Northdown Surgery Christmas 2013- Appointment Survey copy

We Asked: 

"As you must know from the television and newspapers the NHS is busier than ever and there is no extra money. So each organisation needs to look at the way they are working and see if it is possible to make improvements within current resources."

2. Question 1 How do you normally book your appointments to see a Health Professional at the Surgery? Please tick all the boxes that apply. 
Multiple answer question or grid (answers per row option may add up to more than 100%)
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	Option:
	TOTAL

	
	(130)

	In person
	53

	By telephone
	103

	Doesn't apply
	2


Base: 130 out of 131 people answered this question

3. Question 2 Which of the following methods would you prefer to use to book an appointment at the Surgery? Please tick all the boxes that apply. 
Multiple answer question or grid (answers per row option may add up to more than 100%)
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	Option:
	TOTAL

	
	(130)

	In person
	25

	By telephone
	81

	Online
	98

	By email
	31


Base: 130 out of 131 people answered this question

4. Question 3 What do you feel is a reasonable time to wait to get an appointment with any Health Professional if you are suddenly unwell? Please tick all the boxes that apply. 
Multiple answer question or grid (answers per row option may add up to more than 100%)
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	Option:
	TOTAL

	
	(128)

	Same day
	111

	Next day
	46

	2 days
	5


Base: 128 out of 131 people answered this question

5. Question 4 What do you feel is a reasonable time to wait to get an appointment with a Health Professional of your choice for ROUTINE medical problems or follow-up of a chronic condition? 
Single answer question or grid (answers per option add up to roughly 100%)
	[image: image4]


	Option:
	TOTAL

	
	(128)

	One week
	99

	Two weeks
	27

	Three weeks
	2


Base: 128 out of 131 people answered this question

7. Question 5 If you telephoned the practice for an URGENT appointment, would you be happy for the Receptionist to take your phone number and for a Health Professional to phone you back? 
Single answer question or grid (answers per option add up to roughly 100%)
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	Option:
	TOTAL

	
	(130)

	Yes
	99

	No
	31


Base: 130 out of 131 people answered this question

8. Question 6 If you agreed to be phoned back for an URGENT problem by a Health Professional, how quickly do you think you should be phoned back? 
Single answer question or grid (answers per option add up to roughly 100%)
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	Option:
	TOTAL

	
	(123)

	Within 1 hour
	72

	Within 1-2 hours
	31

	Within the same morning
	18

	Within the same afternoon
	2


Base: 123 out of 131 people answered this question

9. Question 7 If you agreed to be phoned back for a ROUTINE problem by a Health Professional, how quickly do you think you should be phoned back? 
Single answer question or grid (answers per option add up to roughly 100%)
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	Option:
	TOTAL

	
	(128)

	Within 1 hour
	16

	Within 2 hours
	15

	Within the same morning
	47

	Within the same afternoon
	20

	Next day
	30


Base: 128 out of 131 people answered this question

11. Question 8 If you are assessed by the TRIAGE team, and offered an appointment for an URGENT problem, what is a reasonable timeframe to be seen in? 
Single answer question or grid (answers per option add up to roughly 100%)
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	Option:
	TOTAL

	
	(129)

	Within 4 hours
	47

	Within the same day
	80

	Early the next day
	2


Base: 129 out of 131 people answered this question

12. Question 9 If you are assessed by the TRIAGE team, and offered an appointment for a ROUTINE problem, what is a reasonable timeframe to be seen in? 
Single answer question or grid (answers per option add up to roughly 100%)
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	Option:
	TOTAL

	
	(128)

	One week
	104

	Two weeks
	21

	Three weeks
	3


Base: 128 out of 131 people answered this question

13. Question 10 If you are assessed by the TRIAGE team, and not offered an appointment but your problem is resolved by the telephone call, how would you feel 
Single answer question or grid (answers per option add up to roughly 100%)
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	Option:
	TOTAL

	
	(128)

	Pleased
	27

	Pleased, it is good not having to come to the surgery
	30

	Pleased, lots of things can be dealt with by phone
	33

	Pleased, but you would prefer face-to-face contact
	29

	Not pleased as I am still a little worried as I have not seen anyone
	7

	Not pleased at all
	2


14. Question 11 During your normal routine day, how easy is it for you to take a personal telephone call? 
Single answer question or grid (answers per option add up to roughly 100%)
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	Option:
	TOTAL

	
	(129)

	Easy
	45

	I can usually receive calls
	39

	I need a timeframe in order to take calls
	18

	Difficult due to work circumstances
	20

	Difficult due to hearing problems
	5

	Difficult due to other circumstances
	2


Base: 129 out of 131 people answered this question
16. Question 12 What problems do you think can be dealt with by an Advanced Nurse Practitioner? Please tick all the boxes that apply. 
Multiple answer question or grid (answers per row option may add up to more than 100%)
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	Option:
	TOTAL

	
	(125)

	Diagnose your illness
	42

	Prescribe your medication
	81

	Referral to other services
	94

	Monitor ongoing conditions
	107

	Medical Reports
	66

	Sick Notes
	60


Base: 125 out of 131 people answered this question

17. Question 13 What problems do you think can be dealt with by the Practice Nurse Team? Please tick all the boxes that apply. 
Multiple answer question or grid (answers per row option may add up to more than 100%)
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	Option:
	TOTAL

	
	(128)

	Chronic Disease Monitoring
	68

	Cervical Smears
	91

	Family Planning
	98

	Vaccinations
	118

	Prescribing for some conditions
	69

	Blood Tests
	123

	Referrals to other services
	81


Base: 128 out of 131 people answered this question

18. Question 14 What problems do you think can be dealt with by the Practice Administration Team? Please tick all the boxes that apply. 
Multiple answer question or grid (answers per row option may add up to more than 100%)
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	Option:
	TOTAL

	
	(129)

	Prescription Queries
	111

	Referral Queries
	92

	Sickness Certificates
	57

	Access to Medical Records
	80

	Test Results
	113

	Medical Advice
	25


Base: 129 out of 131 people answered this question

19. Question 15 Which sex are you? 
Single answer question or grid (answers per option add up to roughly 100%)
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	Option:
	TOTAL

	
	(129)

	Male
	47

	Female
	82


Base: 129 out of 131 people answered this question

20. Question 17 Which ethnic group do you represent? 
Single answer question or grid (answers per option add up to roughly 100%)
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	Option:
	TOTAL

	
	(130)

	White British
	127

	White Irish
	1

	White European
	1

	Asian or Asian British
	1

	Indian 
	0

	Pakistani
	0

	Bangladeshi
	0

	Black or Black British
	0

	African
	0

	Caribbean
	0

	Mixed Ethnic group
	0

	Chinese
	0

	Other
	0


Base: 130 out of 131 people answered this question

21. Question 16 Please show which age group you belong to. 
Single answer question or grid (answers per option add up to roughly 100%)
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	Option:
	TOTAL

	
	(131)

	<16
	0

	17 - 34
	3

	35 - 64
	62

	65 - 80
	55

	>80
	11


Base: 131 out of 131 people answered this question
Sample of Some Suggestions received:

I have tried a few times to arrange an appointment by phone and have not managed to get one at all with the doctor of my choice unless the problem was considered an emergency (one occasion) I was offered an appointment once with a doctor not my first choice and that was 10 days away. It seems to me that appointments by phone do not work and it is necessary to come to the surgery early to get one at all. I am a new patient but this has been my experience so far. My medical problems are quite serious. 

Perhaps take calls after 5pm for appointments for the next day, but not if that would increase the office staff hours 

On-line appointments and even live chat with doctor, nurse practitioner, nurse or even admin to 'talk' through problems, issues illnesses etc even email could do this - issues could be resolved and could reduce the call for appointments at the surgery 

Move to online appointment booking as soon as possible if not already done so. 

Most people have a computer and it would be far easier to book your own appointment time on line saving costs and productivity to the Admin staff at the surgery. 

I think it is wrong that if you feel really really unwell and you live alone, in order to ensure an appointment on the same day you have to get out of your sick bed in order to queue at the surgery from 7.30 a.m. Then if the appointment is 2-3 hours later you have to go home and wait, only to have to come out again. This has happened to me and it is very unpleasant. If you try to go the telephone route, most of, if not all of the appointments have already been taken by people at the door. 

The online booking used by other surgeries is excellent 

I consider that if you allow the booking of appointments in advance, or Online the removal of the phone call at 08:00 and the stress it causes could be removed, also if you put the message of where you are in the queue would be very helpful. If you do have to have the 08:00 call then having more staff answering the phones would be advisable.

Every day run a 'walk in' GP clinic that does not need a bookable appointment. This could be on a rotational basis and obviate the need for all doctors to run their own surgery on a particular day as they could take it in turn. This could also be run at weekends. 

More staff operating phones in the mornings so that you don't keep getting 'busy line' message. It shouldn't be necessary to get to the surgery in person to ensure getting an appointment - and maybe have to return later (not everyone has a car). Also, making an appointment for a return consultation as requested by the doctor should be possible straight away. 

It would be helpful If there was a walk in surgery in which you could wait your turn to see a doctor. 

Open phone lines before the surgery opens its doors. If you need an appointment you have to queue from about 7.15 for when doors open at 8. But if you can't get there that early, all the appointments are gone as no one answers the phone for ages. 

It would be great if patients' were able to forward book appointments. It is very difficult getting through by telephone first thing in the morning. By 8.20am most of the appointments have gone so forward booking by 24 hours would be a good improvement. 

Answer the telephone more promptly, be more flexible in offering non urgent appointments and if you send a letter asking the patient to make an appointment make sure the patient can actually make an appointment,

When phoning in the morning I don’t think you should have to hear the normal answer message as this adds to the waiting time on the phone 

