and safety implications and we would rather focus our efforts on our core services i.e. healthcare. Any patients needing a drink of water can ask for one at reception.   The results in this year’s survey are better for the health promotion information than for the surgery information which indicates that we can make further improvements by adjusting the type of information displayed on the screen. 

Clinical Care: Patients were asked to complete the questions for the doctor or nurse they saw at this / their last appointment. Of the 232 patients answering this section, 165 had seen a doctor and 67 had seen a nurse. Some patients did not indicate the type of appointment and some had seen both types of clinician. (Note: The figures from 2012-13 are not an exact comparison as last year we only asked about appointments with the doctor and did not include nurse appointments.)

		

		Number of Responses

		Strongly Agree

		Agree

		Neither Agree nor Disagree

		Disagree

		Strongly Disagree

		% of Patients who strongly agree or agree

		2012-13 Result 



		After arriving at the surgery, the wait to see the doctor or nurse was reasonable 

		226

		81

		107

		27

		9

		2

		83%

		86%



		I was happy with the medical care I received 

		224

		129

		90

		4

		1

		0

		98%

		97%



		The doctor or nurse listened to my concerns

		225

		140

		83

		1

		1

		0

		99%

		98%



		Adequate time was given to my problem 

		220

		123

		93

		2

		2

		0

		98%

		95%



		I received clear explanations or written information about my problem 

		222

		129

		83

		9

		1

		0

		95%

		92%





Of the 9 patients who disagreed that the wait was reasonable, 6 saw a doctor and 3 saw a nurse, 1 had booked an urgent appointment, 5 a routine appointment and 3 had not answered that question.  


Of the 2 patients who strongly disagreed that the wait was reasonable 1 saw a doctor and 1 saw a nurse, 1 had booked an urgent appointment and 1 a routine appointment.  


Patient comments about consultations or clinical care:


Dr Andrews has been caring for me very well and because she is having a baby kindly recommended a doctor to take over my care whilst she is away.


I was in a consultation with my son and the doctor’s phone rang. He did ask if it was ok to answer and we agreed but he was on the phone to another patient for at least 5 mins which I thought was a bit rude. We could hear most of the conversation about sectioning someone.


Happy with service.


Very good throughout


It is always first rate.


All the nurses are great, always very helpful and never rush you. Today I went with an additional query on medication and it was sorted in minutes. Thank you.


No wait at all. A gin and tonic would have been nice!


I can't praise the staff any more. They are always convivial and informative and rounded in their approach.


Dr Walker very clear in explaining anything.


Based on my previous visit as sheet filled in whilst waiting.

Had a good discussion (about lifestyle).


35 minute wait (to see doctor). The doctor today was sympathetic and understanding.


Reluctance to refer me even though I had private insurance - need an operation but have had issues since last April.


I had blood tests on my previous appointment and never received the results.


Always helpful and thorough.


Always helpful and very professional.


Waiting times are abysmal. Up to 30-40 minutes which is unprofessional and time wasting.


Nurses very attentive. Doctors always busy!


No problems, always feels personal.


Very accommodating doctor.


Not seen a doctor yet, no offence, but fingers crossed!


Mary Joy was spot on as usual!


Mary Joy was very helpful.


I have been very pleased with my doctor's caring attitude, she listens.


Doctor was called away on an emergency so had to wait nearly 45 minutes - but was kept informed and offered another appointment.


25 minutes (wait to see doctor)


Always very caring and helpful.


I understand 'higher authority' specifies that appointments are for max. 8 minutes. I doubt this is realistic and probably accounts for delays.


Friendly and professional.


I have complete confidence in the doctor who I always see, and the nurses.


15-20 minutes wait from appointment time


Comments on these findings:

These results are excellent in all areas except for the wait to see the doctor or nurse where there is still room for improvement. The overall satisfaction had gone down slightly although less patients than last year ‘strongly disagreed’ that the wait was acceptable. Clearly, we have not solved this problem yet. 

Unfortunately, emergencies and patients that need extra time cannot be planned. These situations cause major disruption to running times and are out of our control. We are considering other options such as providing an emergency duty doctor but this would have a knock on effect in terms of the availability of that doctor to see their patients for routine appointments.

Lifestyle Advice: Patients were asked if they would have liked to be given more lifestyle advice when seeing the clinician. This question was deliberately negatively phrased so that the ‘best’ answer was ‘strongly disagree’ rather than ‘strongly agree’. This is a device used by questionnaire designers to see how carefully the questions are being read. Both this year and last year a number of patients had ticked the same column all the way down the section possibly showing that not everyone reads all the questions carefully! The results for the two years are below.

		When last seeing a nurse or doctor I would have liked to be given more lifestyle advice

		Number of Responses

		Strongly Agree

		Agree

		Neither Agree nor Disagree

		Disagree

		Strongly Disagree

		% of patents who disagree or strongly disagree



		2012-13 results 

		217

		11

		41

		112

		43

		10

		24%



		2013-14 results 

		195

		20

		33

		90

		36

		16

		27%





Comments on these findings:


Over the last year, as stated in last year’s action plan, we have increased the health promotion information provided in the waiting room and doctors and nurses have reflected on the written information they provide for patients. Although the results for this negatively phrased question are not as reliable as for the other questions, there is an improvement in this area.

Collecting Medication: Patients were asked to give their opinions on collecting medication on this occasion.

		

		Number of Responses

		Strongly Agree

		Agree

		Neither Agree nor Disagree

		Disagree

		Strongly Disagree

		% of Patients who strongly agree or agree

		2012-13 Result



		The dispensary staff:

		were friendly

		169

		73

		79

		12

		5

		0

		90%

		94%



		

		listened to my concerns

		139

		45

		48

		43

		3

		0

		67%

		86%



		

		were helpful and informative 

		150

		58

		55

		32

		5

		0

		75%

		89%



		

		were efficient

		162

		65

		71

		19

		6

		1

		84%

		95%



		

		were professional

		156

		70

		67

		17

		2

		0

		88%

		96%



		The wait to collect medication was acceptable

		152

		46

		75

		19

		12

		0

		80%

		N/A





Patient comments about the dispensary:


Too many products not reordered. Most visits you hear staff say they have no stock. If not source elsewhere. Room too small for purpose. Very old fashioned. Boxes on floor not safe.


Sometimes given wrong medication.

My experience with the staff in pharmacy has always been great. I have many different reasons to deal with them and on every level they are always helpful. Thank you.


Have to collect medication elsewhere as live less than a mile from a pharmacy. Be better to collect here after seeing a doctor.


Seem very pressured on occasions.


Really am fed up with the constant change in brand of my medication.


Wait to collect medication not always acceptable.


Not much in the way of privacy. Staff often seem loathed to serve you. Medication often not in stock.


They are helpful and pleasant even in times when one can sense tension.


Generally a good service. It is a shame that you cannot get more than 1 month's prescription at a time.


Cheer up please staff in dispensary. Chat to customers a little more and smile!!


Very good.


There have been problems with missing items in the past but, reading the newsletter, looks like this is set to improve.


Always smiling, even under duress with work.


At times the wait has been long but this has been better of late.


I have been coming to this doctors my whole life - 37 years. My family still live in Finchingfield but I now live in Rayne and have to collect my prescriptions elsewhere which is extremely annoying and inconvenient!


Regular prescription ordered and unfortunately the main medication will often be missing although plenty of time given.


Overall a good service.


Not always easy to order a repeat prescription over the phone, wrong time of day. On-line works very well.


The service here is very good.


More privacy please.


Wait for meds took a while.


No discussion required.


This is my principle contact with Freshwell - collecting repeats I order by email and this works well.


There seems to be delays in getting repeat prescriptions. Frequently longer than the stated 2 day period.


It is so convenient to have the dispensary in the same building.


Some dispensary staff are very helpful (ie Louise) some less so.


Comments on these findings:

We have been aware of problems within this department over recent months and a lot of changes (including additional staff and amended procedures) have been introduced already. Although these changes will take a while to take effect, it is clear that we are still not getting everything right in this department and these results are disappointing.  There is nothing we can do about dispensing to patients who live near a pharmacy, sourcing the more cost effective brand of medication to help make the most of NHS resources or collecting prescriptions monthly as these are nationally determined. We can, however, make improvements to the facilities and patient privacy, make sure staff work in a safe way, minimise errors, reduce waiting times, improve staff attitudes and have good stock control. We have more work to do in this department and we are listening.

Out of Hours Service: Patients who had used the new NHS111 service in the last 3 months to obtain out of hours care or advice were asked to complete this section.

		

		Number of Responses

		Strongly Agree

		Agree

		Neither Agree nor Disagree

		Disagree

		Strongly Disagree

		% of patients who strongly agree or agree



		The staff were friendly and helpful 

		32

		8

		11

		13

		0

		0

		59%



		The call was answered efficiently 

		31

		8

		10

		12

		1

		0

		58%



		I was happy with the clinical care I received

		30

		8

		9

		13

		0

		0

		57%





Patient comments about the out of hours service:


I wouldn't use NHS111 as a lot of the time they are staffed by admin staff.


I wish there was a community programme (there may well be which I am not aware of which embraces the problems of rural living and getting old. I'm surrounded by people who are in their late 80s or 90s and some are house bound. I would like to see some form of community doctors / nurses that would call regularly on these people. I think they were called health visitors years ago. I know it puts great strain on your resources but being a fantastic rural surgery I feel it is not beyond your enterprise to come up with something which could be advertised in parish mags etc. Finchingfield is such a fantastic facility and a jewel in the crown of health provision and should be an exemplar to other surgeries in our vast county.


Bring back our doctors on after hours call outs.


I thankfully haven’t had to use this service of late but when I did was treated well


Was better before 111 service.


Haven't used this service for 3-4 years. Very good however ambulance wait was 9 hours.


Comments on these findings: 

This was a new area added to the questionnaire this year following concerns expressed by some of the Patient Reference Group about the new NHS111 service introduced in 2013. We will pass these results on to the Mid Essex Clinical Commissioning Group who commission this service for our area. Although the numbers of patients responding is low, the satisfaction levels are a long way below those of the services we run ourselves within the surgery.

Additional General Comments by Patients

Positive Comments made by Patients

This is the best doctors' practice I have attended. I feel very privileged.


Very happy with care received to date.


Very helpful surgery all round.


Very good job carried out


Freshwell is a great practice. Much better run regarding appointments than a lot of others. I hope it never changes. All staff from doctors to secretarial have always been helpful and give me confidence which is very important to me.


An excellent facility


On the whole the doctors, staff and general service is absolutely excellent!


I like this surgery, always very helpful.


We are very lucky to have such great facilities and if extra money or equipment was necessary we should ask patients to fundraise more.


I always have a good experience.


So lucky to have such a lovely surgery.


Exceptional service.


We are very lucky to have this surgery, it's the best one for miles around.


Excellent surgery


A very efficient and friendly surgery.


I am and always have been pleased with the staff and the practice. The range of facilities is excellent.


I have always found the staff, whether medical or support, to be very friendly and helpful, It is a pleasure to come to this surgery!


Very well looked after.


Excellent staff and facilities.


I feel the services offered at Freshwell are excellent.


Rachel, the lady who takes my blood gets it first time every time. At St Michael's Hospital they used to try 3 or 4 times. Thank you, Rachel.


Always very impressed by how helpful everyone is and always manage to get an appointment pretty soon.


Wouldn't want to be registered anywhere else.


Best surgery in the area.


Excellent surgery.


Generally very pleased.


On the whole I have found the services good.


We are fortunate to have Freshfields Clinic.


Best and happiest surgery going.


Excellent service.


Excellent surgery. We are lucky to have it.


We are extremely lucky to have such a brilliant service in this area. I can't fault this GP practice and any referral to hospital services have always been achieved very quickly. All the staff at Freshwell are professional and effective and any fundraising work could be more widely publicised.


Moving to Freshwell was the best move I could ever have made.


Both my wife and myself have the utmost respect for all the staff. Over the years we have attended we have always been very satisfied with the treatment and care received. (name supplied)


Well done in all departments!


I consider myself lucky to live in the catchment area of this clinic.


I appreciate Freshwell Health Centre very much, I feel lucky to have such a good practice.


I consider myself very lucky to be a patient at the Freshwell Health Centre with all its extra amenities on site and an excellent team of doctors and nurses.


Negative Comments made by Patients

Difficult to get an appointment with the doctor of your choice - can take a week!


Waiting times sometimes longer than expected.


Other / Mixed Comments made by Patients

All the doctors and nurses I have seen have been extremely good. Do feel attitude of some dispensary staff let the surgery down.


(My) only concern was mentioned in the dispensary comments.

Overall Conclusions

We are very grateful to the Patient Reference Group for their help in designing this questionnaire. On the whole, these are a very pleasing set of results. Positive comments provide useful feedback about the strengths of an organisation and help to demonstrate to staff that their efforts are noticed by the customers. Negative comments allow for reflection of where weaknesses may be. Some of the negative comments relate to situations beyond the control of the practice (Non-dispensing addresses) but others give an indication of where improvements can be made.

Areas for Further Reflection and Action Plan

		       Topic

		Actions

		 Timeframe and Lead



		Staff Training

		To


· undertake further customer service training for staff, concentrating on those working in the dispensary

· encourage reception staff to offer more choice of clinician and to continue to inform patients on arrival if the doctor is running late 

		July 2014 


(L Cutts & D Oliver)

April 2014


(L Cutts)



		Waiting Facilities

		To adjust the balance between health promotional and practice information provided in the waiting room by adding more specific information about the practice.

		May 2014

(L Cutts)



		The Wait to See the Doctor

		To review the appointment schedules and reasons why delays occur. To make adjustments to the appointment system based on the findings of the review.

		June 2014

(L Cutts & Partners)



		Evening Appointments

		To review the use of evening appointments and find ways of making these available to those who are unable to attend at other times of the day.

		August 2014

(L Cutts & Partners)



		Dispensary Facilities

		To review the design, layout and working practices within the dispensary to try to 


· afford greater privacy for patients


· improve customer service and reduce waiting times

· reduce errors


· improve storage capacity and hence stock levels.

		October 2014

(D Oliver)



		Out of Hours Cover

		To pass on these findings to the commissioners of the Out of Hours Services.

		April 2014

(L Cutts)





Linda Cutts, Practice Manager
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Possible Areas for the PRG to Consider for our Survey

Buildings: 
Facilities for disabled users




Privacy and Confidentiality issues 


Health and Safety concerns


Cleanliness / Tidiness

Staffing: 
Friendliness




Helpfulness



Professionalism

Listening skills

Access: 

Opening Hours




Car Parking




Getting through on the phone




Methods of booking appointments




Methods of ordering repeat medication




Seeing the doctor of your choice




Being able to book an appointment urgently / in advance


How long you have to wait to be seen


Information available for patients / Website

Medical Care: 
The care you receive from the doctors and nurses


Explanations about problems or investigations

Time given to you to discuss your problem


Test results


Referrals to hospital / further care


Advice on managing your health problems / lifestyle

The Out Of Hours service we use

Overall satisfaction


Any other areas of concern
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Summary of Actions taken during 2013 following the Patient Satisfaction Survey


		       Topic

		Actions Taken in 2013

		If on Action Plan in 2012 what Actions were Taken

		Planned Timeframe

		Date Completed



		Communication / Customer Service Skills

		The vast majority of patients agreed that they received good service from the various departments. We would always strive towards 100% satisfaction. We will instigate further staff customer service training within the next 4 months. To be reviewed again next year if the Patient Reference Group thinks this would be a useful area to include in the questionnaire again.

		One comment on a questionnaire about a member of staff being rude was dealt with on an individual basis immediately.

		July 2013

		November 2013 
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		The wait to see the doctor after arriving for an appointment




		 A review of our appointment times, on-call arrangements and information for patients on waiting times to be completed by the management and partners. Changes to be implemented where possible improvements could be made to reduce waits for patients. To be reviewed again next year if the Patient Reference Group thinks this would be a useful area to include in the questionnaire again.

		An audit of waiting times to look for patterns of long waits by clinician, day, time of day etc and the reasons why any long waits occurred.

		June 2013

		November 2013
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		Improved information for patients

		A review of the written information we have available for clinicians to give to patients during consultations. Further material to be ordered if necessary. Clinical staff to be encouraged to provide information when appropriate. To be reviewed again next year if the Patient Reference Group thinks this would be a useful area to include in the questionnaire again.

		

		August 2013

		November 2013
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		Improved information within the waiting room

		A review of patient information with the waiting room – eg clock, waiting times, doctors on duty, dispensing rules that we have to follow (non-dispensing areas and length of time for which we can issue repeats), booking double appointments for several problems. To be reviewed again next year if the Patient Reference Group thinks this would be a useful area to include in the questionnaire again.

		

		May 2013

		November 2013
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Freshwell Health Centre



A Review of Appointment Times, On-Call Arrangements and Information for Patients in 2013


			Topic


			Current Findings


			How are we trying to make improvements?





			Do we offer enough appointments?






			National guidance is for 5.5 appointments per patient per year. Our basic appointment system (6 doctors, 5 nurses and 1 HCA excluding their annual leave weeks) allows for 8.7 appointments per patient per year.  Study leave, sickness, immunisation clinics, Saturday mornings and nurses telephone calls have not been taken into account in this calculation but the figure is considerably higher than the national guidance.


			The number of doctors’ appointments is reviewed every week by the practice manager by looking at the sessions available. To have a good supply of appointments more than 26 sessions are needed and ideally 30 sessions are offered. The allocation of doctors’ annual leave has been reviewed this year to try to keep a steady number of sessions each week.





			Do we space our appointments correctly?






			National guidance suggests 10 minute appointments. Other than for phlebotomy we follow this guidance. Doctors can have ‘blocks’ within their sessions to space out their appointments if they wish. 


			We fulfil the national guidelines of offering 10 minute appointments. 





			Do we have the correct type of appointments?






			It is important to have a balance of appointments that can be booked in advance and those for urgent problems. Between 14 and 18 ‘book on day’ appointments are reserved each day for patients who need to see a doctor urgently.


			During the past year we have extended the use of ‘telephone’ appointments so that every doctor has some in the morning and some in the afternoon each day. These are used to contact patients who wish to speak to a doctor for advice or who are unable to get an appointment as soon as they wish so that the seriousness of their problem can be assessed.





			Why do Clinicians run late?






			Reasons identified in the audit last year included patients attending with more than one problem, emergencies, complex problems and an uneven distribution of patients. Although patients can be encouraged not to attend with more than one problem, it is important to meet their clinical needs. We wish to continue to help patients in emergency situations and give those with complex needs the time they need.


			We are aware that it is frustrating for patients when clinicians run late and we will continue to minimise this where possible. 



The introduction of the additional telephone appointments at the end of morning and start of afternoon surgeries has reduced the uneven distribution of patients and therefore reduced the number of patients needed to be fitted in as extras.  Patients will still be seen on the day if the doctor feels it is necessary. 








			The On-Call Doctor






			The on-call doctor rota is arranged weekly taking into account leave, training and other commitments.


			We will continue to provide an on-call doctor so that immediately necessary care needs can be met. Changes in administrative procedures have been introduced to try to reduce the pressure on the on-call doctor and hence reduce disruption to appointments.





			Do we keep patients informed about appointment arrangements and delays?






			The reception staff are asked to inform patients if a doctor or nurse is running very late. This is not always possible due to pressure of work.  


			A new system has been introduced whereby ‘ticker tape’ messages can be displayed on a screen in the waiting room to give patients up to the minute information about our services.
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Improvements to Facilities within the Waiting Room


Following requests from patients on the Patient Satisfaction Survey for improved facilities and information within the waiting room the following actions were taken during 2013:



· The addition of a screen to display health promotion information, a clock and ticker tape messages about any doctors that are running late, closures over bank holidays etc.



· The introduction of a suggestion box. A poster is displayed beside the box of our responses to any comments made.



· The replacement of half of the chairs with ones that meet new infection control standards. These included some with arms and high backs for our more frail visitors.



·  The introduction of additional posters giving information about prescribing, booking double appointments etc.



· The addition of further Fire Escape signage.
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Improved Written Information for Patients



Following the results of the Patient Satisfaction Questionnaire completed in January 2013, clinicians in the practice were asked to reflect upon how we could improve the written information we give to patients and to make changes where possible.



The following improvements were made to our systems between January and November 2013:


· An increased use of web based printable material within the consultation room.



· Advice to patients on good websites to look at for further information about their condition.



· Increased use of the Mentor system which integrates with our clinical computer system.



· A new comprehensive nutritional guide for patients with type 2 diabetes.



· Increased use of British Heart Foundation booklets.



· Promotion of an excellent book and website called ‘Carbs and Cals’.



· Working closely with the Clinical Commissioning Group (CCG) to download leaflets with the latest advice and information with patients, in particular with reference to paediatrics.



· Provision of additional leaflets for gynaecology patients.



· Patient alert cards for patients taking Pradaxa available in the dispensary.


Hopefully, the sum of these changes will improve patient access to written information. If this area is chosen by the PRG for inclusion in our survey this year then we will be able to measure whether or not our changes have been successful in making an improvement in this area.
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			Date:   28th November 2013





			Present : David Oliver, Ruth Stevenson, Pippa Manby, Bridget Sheldrake, Mary Joy, Rachel Smith, Karen Smith, Alison Burling, Amy Harman, Pat Crisp, Debbie Spellman, Colleen Sarratt, Elaine Isted, Linda Cutts  





			LEARNING ACTIVITY  









			Title/Subject


			Educational Method


			Category



HP/DM/SM


			Hrs taken





			Discovery Insights


			Presentation from External Speaker


			Customer Care


			1 hour





			


			


			


			





			Describe event (What and how did you learn?  What team members were involved?)



All team members were invited and representatives attended from all departments, including four heads of department.


The speaker focused on what is meant by communication and the power of good communication. It went on to describe different personalities by looking at introverted and extroverted characteristics, and thinking and feeling preferences. By combining these characteristics, 4 personality types were identified and these were given colour names to make them memorable.



How these different personalities like to communicate was discussed.





			Reflect on Activity (How might it change your practice? Any change in outcomes for patient? Any actions to be taken? Any follow up? How will you evaluate?)



This session should give those who attended an opportunity to reflect on how well they communicate, to think about  how one style of communication will not suit everyone and to improve the way they deal with both their colleagues and patients. Heads of departments are expected to feed information back to their teams.


Hopefully this will lead to improved patient satisfaction. This will become evident after the next Patient Survey.








			Preparation for next tutorial





			Suggested further reading



A follow up session is available through NAPP.
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