Park Surgery
Patient Satisfaction Survey
Results & Action Plan 2014

o  68.5% of you found it very easy or fairly easy to get through on the phone, but 20% of
you still found it not easy.

o« 93% of you rated the receptionists at the surgery as extremely, very or
fairly helpful. We are sorry that 7% found the reception staff unhelpful.

o  54% of you had used the triage service and found it helpful. 12% had used it but not
found it helpful. 23% preferred not to use this service.

«  Website. 51% of people completing the survey had used the website. Of
those, 71% found the information about the practice very good or good,
73% found the general health information very good or good, and 60%
found the facility to book appointments online and order repeat medica-
tion good or very good. 71% rated the website as user friendly.

o  Repeat prescriptions—90% of those on repeat prescriptions were happy with the sys-
tem and said their prescriptions were ready in time.

« Branded v generic medication. 58% of those responding were aware of the
difference between branded and generic medication, 65% were aware that
branded medication cost the NHS more, and 80% agreed that the NHS has
a duty to reduce prescribing costs by prescribing generically.

o  Of the patients that self referred to minor injury or Accident and Emergency depart-
ments, |8% did so because they could not get an appointment at the surgery, and 27%
because the surgery was closed.

These results along with the comments received have been discussed with

members of the Patient Representation Group and helped us to decide on this

years action plan. i

Phone: 08443 879933 0 . .
Park Surgery Or 01227 742568 rganization
|16 Kings Road Fax: 01227 742277

Herne Bay E-mail: pm.parksurgery@nhs.net

Kent CTé 5RE



ACTION PLAN 2014

What

Why

When

Better advertis-
ing of online ser-
vices

People using the online booking service and
prescription service seem very happy with it,
however the survey indicates that some peo-
ple who have access to a computer are not
aware that the service is available.

End of May 2014

Review website

A significant number of people find the web-
site average to poor. We will look into alter-
natives to see if something more interesting
can be done.

End of June 2014

Review appoint-
ment numbers.

The telephone triage system is popular, but
the commitment to dealing with all patients on
the day has put a strain on the GPs. We will
endeavour to recruit a new full time GP to en-
sure there are sufficient appointments

End of August 2014

Further educa-
tion and training
in customer care
for staff.

Whilst the overwhelming majority of patients
are happy with the service they receive from
Reception and administrative staff, there is still
a minority of patients dissatisfied with the ser-
vice they received. We will continue to moni-
tor staff performance and arrange further
training in customer care skills.

End September 2014

Repeat prescrib-
ing

Again, the majority of patients are happy with
the service they receive. However, for those
who experience a problem getting their pre-
scription this can cause a lot of time and effort
tracking down. It is difficult to monitor what
has happened when prescriptions seem to go
missing between the practice and the phar-
macy. We will investigate electronic transfer of
prescriptions between the practice and the lo-
cal pharmacies and hope this will improve the
overall service.

End December 2014

Increase aware-
ness of alterna-
tive sources of
treatment par-
ticularly when
the surgery is
closed

Some patients are going to accident and emer-
gency or minor injuries departments when
this is not the most appropriate place for their
treatment. VWe will provide literature to en-
sure patients know how to access the most
appropriate services when the surgery is
closed.

End May 2014




We value the opinion of our patients on the services we provide. If you are interested in getting involved
and would like to join the Patient Representation Group please email the Practice Manager, Hannah
Woalker—pm.parksurgery@nbhs.net



