Gibson Lane Practice Patient Survey 

8.Practice Action Plan for 2019/20
	Action
	Category
	Proposed Action
	To be completed by

	Distribution of survey results.


	Patient information/

communication
	Put on practice website. Newsletter, posters at all 3 reception sites. Email to all patients who have consented and provided practice with an email address.


	31/03/2020


	Wider distribution of survey results.


	Patient information/

communication
	Increase number of patient email addresses. Wider distribution of newsletter to post offices/libraries. Local pharmacies. 

	31/03/2020
Number of 

	Increase number of patient email addresses


	Patient information/

communication
	Campaign during 2019/2020 MJOG sent to all pts with mobile number to reply 
Continuation of recruitment to “virtual” patient group. 

Continue to update information on the practice website www.gibsonlanepractice.co.uk

	31/03/2020


	Increase number of patients in both virtual and actual patient group forum
	Patient participation
	Continuation of recruitment to “virtual” patient group using Practice literature already available. 

Invite patients to actual group.

Awareness on practice website and newsletter
	31/03/2020


	Educate patients on the Practice appointment system


	Patient information/

communication
	PIL available at all 3 sites.  Website information, newsletter. ?FTF contact with patients. Problems with patient perception of ringing in at 8am. Patient calling board at KHC. 

Continue to have problems with patients ringing at 8am.

Appointment system reviewed 01/18 cont. to monitor from pt. practice feedback 
	31/03/2020



	Extended hours surgeries
	Patient Access
	Continue to monitor patient needs and review at 6/12 appointment system review with partners.
Increase collaborative working & additional new services.


	31/03/2020


	Telephone appointments
	Patient Services
	Comments re more specified appointment times for patients to receive calls. Continue to monitor patient needs and review at 6/12 appointment system review with partners.
Continue to monitor pt. feedback & review. To look at on-line booking.


	31/03/2020


	Pre-bookable appointments
	Patient Access
	Continue to monitor patient needs and review at 6/12 appointment system review with partners. To look at changing some of the pre-bookable times to suit pts needs.
	31/03/2020


	Practice Survey
	Administration
	Excellent results in 2018/2019. To be reviewed in 2019/2020. Continue to discuss with PGF. 

To collate feedback from pts on customer services.


	31/03/2020


	Telephone appointment questionnaire
	Patient Access
	Excellent results in 2018/2019. To be reviewed in 2019/2020. Continue to discuss with PGF.
Continue staff training in this area.


	31/03/2019



	Practice Complaints
	Policies and Procedures/Clinical Care
	To maintain or reduce current level of complaints. Continue to maintain current high standards in the Practice.

Staff training.

2018/19
6 W, 13 Email , 7 Verbal justifed/ partley 11 no 15 =26 


	31/03/2020
 

	DNA patients
	Patient Access
	Continue to monitor and review protocol for these patients. 
	31/03/2020


	Parking issues KHC
	Patient access to site
	Continue to monitor issues at KHC with community staff and staff who attend for meetings.  Local Highways have put parking restrictions.

.

Posters, website info & newsletters to encourage pts to walk or cycle o the health centre.


	31/03/2020


	Local Pharmacies
	Patient services
	Continue to network with local pharmacies to ensure good communication and excellent patient services between both parties. 
Pharmacy first scheme is promoted online services 


	31/03/2020


	Online services
	Patient access and services
	Continue to promote Systmonline and educate and recruit more patients to use the online services to book appts and order repeat prescriptions etc.

· Practice display campaign 

· Increase availability of GP appointments e.g. different times of day
· Increased access for summary and details coded records

· To look at increasing services offered.

	31/03/2020


	Health Station 
	Patient access and services
	To continue to promote and increase use of Health Station for pt. to input pt. demographics and to increase number of clinical  appts  with Nurses and decrease pt. waiting time 
	31/03/2020

	Booking telephone appointments online
	Patient services
	To look into providing this service for patients with Systmonline – not available at this time, to be reviewed with appointment system workshop.

Continue to review this as currently not available.


	31/03/2020


	New Technology
	Patient access & services
	· Newly installed health pod for pts to enter their information including BP, to reduce time used in clinical appointments & increased access.

· BP machine now provided at Garforth.

Training will be undertaken by all staff to assist the pts to use this service.

· Hardware for Skype being installed & training being undertaken for GPs to undertake consultations April 2019.
· New SMARTPADs purchased for GPs to use for home visits/ Moorleigh to reduce paperwork & admin time.  Increase pt records availability.

· e-Reception comenced Feb 2019 


	31/03/2020
 

	Continuity of care
	Patient information/

communication
	Posters, website, newsletters to inform patients that they can see the same GP for continuity of care and can make pre-bookable appointments with this.

	31/03/2020


	Emails to GPs re clinical issues
	Patient services
	e-Reception commenced Feb 19 
	31/03/2019



	Text messaging
	Patient information/

communication
	Increase awareness of this service and staff training to undertake checks of patient contact details to increase mobile phone numbers and consent from patients to use this service.

Continue to increase.


	31/03/2020


	Customer Care
	Patient services
	Further staff training on telephone manner and protocol for booking of appointments.

Continue to enhance.


	31/03/2020


	Telephone System
	Patient access/information
	Continue to have problems with the new system. Looking at being resolved with telephone company on going audit when applicable.


	31/03/2020



	Communication
	Patient information
	Continue to Increase communication across all teams and  patients


	31/03/2020


	Patient results
	Patient access 
	To review telephone appointments for patients needing to speak to clinician for their results- reduce waiting times.


	31/03/2020


	Pharmacy nomination
	Patient services
	Look to increase number of EPS Pharmacy nominations to reduce unnecessary admin time in the practice & benefits for the patients.


	31/03/2020


	Variety of Clinicians
	Patient access & services


	Increasing services provided to patients by providing pharmacy, mental health, social, care worker sessions in the practice. 


	31/03/2020



Jan 2019 review Jan 2020


