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Guidance template for discussion of local survey findings and

The Tickhill Surgery 

Patient Satisfaction Survey – 2013/14
Part A.
Discussion of local practice survey findings

	1.
	Patient participation group (PPG) members present:

Members present at meeting on 26th  February 2014:

Mrs N Carr – Chair
Mrs J Hart - Secretary

Mr S Johnson
Mrs H Burke

Mr B L Batty
Mr & Mrs Tissington

Mr & Mrs Totty
Mrs Salthouse
Mrs HIlling
   Mrs Ripley
 To be completed at joint meeting:

	
	

	2.
	Practice staff (and designation) involved:

Dr IM Saunders      )

Dr TC Sheehan      )      GP Principals

Dr K Kumari           )

Dr M Pande            )

Graham Daniel       )

Julie Dodd              )       Management Team

Claire McKinney     )      

Alison Beecroft       )

To be completed at joint meeting:

	
	

	3.
	Please state your key findings from this local survey – look at the report as a whole to include written patient comments in order to obtain a complete picture of performance.

· 88% (83% in 201213) of all patient ratings about this practice were, good, very good or excellent.

· 121 (156 in 2012/13) patients provided feedback; this is a drop from last year despite the efforts of practice staff.    
· 13 of the 28 questions recorded a higher mean score than last year.  This reflects a drop on previous years achievement.
· There were 41 (45 in 2012/13) written comments, summarised as:

· Complementary – 13 or  31% ( 16 or 36% in 2012/13)

· About the appointment systems; including the telephone system; - 18 or 43% (19 in 2012/13)
· split between same day and pre bookable, 

· waiting times, 

· accessing the surgery by telephone 

· Staff/doctor attitude – 2 or 5% (0  in 2012/13)
· Other comments 8 or 19% ( 22% in 2012/13)
· music in waiting room – 2 (5  in 2012/13)
· Open door so people can wait in the dry - 3

· Information leaflets – 1  
· More money for practitioners not administrators - 1

· Offer well woman clinics - 1

To be completed by GP practice:

	
	

	4.
	Which responses were most positive?

· Overall satisfaction with the visit – 99% (120 good, very good or excellent)

· The manner you were treated by the reception staff – 98% (119 good, very good or excellent)

· The doctor/nurse explanation of things to me – 97% (118 good, very good or excellent)

· Doctor/nurse ability to listen to me – 97% (118 good, very good or excellent)

· Respect shown to me by this doctor/nurse  – 96% (116 good, very good or excellent)

Comments:

· It should be noted that the responses to the question “The manner in which you were treated by the reception staff” showed a continuing improvement on previous year.
To be completed by GP practice:

	
	

	5.
	Which responses were least positive?

· To be able to see the practitioner of choice  – 69% (84 good, very good or excellent)
· Ease of contacting the practice by telephone – 74% (89 good, very good or excellent)

· Chance of seeing a doctor/nurse within 48 hours – 74% (90 good, very good or excellent)

· Length of time waiting in the practice to be seen  - 76% (92 good, very good or excellent)

· Respect of your right to seek a second opinion or complimentary medicine  - 77% (93 good, very good or excellent)

Comments:

· At the national level these were also within the least positive responses.

· The ability to see a doctor on the day in our “urgent – session” is not considered by some respondents as being able to see a doctor within 48 hours.  This only scored 74% (90 rated it good, very good or excellent).
· It was noted that the question “respect of your right to seek a second opinion etc” had the highest number of blank/spoilt answers 24, so may have been elt as inappropriate at this visit

To be completed by GP practice:

	
	

	6.
	In which areas did you deviate most from the national benchmark? Can you explain why this might be?



	
	
	Area
	Practice
	National
	Comment
	

	
	
	Respect shown
	75%
	84%
	116 (96%) scored this good, very good or excellent. 
	

	
	
	Concern for patient
	71%
	80%
	Only 1 response scored below good, though there were 10 blank/spoilt answers.
	

	
	
	Warm of greeting
	74%
	82%
	118 (97%) scored this good, very good or excellent.
	

	
	
	Ability to listen
	74%
	82%
	118 (97%) scored this good, very good or excellent.
	

	
	
	Recommendation to friends etc
	73%
	81%
	Only 2 response scored below good, though there were 7 blank/spoilt answers.
	

	
	
	Explanations
	73%
	81%
	Only 3 response scored below good, though there were 5 blank/spoilt answers.
	

	
	To be completed by GP practice:

	
	

	7.
	What are the main priorities identified by practice staff?

· Seeing the practitioner of choice is acknowledged as a desirable aim, however with GPs attending two sites it is always going to be a challenge.  This is noted but not able to be improved significantly without additional resources.
· Continuing monitoring of the appointment system looking for possibility to increase more pre-bookable appointments without significantly disadvantaging patients with acute episode seeking an appointment on the day.  This is noted but not able to be improved significantly without additional resources.

· Improved telephone response however increased lines, staffing for the 1 or 2 hours of extreme high demand makes this difficult and in the current economic climate a replacement telephone system to include queue monitoring is not affordable.

· Increased publicity about appointment systems and where other advice can be obtained e.g. NHS direct, pharmacist, self management etc.  Steps to bridge the gap between what patients feel is necessary and what clinicians feel is appropriate.

To be completed by GP practice:

	
	

	8.
	What are the main priorities identified by the PPG?  
The PPG recognises that they continued with the work from the previous year in consultation with the practice but it was felt that the same priorities ought to still be an item that is addressed throughout the year.  The priorities identified at the meeting held on 27th February 2014  included the following:

· Appointment, Triage, and Telephone access
· Patient choice
· Patients taking there own responsibility
·  Making patients aware of services within the NHS
To be completed by PPG:


Part B. 
Action plan: 2012/13
The following were identified in the previous year:

	Patient experience issue
	What has been done to address this?

	Waiting time to see a specific clinician 


	The practice continues to monitor the situation with regards capacity and demand on a monthly basis.

	Length of time waiting in the practice to be seen 


	All clinicians are aware of the frustration this causes for patients and carers.  Limiting the number of items which can be raised within a single consultation period, have been considered, but, the doctors felt that would not be in the best interest of the patient or in the long term for the practice.  

If clinics are running late, reception staff will continue to try and keep patients waiting informed.

	How to increase availability of appointments 


	The practice continues monitoring of the appointment system looking for possibility to increase more pre-bookable appointments without significantly disadvantaging patients with acute episode seeking an appointment on the day.  This is noted but not able to be improved significantly without additional resources.



	Appointment System


	See above.
We have started offering a limited number of pre-bookable appointments available on line, but these all come from the same overall total be that booked by the doctor directly for a specific follow up, the reception staff on behalf of a patient or directly by patients on-line.


Action plan: 2013/14
Which areas did you mutually agree as priorities for action and intervention? Please complete the table below.

	Priority for action
	Proposed changes
	Who needs to be involved?
	What is an achievable timeframe

	Appointment, Triage, Telephone access
	PPG to advertise with newsletters in local public areas  
	PPG as a group
	On going with regular updates at PPG meetings to keep up the profile

	Dr of choice


	Patient awareness of the availability and choice of clinician 
	PPG group to increase awareness 
	On going with regular updates at PPG meetings to keep up the profile

	Patients being more aware and taking there own responsibility. Lack of knowledge of the alternative services within the NHS


	The group have arranged a look after your health awareness day open to the local public, with local advertisements for the event everyone welcome
	PPG as a group other health providers within the NHS are arranged to come to talk about what patients can access and healthy lifestyle
	This has been arrange for 11th April 2014 in the Tickhill Parish rooms


Does your CCG (or similar body) need to be contacted?

The work is currently ongoing and findings from the PPG working groups have yet to be presented and discussed.
(This would only be the case if a practice proposes significant change and PPG agreement has not been obtained.  Changes which impact on contractual arrangements also need to be agreed with the CCG/Area Team).
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