Lander Medical Practice

PPG 2014 Survey

Number of Responses: 135
PATIENT PARTICIPATION GROUP 

* Priorities Survey * 

How do you order your repeat prescription? 

In person, with request slip  41%
By telephone  21%
By post  3%
Via email  31%
When your prescription is ready. Do you ? 

Collect from Surgery  28%
Have delivered to a chemist  70%
Are you satisfied with the prescription service offered at the Practice? 

Yes  88%
No  8%
If you answered no, please let us know if the problems have been with the Surgery or with the Chemist. 

COMMENT BOX ONE

Over the last 12 months how many times have you visited or telephoned the Practice? 

None  2%
1-2  17%
3-4  14%
5-6  17%
Over 6 times  46%
How do you rate the way you are treated by the Receptionists, either face-to-face or on the telephone? 

Very poor  2%
Poor  4%
Fair  17%
Good  19%
Very good  25%
Excellent  28%
Have you encountered any problems getting through to the Practice by telephone? 

Yes  30%
No  67%
If you answered yes, please leave your comments below 
COMMENT BOX TWO

Would you be happy to give the Receptionist more information about your condition if it could mean that you would be seen sooner? 

Yes  57%
No  40%
Have you been able to resolve a query with your Doctor over the telephone? 

Yes  73%
No  18%
Did you use this method instead of having an appointment? 

Yes  55%
No  33%
Were you satisfied with this method of contact? 

Yes  72%
No  13%
How do you rate the ease of access to your Doctor by telephone? 

Very poor  1%
Poor  1%
Fair  17%
Good  22%
Very good  29%
Excellent  21%
No response  9%


Are you aware the Practice has a Patient Participation Group? 

Yes  28%
No  70%
Would you be interested in joining? 

Yes  24%
No  74%
Would you be interested in becoming involved in fundraising for the Practice? 

Yes  11%
No  87%
What services would you like to see at your Practice that could possible be provided by the PPG? These suggestions will be discussed when they are considering their budget spend. 

COMMENT BOX THREE

Are there any other services that you would like to see provided by the Practice that would benefit you as a patient? 

COMMENT BOX FOUR

A LITTLE ABOUT YOURSELF 

Are you? 

Male  36%
Female  61%
What age are you? 

Under 18  5%
18-30  9%
31-40  7%
41-50  12%
51-64  26%
Over 65  37%
How often do you attend the Practice? 

Never  0%
Very little (less than twice a year  20%
Sometimes(between 2-6 times per year)  43%
Frequent attender(over 6 times per year)  35%
Thank you for completing the survey.

These results will be taken to the next Patient Participation Group in October for discussion and action planning.

You can also find us on Facebook! 
Free COMMENT BOX FIVE

 

COMMENTS MADE IN FREE TEXT BOXES

COMMENT BOX ONE

>> Boots staff quite pleasant to deal with but more often than not scripts are not ready. I hear they have been bought by a USA drug company so think I will be changing chemists from now on. <<
---
>>Boots Chemist can be useless. Text you to remind you to collect your prescription after you have collected it! Always kept waiting ages. <<
---
>> I have to collect from surgery because if it is sent direct to the chemist on site it takes longer to be processed. How can that be? <<
---
>> If collected from Pharmacy on site service there is VERY slow. <<
---
>> If I am seeing the doctor and he send a new prescription down to Boots electronically all mynext managed prescriptions get dispensed also. This disrupts the system as i then have to request the next but one managed prescription. <<
---
>> My name is Matthew Kear My last prescription i ordered on the 12/9/14 was completely wrong i ordered two kinds of insulin pen refills and what i had sent though to the chemist was 2 boxes of needles, needless to say if this was a emergency and i was running very low on my script this could of been very bad. <<
---
>> New online repeat prescription service is almost impossible to use and very slow. It is impossibel to book appts online. Prescription never ready at Boots (Pydar Street) they blame the new surgery reorder system. <<
---
>> On occasions Boots THP cannot find or has not completed prescription if it goes direct to them. It seems best to collect from surgery and walk to Boots and wait!! <<
---
>> The don't always send it to the right chemist, if I change it from time to time. <<
---
>> Too often the wrong prescription is sent to the chemist. Chemist also seem to have difficulty obtaining the medication I require. <<
---
>> Waiting to long to answer, wasting my phone bill. Missing prescriptions I prefer Boots in Truro to the Health Park (organised chaos). <<
---
>> your new Vision service is rubbish unless I order all my drugs at once there is now way off adding anything despite the page saying there is a message box I have never found it either on my laptop or pc scrolling up down forward page and previous it is a waste of time and you should really go back to this lovely system <<
---

COMMENT BOX TWO

>> ages to answer <<
---
>> ages to answer and sometimes i've just given up. <<
---
>> Always engaged at the times we are told to call. <<
---
>> Bit of a scramble to get appointments in the morning. <<
---
>> Can be abrupt on the telephone though nice to see some new faces at reception. <<
---
>> constant ringing <<
---
>> Constantly engaed for over 15 minutes then cant always get an appointment on the same day at Threemilestone. <<
---
>> Constantly ringing and takes ages to answer. Seen receptionists chatting at the desk when telephone is ringing when I have actually managed to make an appointment. <<
---
>> Difficulty on one day only. Teephone not answered for two hours. All other times okay, <<
---
>> Find it difficult to get through in the morning and when you do there are no appointments available. <<
---
>> first thing <<
---
>> First thing in the morning lines engaged then no appointments available. very frustrating. <<
---
>> Found it hard getting through in mornings and receptionist rude when eventually answering. <<
---
>> Frequently engaged <<
---
>> I have spent over 10 full minuets waiting for the phone to be answered not on hold but just ringing. among other issues. <<
---
>> I rang from my mobile one morning at 8am and someone answered at 8.09am!! Unacceptable. <<
---
>> It is a struggle to get through in the mornings when trying to get an appointment. If you don't get through early there are no appointments left and you are unable to book another day. You have to keep trying each day and I have on occasions taken an emergency clinic appointment just so I could be seen. What a waste. <<
---
>> It is usually due to the phone being engaged first thing in the morning <<
---
>> It takes around 15-20 minutes some mornings even when pressing repeat dial. It is frustrating especially when you have been told the night before that there are early appointments that you can't pre-book and then they have gone by the time you get through. <<
---
>> Mornings are a nightmare! <<
---
>> No answerphone to get recall <<
---
>> No one seems interested in answering the phone. <<
---
>> no reply unhelpful responses to requests ill informed reception staff unable to pre book appointments in advance difficulty with obtaining an appointment <<
---
>> Not enough people answering in the mornings. <<
---
>> Occasionally have to ring continuously as it is engaged. <<
---
>> On hold a long time when eventually manage to get through. <<
---
>> phones engaged <<
---
>> Problems getting through for a same day appointment. <<
---
>> receptionist obstructive <<
---
>> seems receptionists are trying to answer phones at the meeting desk when they should be dealing with patients. <<
---
>> sometimes get cut off after continuous ringing. <<
---
>> Sometimes not answered <<
---
>> Sometimes rings out before anyone has answered. A couple of receptionists very abrupt, no amount of training can change some people. Mostly very nice and kind. <<
---
>> The telephone service is dreadfull, when you opened at first you were placed in a que, now you can be trying to get through up to five mins at a time and if you drop phone to ring again it is then engaged. this needs to be changed, if it were very urgent to get a dr to you then would have to dial 999 which is not good. <<
---

COMMENT BOX THREE

>> A quick means of help for mental health problems, the present mental set up is far too slow & does not provide help in extreme situations at the time of need. <<
---
>> A tea/coffee bar or cafe. <<
---
>> Annual skin cancer screening and maybe oral cancer check clinics <<
---
>> Anything baby/toddler related to amuse children in the waiting rooms please. <<
---
>> better script service for diabetic glucose strips as I would like to start eating to my meter. I am currently doing it with different machines and old strips. BUt for accuracy I would like to be able to order more fresh ones. This has the potential of me being in better control and not having symptoms requiring the practice <<
---
>> Carer/benefit advice person on site. GP's qualified in at least one speciality subject ie geriatrics, paediatrics, mental health etc <<
---
>> Certain scans to be available in the surgery. Waiting to be seen at Treliske too long. X-ray services the same. Joint working together with 3spires maybe? <<
---
>> Drop in clinics e.g. Cholesterol, blood pressure, diabetes, mole checks. <<
---
>> Free wifi - in this day and age. Come on, catch up! <<
---
>> have no idea what you mean <<
---
>> More parking and electronic doors to the doctors room. Extremely difficult with a wheelchair. <<
---
>> none that I can think of <<
---
>> Not sure what is already available? <<
---
>> Not sure what the remit is for the PPG but more raised seating in the waiting areas would be good for us that can't get down so far in our later years. Thanks. <<
---
>> Provision of a 'well woman' clinic for those over 60 who might benefit from routine checks ie blood pressure, weight, just because we are older we are not on the scrap heap! <<
---
>> Redesign the building ! - it is SO FAR from the car parking - that corridor is like walking the green mile. Why wasn't it designed as a HUB system round a central core. There is a lot of wasted space. Car park not big enough at busy times. <<
---
>> Support with weight loss group maybe? Weekly weigh-in would be good if time could be set aside without taking appointments away from nursing time. <<
---
>> The availability of testing, reparing hearing aids <<
---
>> The Practice offers a wide range of services so may I suggest some sort of system/clinic to check on moles etc for skin cancer? <<
---
>> training and communication for reception staff. a walk in clinic visual and written up to date information available to the public so that they don't have to rely on reception staff for answers. computer book yourself in on arrival system regular meetings mixing staff with public to share ideas <<
---
>> Would like to help but may be moving out of area soon. <<
---

COMMENT BOX FOUR

>> A drinks machine in both reception areas. I know they are expensive but the main entrance is a long long way to go. if you are in the building longer than expected it would be nice to be able to have a drink especially if disabled or 'proper poorly'. The hospital provide water dispensers and plastic cups so I am unable to see why it can't be provided at the surgery. I shouldn't have to pay for water. <<
---
>> A phlebotomist on duty during surgery hours would enhance the practice. When you are unwell and your GP wants blood tests done they should be done on the same day - not up to a week later. A 'ticket pull' system would be ideal (like the deli counter in Sainsbury's!) and patients could wait in turn. Maybe a shared facility with the other practice would be a good idea. It saves on having to come back again for another appointment. I believe bloods can only be taken in the morning and early afternoon? Two phlebotomists working may help this situation. I have always found the practice to be efficient and friendly. Thank you. <<
---
>> Ability to prebook appointments for a couple of days time not a week in advance. People have to book time off work and arrange childcare, this is not always possible at short notice. <<
---
>> acupuncture chiropractor massage <<
---
>> as above <<
---
>> better access to see a doctor open/walk in surgery's access to information readily available so you do not have to visit a website to find out communication between the different clinics in the practice treatment options <<
---
>> Better mental health services on-site. Pop in centre maybe? <<
---
>> contacting patients about issues - perhaps by email? - such as availability of flu jabs for asthmatics, of which I am one. Last time I enquired, I was told it was too late but how was I to know they were available earlier? It seems to be assumed that we will see notices when we attend the surgery but, thankfully, I rarely need to so am often oblivious to such matters. <<
---
>> FREE water machine - vending machine often out of order. Whole building is very very hot, even worse during summer. <<
---
>> GP's seem to have lost their voice? They have no input to the WEA process except to send out desparate letter to DWP trying to correct mistakes which cause serious harm to carer and patient. <<
---
>> I am very happy with the services offered by the surgery. <<
---
>> I am well looked after so cant think of anything more. <<
---
>> I would like to meet other patients who have had either a whole knee or partial knee replacement for support. I think it would be useful for tips and to know if everyone else has the same problems that I do. <<
---
>> More advanced appointments <<
---
>> More availability to see epilepsy nurse. <<
---
>> no <<
---
>> none that I can think of <<
---
>> Not to feel rushed out of a consultation because the doctor is busy. <<
---
>> Rarely need to see a GP thankfully. <<
---
>> Skin cancer checks <<
---
>> Tidy up the garden along the corridor maybe! Considering how much the building probably cost an effort could be made to keep it looking something like it! <<
---
>> Transport car service <<
---
>> Very happy with existing services, we are lucky. <<
---
>> Would like to be able to make an appointment the day before. Having to ring at 8 in the morning is inconvenient for some who have to get their children to school! By the time you get around to ringing all appointments are gone. <<
---

Free COMMENT BOX FIVE

>> I feel fortunate in having such a excellent practice available to me. <<
---
>> I have been with the 'top' practice & now Lander since 1971 and the services I have used I have never needed to complain about. The only big problem is the 'NEW' building. It is the most unfriendly place I have ever had the misfortune to use. Once in the main body of the building it is good but the long corridor to reception is very poor. Not designed well for poorly patients. Such a shame as it could be so nice. A drop off area should be made at the front entrance instead of a flower bed! This would serve a better purpose. <<
---
>> In general my wife and I have received excellent service from the Practice. Many thanks <<
---
>> Lack of confidentiality at desk - my daughter recently visited doctor to confirm pregnancy. Was asked to book midwife appointment at reception who then LOUDLY remarked 'is this your first'. Too public for this sort of comment. I work at a school and recently had to call the surgery around 4.30. Exceedingly long wait for call to be answered. Have noticed when waiting for physio appts receptionists chatting and not picking phones up when they are ringing. GP ring back times clash with lesson times at school. Drop in physio clinics would be a good idea. First physio referral should be MUCH quicker. 6 weeks is far too long to wait to be seen when in pain. Wasting time off work. Blood tests to be done whilst in surgery when seeing the GP. It is hard to get elderly parents in and out of the surgery as it is. Would be easier to have bloods and other tests that the GP requests on the day when we are in the surgery. <<
---
>> Some of the receptionists need cheering up! <<
---
>> thank you <<
---
>> The service provided by the staff and the doctors is exemplary. Patients are very lucky to have this practice and to have such kind caring staff and doctors <<
---

Results from survey last year for comparison measure:
Lander Medical Practice

PATIENT PARTICIPATION GROUP * Priorities Survey *
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 Excel Report (click here for full dataset)Number of Responses: 73
PATIENT PARTICIPATION GROUP 
* Priorities Survey * 
How do you order your repeat prescription? 

In person, with request slip  23%
By telephone  10%
By post  2%
Via email  63%
When your prescription is ready. Do you ? 

Collect from Surgery  21%
Have delivered to a chemist  73%
Are you satisfied with the prescription service offered at the Practice? 

Yes  84%
No  10%
If you answered no, please let us know if the problems have been with the Surgery or with the Chemist. 

Over the last 12 months how many times have you visited or telephoned the Practice? 

None  0%
1-2  19%
3-4  27%
5-6  17%
Over 6 times  31%
How do you rate the way you are treated by the Receptionists, either face-to-face or on the telephone? 

Very poor  4%
Poor  16%
Fair  8%
Good  16%
Very good  28%
Excellent  23%
Have you encountered any problems getting through to the Practice by telephone? 

Yes  27%
No  69%
If you answered yes, please leave your comments below 

Would you be happy to give the Receptionist more information about your condition if it could mean that you would be seen sooner? 

Yes  50%
No  46%
Have you been able to resolve a query with your Doctor over the telephone? 

Yes  63%
No  20%
Did you use this method instead of having an appointment? 

Yes  53%
No  28%
Were you satisfied with this method of contact? 

Yes  64%
No  4%
How do you rate the ease of access to your Doctor by telephone? 

Very poor  0%
Poor  4%
Fair  9%
Good  13%
Very good  21%
Excellent  34%
No response  19%
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Do you ever visit the Branch Surgery at Threemilestone? 

Yes  28%
No  68%
If you answered yes, what services would you like to see provided there? 

Have you used the Out-of-Hours service in the last 12 months? 

Yes  23%
No  72%
What were your reasons for this? 

Medical emergency  19%
Prescription  0%
Advice  6%
Dental problem  0%
No response  75%
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Were you happy with the service you received? 

Yes  17%
No  6%
If you answered no, please leave your comments below 

A LITTLE ABOUT YOURSELF 

Are you? 

Male  28%
Female  69%
What age are you? 

Under 18  0%
18-30  9%
31-40  12%
41-50  21%
51-64  24%
Over 65  31%
How often do you attend the Practice? 

Never  1%
Very little (less than twice a year  10%
Sometimes(between 2-6 times per year)  57%
Frequent attender(over 6 times per year)  26%
Thank you for completing the survey. We would welcome any comments you may have on the topics covered above. 
2014

