Stanley Medical Group
Review of Patient Survey 2015/16 and Action Plan
At the beginning of 2016 we conducted a patient survey to gather the opinion of our patients, in the same format agreed by our Patient Reference Group.
We collected 118 forms. A summary of results is below (click on Appendix 1 for more detail).
The results/trends were very similar to the survey done in 14/15 which was very well received in the areas relating to premises and consultations/individual clinical feedback however it was disappointing in the areas looking at access to a GP.  
Access/Appointments:
[bookmark: _GoBack]The practice constantly monitors the number of GP/NP appointments available in any week ensuring capacity don’t drop beyond an unmanageable amount in the event of staff holidays or other leave.  A typical week has the equivalent of over 900 appointments (although not all of this is bookable by patients as it includes our system for our On Call clinicians to deal with urgent appointment requests) 900 is between SILVER and GOLD standard according to RCGP guidance.  Since doing the survey we have employed a practice pharmacist who deals with all medication queries or requests that are not listed as ‘repeat’.  The aim is to free up the time of GP so that he/she doesn’t use up appointment time to deal with medication queries that can easily be done by a more appropriate clinician.  This improvement will not be reflected in the survey results. 
Premises:
This area showed relatively good results both years. This year’s survey showed great improvement in the quietness/privacy question which was very satisfying.  We have changed our Reception Desk, applied a visual aid to stop patients being too close to the person at the Reception Desk (coloured feet on the floor)  and we now have full use of the entire waiting room for Stanley Medical Group patients so we have utilised 3 areas for patient information, to create a distraction.
Consultations/ Individual Clinician:
Again this area showed very good results both years.  Nil action from last survey
Summary of Comments:
Often this section provides a variation in patient experience.
However the two main themes were:
1. Dis-satisfaction at GP Access and/or preferred GP
2. Telephone lines busy / long wait

· It is our intention to re-audit in January, to see if the addition of a Pharmacist has improved matters.  This is high priority for Stanley Medical Group
· Access to a named GP - Dr Bisson is researching some work done by RCGP to assist with managing GP continuity in large practices.  This is a longer term project however we hope to make some progress with this using  ‘RCGP Continuity of Care Toolkit’  within the next 6 months  http://www.rcgp.org.uk/policy/rcgp-policy-areas/continuity-of-care.aspx  
· We have plans to install a new telephone system, which amongst other things, will ensure better utilising of our Branch site which could field calls to relieve some of the pressure at our main site.  We have 2 quotes and are currently negotiating the final points, with a view to having install and training complete be the end of the year.  The system includes easy to view reports that tell us about busy periods, less busy periods, dropped calls, length of calls, distribution of calls between operators therefore we are will use this tool to ensure our call handlers are greater in numbers at peak times.
· It also includes call recording which we plan to use for staff training. 

Appendix 1
Patient Survey Results:




Action Plan
1. Re-Audit Access January 2017
2. Dr Bisson to introduce plans to follow RCGP guidance on GP Continuity
2. Finalise the purchase of phone system
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QUESTIONS

				POOR		GOOD		EXCELLENT

		Q1 What are the chances of seeing a specific GP/Nurse of your choice within a week		40		54		21		115				Overall % Satisfaction 

		Q2 What are the chances of seeing any GP/Nurse within 2 working days		38		51		19		108

		Q3 How would you rate your satisfaction with the length of your appointment		11		75		26		112

		Q4 How would you rate the overall process for booking your appointment		17		70		30		117

		Q5 How easy is it to access the Practice building		0		36		82		118

		Q6How would you rate your satisfaction with the location at stat of the Practice facilities		2		37		76		115

		Q7 How would you rate the waiting room in terms of privacy, quietness etc		9		69		40		118

		Q8 how would you rate the system for making complaints 		12		70		36		118

		Q9 GP/Nurse you saw today

		Q10  How satisfied were you with your consultation 		1		40		70		111

		Q11 How would you rate the explanations provided to you and any options outlined		3		39		65		107

		Q12  How would you rat the ability of the person you saw to listen to you 		1		36		70		107

		Q13  How would you rate the manner in which you were treated by the Receptionist		1		27		76		104

				135		604		611

				Y		N

		Would you recommend this Practice to your friends and family ?		104		6				110

																		Would you recommend this practice to your family and friends ?
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ABOUT THE APPT SYSTEM

		COMMENTS ABOUT THE APPOINTMENT SYSTEM

		Never get to see a Doctor of your choice

		Online System is great

		Wish you could book appointments with a nurse online

		Caters for all needs, electronic etc.

		Unable to see a doctor when received text to contact the surgery

		Staff are excellent on the telephone and in telephone

		It is very hard to get an appointment with a GP of your choice

		When I was pregnant appointments were great but unfortunately it has returned to over a week wait, I booked this appt 10 days in advance

		It is ok booking if ring on morning, but sometimes I have had bother if called in. i.e., meaning receptionist saying better to ring even when non urgent.

		Appointments should be able to be booked in advance & they shouldn't have a few back each day for people to phone up

		I would say depending on who you speak to depends on how helpful they are. I feel on a few occasions I've had to beg, But this is not true to all staff as some are really friendly & helpful

		Appointments generally ok, however have tried to make appointments but were unable to

		A week is really to long to wait to see a GP

		Depending on what is wrong I think the GP's should see patients as long as necessary

		Never any appointments available when people are ill especially mental health problems. What is the point of emergency lists. Patients should be seen as an when. Should be open access 24hrs/7days

		Long waiting time for non-urgent appointments

		Generally a very professional servi ce offered 

		too long a delay in seeing GP of choice

		phones busy - too long a delay - why ?

		I have always found it esy to ook either a specific appointmetn or a general appointment.  Both the oline and telephoen booking methods are excellent

		scored poor for Q2 - I am referring to general appts.  If I need to see a gP urgently then I can usually see someone the same day or mornign after.

		amazig. All staff are incredible. Very Grateful for the amazing service

		Length of time allowed should be longer





ABOUT THE PRACTICE

		ABOUT THE PRACTICE

		Staff friendly & welcoming

		Never Complained

		Never had reason to complain, So making a complaint, I've no experience in doing so

		Never had reason to complain

		New patient so cannot comment much at the moment

		Need new receptionist

		Very friendly staff

		Good practice but too many patients to see to.

		It is good that if you cannot get an appointment & it is urgent, you can access an on call Dr, I had to use this service & found it very reassuring.

		Need more knowledge & empathy to patients especially Dr Margetts. Need more knowledge regarding psychiatry  medication. More dignity & respect for elderly & other patients

		Privacy not that great at reception

		No, seems prettry efficient as it is

		no problem with the practice

		always found it to be a pleasant place

		Brilliant   don’t understand why anyone would complaint.  The NHS is amazing, don’t understand people who think otherwise

		Privacy - non existent.  Question sheet must be longer, a lot of areas missing.





ABOUT THE VISIT TODAY

		J. Gledhill		Appointment was 45 minutes late                     

		RC + Student		Has been patient listening to my concerns

		CC		Gp excellent, quick, knowledgeable

		Amy Midwife		 Not been seen yet but normally very good

		JRB		Excellent

		Kelly Green		Your nursing staff are excellent, listened & explained things pleasant and very easy to talk to.

		Nurse Sister		Excellent

		JP		Very pleasant & helpful

		Donny		Everyone is great

		RC		Doctor is lovely very helpful & felt listened to

		NS		Lovely Lady

		G Fletcher		Gemma was very friendly and professional put me at ease.

		Gemma		very good

		B. Hodgson		very satisfied everything is being done to help

		Not spec		Very friendly staff

		J. Seymour		I booked in on the machine which is a lot better, simply because of the waiting time at the desk

		LT		Elderly people should not be offered early morining appoitnments 

		KG		I was into have liver and diabetec bloods taken done without any discomfort

		ML		I have a fear of injectons and Mandy was incredible. She made me feel so relaxed and calm.  Shes fantastic. Seen another nurse in Septemver and she dealt with me so well also.   Donte tests and ensured nothing was wrong becore recommending change in conraception.  thank You





















 IMPROVE PRACTIC

		More information if clinics are running late

		open  24hrs/7days a week (like nurses on wards) more gp's to be employed, speak reasonable English & employ mental health nurses

		improve appointment service

		better phone service, impossible to contact to make appointments

		better care of over 70's

		to be able to see a GP you want easier

		Appointment times but I guess that can't be helped

		Always it is the appointments system 

		couldn’t improve, its perfect





GPNURSE TODAY

		GP/NURSE		COMMENT

		NS		more in action/proaction depending on patient situation especially mental health needs improving greatly

		CC		Yes - don't have emergency appointments

		Donny		Donny was very good in & out in a minute

		JP		Dr Price is an efficient and is easily understood wht is needed.  She follows through until she is satisfied that all is well 

		KG		NO VERY SATSIFACTORY
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