The following action plan sets out key ways the practice can improve over the coming year, based on the views of our patients. Patient feedback was gathered through a survey conducted between 25th April to 31st May 2013. The direct answers to questions, and the comments and suggestions provided by patients, prompted these action points. 

	Area to improve
	What we can do
	When (deadline for findings)
	Progress

	Telephone  NDU Surgery 
	· Use the newsletter / website / new patient pack and notice boards to encourage patients to call the practice at a range of times, particularly after 10.00 am to book non-urgent appointments and for other non-urgent enquiries, and to use all methods of contacting the practice. 


	Ongoing 

31.3.2013
	All members of staff would assist with phone calls at the busiest times where applicable.

	GP Telephone Consultations
	· Use the newsletter / website / new patient pack / patient meetings and notice boards to encourage patients to use all available methods for appointment booking. Awareness of Telephone calls
· Mix reviews about telephone consultations with GP first before an appointment is offered, some patients prefer face to face appointments. Patients encouraged to use Website to book appointments 

	3.6.2013
3.6.2013

	Meeting with reception staff to show awareness to patients of different ways of making appointments, encourage staff to address telephone consultations more.
NDU Website trial run to make available for patients to book appointment with GP. Look into having some slots for appointments for patients with no access to internet.


	Signage
	· Liaise with buildings maintenance to replace and update current internal signs to include new Practice Nurse

	13.5.2013


	In progress June 13 


	Patient contact
	· Increase the use of telephone contact for follow ups
	30.4.13
	The practice is now contacting as many patients as possible by telephone for annual recalls (April 13)

	Telephone Blood Results
	· To train front line staff and how to distinguish results of blood test that are normal and abnormal
	29.5.2013
	Ongoing – Reception staff to have 10 min training with a clinician due to new clinical system unable to tell what bloods are normal and abnormal.
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