Danson Family Practice

Improving Patient Satisfaction

Practice Action Plan 
	Area for Improvement
	Recommendation 
	Action required
	Practice Lead
	Timeframe for changes
	Comments /Achievements

	1
	Ability to get through to the Practice by Telephone
	Review the telephone system 
	· Research and identify the options and solutions that are available to help with current set-up to improve patients’ experience.
· Allocate responsibilities to staff

· Consider auto attendant features that could provide information to patients when on hold.
· Monitor telephone usage.

· Restructure reception team.
	Caroline Mitchell
	February 2013
	

	
	
	Provide wireless headsets for reception staff to enable staff to carry out range of other duties without missing incoming calls
	· Asked the centre manager in January 2013 await delivery.
· Monitor and evaluate whether equipment has enabled staff to take more incoming calls whilst also covering reception desk.
	Caroline Mitchell
	February 2013
	

	
	
	To use of text messaging service to patients as a reminder to patients not to forget their appointment
	· Look into using NHS.net for persistent DNAs.

· Telephone on the day on habitual DNA patients.

	Caroline Mitchell
	Ongoing
	

	
	
	Consider online appointment booking system for patients other than on www.dansonfamilypractice.co.uk 
	· See appointment system – review to ensure that online booking is feasible.

· Speak to EMIS.
	Caroline Mitchell
	February 2013
	

	2.
	Appointment System
	Reduce the number of Did Not Attend Appointments (DNA)
	· Look at increasing use of text messaging service as a reminder to patients not to forget their appointment.
· Display reminders to patients each month on the number of wasted appointments via posters, newsletter and website updates.
	Caroline Mitchell
	March 2013
	

	
	
	Review of Practice Appointment System
	· Review of appointment system to help improve access and manage patient demand.
· Practice to look at matching capacity to demand.
· Communicate any changes to staff and patients as feedback is crucial.
	Caroline Mitchell
	Ongoing
	Demand is matching capacity as seen in access returns to NHS Oldham

	3
	About the Staff
	Arrange customer care training for reception staff to improve patient experience/satisfaction
	· Create a welcoming and supportive environment.
· Ensure all relevant information is clearly available to patients and continue to look for ways to improve and personalise services.
· Provide customer care training to staff and evaluate and monitor improvements.
· Use results from the questionnaires to look at patient satisfaction with customer service skills.
	Caroline Mitchell
	Ongoing
	Customer Care training is being organised with education and training.
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