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PRACTICE SURVEY ANALYSIS 2015
Review of 2014 Action Plan
The patient survey of 2014 identified several action points:
· Continue to hold walk in clinics
Walk in clinics are held on a regular basis; general feedback from patients is positive.
· Encourage use of the Pharmacy First scheme

Patients are encouraged to use the Pharmacy First scheme when appropriate to alleviate the pressure on the Nurse Practitioner and ultimately improve access to GP appointments.
· Consider additional 'catch up' slots within GP surgeries

The GPs see 5 patients an hour (as opposed to 6), allowing a 10 minute catch up per hour. The length of the GP surgery has been extended to accommodate the catch up slots; the number of appointments has not been reduced.
· Move the delay in waiting times board so it is more visible

After consulting with the reception staff, it was felt that the board is best situated behind the reception desk to ensure the reception desk is always manned. The practice recently changed clinical system which may allow waiting times to be shown on the self check-in system as patients check in for their appointment.

· Consider offering Online Appointments

Some GP appointments are now available to book online for patients registered for online services.
· Inform users of Online Services that appointments can be cancelled online

All patients registered for online services were made aware via e-mail that appointments can be cancelled online.
· Answerphone service to take messages for appointment cancellations
An answerphone service is now in place which allows patients to leave a message to cancel an appointment, improving the ability for patients to get through to a receptionist on the phone.
· Ongoing training and mentorship for reception staff
Training and mentorship regarding communication skills is ongoing for all reception staff in order to improve the service offered to patients.

· Advertise phone line opening hours in newsletter
The phone line opening hours are advertised in the newsletter alongside the surgery opening times. Patients assumed that they could contact the surgery via phone during the surgery opening times; this is not the case.
· Consider privacy screen for the front desk
After speaking to the reception team, they felt that a privacy screen at the front desk would have a detrimental impact, placing a barrier between the receptionist and the patient.
· Consider marking out the floor area for patients waiting
A ‘stand back’ sign is displayed on the front desk, reminding patients to respect the privacy of others. A ‘stand back’ line on the floor will be considered to further improve patient confidentiality.
· Promote Electronic Prescription Service and Online Prescription Service
The receptionists continually promote the Electronic Prescription Service and Online Prescription Service in order to increase uptake.

· Meet with Pharmacies to discuss issues

The Reception Supervisor met with Pharmacies who were experiencing issues with the prescription requesting process.
Analysis of 2015 Results

The following graphs identify the patient demographics of those who completed the survey. The figures are representative of the practice population.
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The majority of patients (38.73%) who completed the survey reported they are in full time paid work; this is an increase from 27.20% last year and is more representative of the practice population.
Improvements have been made to the appointment system over the last 12 months and more appointments are available to book either on the day or 48 hours in advance. Last year, 59.49% of patients said they have to wait 2 or more working days to see or speak to a Doctor; this has decreased significantly this year to 40.27%.
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Upon further questioning of the patients who answered ‘2 or more working days’, 65% said ‘There weren’t any appointments available’. Walk-in clinics are held regularly to allow open access to GPs; managing demand and reducing waiting times. The overall feedback has been positive; however the next survey will include a question regarding the walk-in clinics to ascertain the true effectiveness.
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Patients were asked to think about their last consultation and rate their experience. The results have improved from last year; the table below is in relation to patients who answered good to excellent.
	
	Last survey
	2015-16 Survey
	Difference

	Giving you enough time
	85.82%
	86.39%
	+0.57%

	Asking about your symptoms
	88.51%
	90.07%
	+1.56%

	Listening
	88.60%
	92.96%
	+4.36%

	Explaining tests and treatments
	85.88%
	87.59%
	+1.71%

	Involving you in decisions about your care
	83.40%
	88.32%
	+4.92%

	Treating you with care and concern
	89.10%
	92.20%
	+3.10%

	Taking your problems seriously
	85.72%
	91.25%
	+5.53%


The vast majority of patients stated they have to wait between 11 and 20 minutes for their consultation to begin. The practice charter states we aim to see 50% of patients within 10 minutes of their appointment time and 90% within 20 minutes. 25% of patients were seen within 10 minutes of their appointment time and 85.81% within 20 minutes, however these results may be skewed as patients may have completed the questionnaire based on a walk-in clinic appointment. When patients attend the walk-in clinic they are advised that there will be a longer wait for the consultation to begin, due to ‘on the day’ demand. A question will be included in the next survey to differentiate waiting times for routine, booked appointments and walk-in clinic appointments. In the meantime, information will be provided in the next newsletter about how patients can make the most of their appointment. The majority of patients rated the wait for their consultation to begin as ‘Fair’.
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Patients were asked to think about the last time they tried to see someone ‘urgently’ and if they were able to see or speak to a Doctor or Nurse Practitioner on the same day. This area has improved over the last 12 months as 68.71% agreed they were able to see someone the same day, compared to 64.10% last year. It is important to note that 12.92% of patients said this question did not apply to them. Patients who were unable to get an appointment on the same day were asked where they went for advice, the results are as follows.
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The receptionists encourage use of the Pharmacy First Scheme where appropriate, enabling patients with minor ailments to receive treatment over the counter when a GP or Nurse Practitioner appointment is not necessary. If no appointments are available, it is important that the receptionists provide information regarding Walk in Centres and Minor Injuries (where suitable) to prevent hospital admissions and reduce the burden on A&E.
The access at Leek Health Centre is flexible, accommodating the varying needs of patients; this is reflected in the survey as 83.67% rate the opening hours as good to excellent, compared to 81.01% last year. The core and extended opening hours are shown below:
	Day
	Core Opening Hours
	Extended Opening Hours

	Monday
	8am – 6.30pm
	

	Tuesday
	8am – 6.30pm
	7.30 – 8am

	Wednesday
	8am – 6.30pm
	7.30 – 8am, 6.30 – 7.45pm

	Thursday
	8am – 6.30pm
	

	Friday
	8am – 6.30pm
	7.30 – 8am


NHS North Staffordshire are responsible for commissioning the Out of Hours service. If patients contact Leek Health Centre outside core working hours, they are advised how to contact the Out of Hours doctor.

GP appointments are currently available to book up to 2 weeks in advance. The majority of patients said they would like to be able to book an appointment with a Doctor up to 2 weeks in advance; this has improved from last year from 70.92% to 78.73%.

[image: image8.png](*) How far in advance would you like to be able to book an appointment with a Doctor?





Patients were asked if they would like the surgery to open at additional times; 56.62% are satisfied with the current opening hours and 43.38% said they would like the surgery to open at additional times. Of the 30.15% who commented, 84.14% preferred weekends, 10.98% favoured more evening appointments and 4.88% did not specify. Earlier in the year, the practice signed up to the Increased Access to Urgent Primary Care at Weekends Local Improvement Scheme. Despite advertising the additional opening hours (Saturday morning), the uptake of appointments was low. Leek Health Centre will continue to accommodate patients who work during the day by offering early morning and late evening appointments.
A major concern expressed by patients is the ability to get through to a receptionist on the phone. An extra option has been introduced on the phones for patients wishing to cancel appointments; an answer phone service where patients are asked to leave their name, Date of Birth and date and time of the appointment they wish to cancel. This has had a positive impact on phone access as it has improved since the last survey with 50.34% of patients rating phone access as good to excellent, compared to 42.02% last year.
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Our receptionists work extremely hard and we already have a number of incoming phone lines. The receptionists receive ongoing mentorship and training to ensure they deal with phone calls efficiently. The reception rota is reviewed on a monthly basis to ensure adequate staffing levels; the receptionist’s hours have recently been increased to accommodate the increase in patient demand via telephone. In order to further relieve pressure the phones, we will consider offering additional, routine GP appointments online.
In order to continually improve the service offered, patients were asked how they are treated by the receptionists. 91.16% of patients rate the way they are treated by the receptionists as good to excellent; a significant improvement from 83.34% last year.
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Use of the self check in machine has increased since the last survey with 91.84% of patients using the machine to check in for their appointment. Of the 8.16% who did not use the self check in machine, 50% gave no reason, 16.68% said it was not working and 4 patients answered:

· No need so far

· Eyes sensitive to the bright light

· I am hopeless with electronic gadgets etc

· Don’t believe in it

94.08% of patients rate the self check in machine as good to excellent; a significant increase from 84.98% last year.
When asked about the Online Prescription Service, 59.31% of patients had no experience whilst 31.72% rate the service as good to excellent. It is important that utilisation of both the Electronic and Online Prescription Service is maximised therefore the reception team will continue to promote use of the services to reduce congestion at the front desk and help to improve the prescription service.

The layout of the practice website has recently been updated; although 72.72% of patients have no experience of the website, 22.38% rate the website as good to excellent. The website is advertised via the practice booklet, all letters sent to patients and posters in the waiting area.
98.64% of patients rate the cleanliness of Leek Health Centre as fairly clean or very clean; this reflects the hard work of the Domestic Staff. It is important to note that the remaining 1.36% of patient answered ‘Don’t know’.
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Patients were asked if they would recommend Leek Health Centre to someone who had just moved into the area; a substantial increase has been seen with 91.16% of patients recommending the service, compared to 78.54% last year.
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Patients were asked to rate the overall service provided at Leek Health Centre; 90.35% rate the service as good to excellent, a dramatic change from 79.84% last year.
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Overall, the results of the survey were positive with the majority of patients being satisfied with the service provided.

Although quantitative data is valuable, it is vital to obtain qualitative data to improve the service offered. Patients were asked to comment on anything particularly good about their healthcare. The vast majority of patients (84%) commented that Leek Health Centre has friendly, caring and helpful staff.
In addition, patients are asked if there is anything that could be improved. Many suggestions were identified within the quantitative data, with patients expanding on their answer; other proposed improvements were:

· Receptionists not asking your problems all the time

· Appropriate music in the waiting room

· Layout of the reception area – people can overhear what is said

· Options on website to sign up for text or e-mail notification or any ‘special’ health events taking place locally, e.g. screening for heart conditions in the young etc

· Reading material in the waiting room

· Useful information on the TV screen

Survey Results

The survey report has been circulated to PPG members and members of staff, published via posters in the waiting room, on our website www.leekhealthcentre.co.uk and the NHS Choices website.
Action Plan
	Survey Area
	Action Plan
	Timescale
	Person Responsible
	Completed

	· Waiting time for consultations to begin.
	· Include information in the next newsletter about ‘making the most of your appointment’.
· Check if option is now available on the self check in machine to display waiting times.
	· August 2015

· October 2015
	· Laura Spooner
· Laura Spooner
	

	· Patients not able to see or speak to a Doctor or Nurse Practitioner on the same day when they require an ‘urgent’ appointment.
	· Receptionists to provide patients with information regarding the walk-in clinic or local Walk in Centres/Minor Injuries (where suitable) to reduce hospital admissions and reduce the burden on A&E.
· Advertise in the next newsletter.
	· Ongoing
· August 2015
	· Laura Spooner

· Laura Spooner
	

	· Pharmacy First Scheme.
	· Receptionists to encourage use of the Pharmacy First Scheme to increase appointment availability with GPs and Nurse Practitioners.

· Advertise in the next newsletter.
	· Ongoing

· August 2015
	· Laura Spooner 

· Laura Spooner
	

	· Access via phones.
	· Mentorship and training for receptionists.

· Two new members of reception staff employed – provide training to enable them to answer the phones efficiently.
	· Ongoing

· October 2015
	· Joanne Burgess

· Joanne Burgess 


	

	· Advertise phone line opening hours.
	· Advertise in the newsletter alongside the surgery opening times.
	· August 2015
	· Laura Spooner
	

	· Online Appointments.
	· Offer more online appointments to improve access via phones.
	· October 2015
	· Maria Malkin/Tracy Norton to discuss in GP meeting
	

	· Electronic and Online Prescription Service.
	· Receptionists to promote the Electronic and Online Prescription Service to increase uptake.

· Advertise in the next newsletter.
	· Ongoing

· August 2015
	· Laura Spooner 

· Laura Spooner
	

	· Receptionists asking problems.
	· If patients do not wish to divulge personal information, the receptionist should explain the reason for asking, whilst acknowledging that the patient does not wish to provide the information.
	· Ongoing
	· Laura Spooner 


	

	· Music in the waiting area.
	· Review the music played in the waiting room.
	· August 2015
	· Joanne Burgess
	

	· Layout of the reception area.
	· Consider ‘stand back’ line at the front reception desk to improve patient confidentiality.
	· October 2015
	· Maria Malkin/Tracy Norton to discuss in GP meeting
	

	· Information on website.
	· Provide information regarding ‘special health events’ taking place locally, e.g. screening for heart conditions in the young etc.

· Information on how to sign up for the text messaging service.
	· Ongoing

· August 2015
	· Laura Spooner/ Samantha Brown
· Laura Spooner
	

	· Reading material in the waiting room.
	· Display posters in the waiting area asking patients to donate relevant reading material for the waiting room.
	· September 2015
	· Joanne Burgess/ Samantha Brown
	

	· Useful information on the TV screen.
	· Further information to be displayed on the TV screen to promote services offered at Leek Health Centre, including Electronic and Online Prescription Service, text messaging appointment reminders, flu clinics etc.
	· October 2015
	· Laura Spooner
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