PATIENT SATISFACTION SURVEY 2013-2014 
& ACTION PLAN

Dear Patients

Thank you for completing the on-line satisfaction questionnaire. The results have been analysed by the computer and are posted on the surgery website for you to see. A copy is also displayed on the surgery notice board. 

The results have been discussed with the PPG Group at the surgery. 
We are very grateful that you have joined the PPG group. A copy of the survey results have also been e-mailed to each virtual PPG member for their comments and feedback.

The results of the survey and the action that will be taken is summarised below. 
As always we very much appreciate your comments and feedbacks as this is an essential way of improving our service to you.

In the survey 56% respondents were white, 23% were Asian, 12% were black and 1% other ethnic group, this response is fairly representative of our practice population and reflects the demography of the surgery  54% were employed, 12% unemployed 9% retired, 6% on long term sick and 5% looking after home/family. The survey also represented a broad range of ages with 52% in the age range of 16-44, 31% 45-64, 9% 65-74, 2% over 75 and 1% under 16, 5% did not wish to share this information.


Responses about Receptionists and Appointments.

Q1.  82% of patients feel that the receptionists are very helpful (last year’s was 79%) and 16% feel that they were fairly helpful.  

Although we have shown an improvement of 3% from last year, we constantly aim to achieve 100% in this area by undertaking receptionist training on how to deal with challenging situations, emphasising our surgery motto of being kind, understanding and empathetic to patients and treating patients with respect and “how you wished to be treated” in similar situations. 
  
We also pay great emphasis when patients give us feedback and use any comments as a learning tool to bring about positive behavioural changes. 


Q2. 86% of patients felt it was easy to get through on the phones (last years was 86%) and 8% felt it was not very easy. 

We have implemented following improvements –

	New land line system has been implemented which directs callers to appropriate people ie medication queries can now go direct to the member of staff etc. This should free up the appointment line making it easier for patients to get through to the surgery. We will monitor the success of this system and review as necessary.

On line booking is available for patients to make appointments and cancel appointments using the surgery website
Facility to order repeat medications using the surgery website is also available for patients convenience
Doctors have dedicated appointment slots for patients who request a “telephone consultation”.
	Message on J-Board to advice patients not to ring at busy times for requests other than appointments. This will free up the appointment line and make it easier for patients to get through on the phones. 

Q3 and  Q4. 87% of patients felt that the surgery was open at times convenient to them and 5% felt it is not open during convenient times. 

There is not a great deal of difference in these figures to that of last year but surprisingly 34% of patients still don’t realise that we are open on a Saturday. 

We have taken the following steps to advertise Saturday openings to patients-

a. Message on J-Board so that patients visiting the surgery can see them when waiting for them to be called by doctor

b. Surgery website has prominent notice about Saturday Opening

c. Message about Saturday opening is on the Right hand side of the repeat prescription slip.

d. Poster has been added in the local pharmacy so that patients who visit the pharmacy know that we are open on Saturday

e. Posters in English/Urdu and Polish are displayed in the surgery, pharmacy and the local mosque informing patients about Saturday openings. 

Responses about the Doctors and Nurses

DOCTORS 

Q5. 95% of patients felt that the GP’s were very good/good at listening to them (last years was 93%) , 3% rated the GP’s as fair, 0% rated this as poor.

The doctors reflected on the comments made about them and have incorporated them in their appraisals. 

The improvement on last year is 5% which is pleasing. However, the doctors strive to get  100% good feedback from there patients.  

Q6 93% rated the GP’s good/very good when explaining results and treatment(last years was 90%) , 3% rated fair (last years was 5%) and 0% rated this poor(last years 0%)

The doctors have reflected on their feedback from last year and this is reflected in the improvement from 90% to 93%. As usual, this year’s feedback has been discussed in details with the doctors who have reflected on it and will strive to achieve 100% for next year. 

Q7. 94% rated the GP’s good/very good in treating them with care and concern (last years was 90%) and only 3% thought the GP’s were fair in their treatment (last years was 5%).

The doctors have noted the improvement in the feedback from patients. 

Q8. 97% of patients said they have confidence and trust in the GP that they saw (last years was 95%) , 
0% said they had no trust in the GP (last year was 1%). 
 
Again an improvement of 2% from last year reflects positive comments. 

NURSES 

Q9. 87% of patients said that the NURSE they saw treated them with care and concern (last year was 89%) and 1% said it was fair.

Q10. 77% of patients said they definitely had trust and confidence in the nurse that they saw (last year was 89%) and 9% said that to some extent they had trust in the nurse. 

The feedback has been reflected on by the nurses and incorporated in their annual appraisals.
There has been a change in nursing member of staff. Reason for changes in feedback has been reflected upon by the staff members who have taken this challenge in a positive manner. 

There has been a change in the demography of the patient population with an increase in floating patient’s and issues of language barriers which poses its own challenges.

 Q11. 96% of patients said that their experience at the GP surgery ranged from very good, good, and excellent (last year was 95%) with 0% saying their experience was poor.

The results show an improvement from last year. This was discussed with all members of staff who were congratulated on their hard work. However there was still room for improvement and we strive to achieve 100% satisfaction. 


Q12. 93% said that they would recommend this GP surgery to someone moving to this area with 3% said they didn’t know.

This element of feedback is a mystery for us and is very baffling. The natural human inclination is to be part of an experience that one is happy with and would recommend to others. 96% of patients are happy with their experience of the GP surgery but only 94% would recommend it to others. 

The comments made by patient’s about the surgery and staff is all very complimentary with no negative feedback (attached). 

To understand and improve this element of the feedback, we will be adding an extra question to next years survey which will ask patients to list the elements about the surgery that they are not happy with or that they feel should improve so that they can recommend the surgery to others. We believe that this question needs an extra dimension of feedback from the patients which will enable us to get more objective feedbacks that will help us to improve our services.




