Patient Survey 2012

Practice and PPG reply

Comments

There is concern with the number of comments stating they have trouble getting through to the practice.

Action

Increase the number of lines on the appointment phone and increase staffing from 08:30 to 09:30 to deal with busy period.   New phone lines ordered from BT and staff advised of shifts changed. 25th Feb 13. 

Comment
A lot of comments stated that they didn’t know about the internet facilities and how to book appointments or order prescriptions on the internet.

Action

The Practice Manager is to arrange a demonstration of the internet in the waiting room.  He is also to arrange an advertising campaign to increase awareness of the internet facilities. 

Comment

There is concern that patients can’t get appointments on the day.

Reply
The practice runs an appointment system which tries to balance the needs of the patients with the resources available.  They can only offer a finite number of appointments.  They offer on the day appointments which are really meant for patients who have an urgent condition that needs to be seen that day.  Unfortunately this is now being used for routine conditions that could wait a couple of days.  This is very hard for the practice to deal with as they don’t want the receptionists to “triage” appointments.  The practice tries to offer a range of appointments throughout the day but is finding it impossible to meet all patients wants.  They do monitor their appointments and currently offer more than the national average of appointments per patient per year. 
Comment

Being put on hold.

Reply
The practice has made the conscious decision not to go down an electronic answer phone system, they try to answer all calls as soon as possible.  Sometimes if they are dealing with a call rather than leave the phone ringing with someone who may have a serious problem on the other end they answer it and check to see the patient is alright to hold.  If the patient has an emergency the receptionist can deal with that call straight away.  This system does mean that at busy times patients may be put on hold for a little while but we hope that with the new lines coming in there will be more capacity to answer all calls quicker.

Comment 
Privacy on Reception

Reply

Our reception is not ideal and if we ever get the funding for a refurbishment we will look at improving it but in the meantime we do offer to take patients to a less public area if they need to discuss something private, we have also reminded all the receptionists of the importance of  respecting confidentiality.

Comment 
Long wait to see preferred GP
Reply

We can have long waits to see some of our GP’s especially our lady GP’s.  One is only part time and is also one of our diabetic specialist doctors so gets very busy.  Unfortunately there is little we can do about this.  All our GP’s have full access to patient’s notes and work under the same guidelines but it does come down to patient preference.  

Comment 
Receptionist (Criticising)
Reply

Although there were a lot of comments that compliment the staff and especially the receptionists there were 12 comments criticising the Receptionist.  Although they have a very hard job they are there to provide a service and if ever they are found to be rude or obstructive then patients should ask to see the Office Manager or the Practice Manager who will try and sort the problem out.  We do pride ourselves in trying to offer a caring and professional service at times we all need it highlighting when our standards slip.
