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                     PATIENT SURVEY 2016

Thank you for taking the time to answer these questions regarding the service you receive from Pocklington Group Practice.
We welcome your feedback and your answers will be kept confidential.  Please tick or circle the appropriate answers.
	THE PRACTICE BUILDING (during the last 12 months)
	YES
	NO
	ALL OF THE TIME
	MOST OF THE TIME
	SOME OF THE TIME
	NEVER OR HARDLY EVER

	Have you needed to access the building?  
	88
	6
	
	
	
	

	Have you had any problems accessing the building?  If yes, please detail below.


	1
	97
	
	
	
	

	Is car parking a problem?  If yes, please detail below.

· Hard to find a space sometimes.
· Often full or nearly full – not enough spaces.

· Bays are tight – difficult to manoeuvre in and out.
· Not enough disabled spaces.

· Parent and child spaces being used by drivers with no children.

	12
	84
	
	
	
	

	Do you experience any physical problems getting into and moving around the building?  If yes, please detail below.

· Surgery is good for access but so big there are large distances to travel.

	2
	99
	
	
	
	

	Do you have any sensory problems eg, sight or hearing that make using the surgery difficult?  If yes, please explain and suggest how we can help to make it easier for you.
· Larger writing on screen when appointment shows and stay on longer.

	3
	98
	
	
	
	

	How do you rate the clarity of the signage in the building?  Please circle below.

Excellent  18

Good
68

Fair
14

Poor  3
	Not clear which prescriptions are from pharmacy and which from dispensary


	COMMUNICATION (during the last 12 months)
	YES
	NO
	ALL OF THE TIME
	MOST OF THE TIME
	SOME OF THE TIME
	NEVER OR HARDLY EVER

	Have you needed to communicate with the surgery?  
	96
	3
	
	
	
	

	Have you found it easy to do the following?
	
	
	
	
	
	

	· Get through on the telephone 

· What time do you typically call?
AM = 49       PM = 12       Work Hours = 1
	50
	16
	1
	17
	10
	

	· Speak to a doctor on the telephone
	49
	11
	4
	2
	5
	3

	· Speak to a nurse on the telephone
	23
	22
	2
	1
	5
	9

	· Get test results over the telephone
	50
	9
	2
	2
	2
	4

	Are you aware of the Practice’s website www.pocklingtongps.nhs.uk?
	69
	21
	
	
	
	

	Have you visited the Practice’s website?
	43
	51
	
	
	
	

	If you have visited the Practice’s website, was the information of value?
	42
	8
	
	
	
	

	If you have visited the Practice’s website, was it easy to use?
	40
	5
	
	
	
	

	Any additional comments

· Doctors allocated time is insufficient on many occasions.
· Facility to book and cancel appointments on line is really useful.
· Not much information on website – useful to have doctors, nurses times etc.

· Have tried 3 times to log in to Patient Access but am unable to.  Have obtained my user name on 3 separate occasions but can’t log in.

· Is it possible to email the Practice?

· Will now look at website.

· Telephone call back from duty doctor when an urgent need is excellent.  

· Trying to reorder prescriptions has become very difficult.

· Not everyone has a computer or mobile.

· Provision to book blood appointments online.




	RECEPTION SERVICE/AREA (during the last 12 months)
	YES
	NO
	ALL OF THE TIME
	MOST OF THE TIME
	SOME OF THE TIME
	NEVER OR HARDLY EVER

	Have you found it easy to book an appointment by telephone?
	79
	12
	
	
	
	

	Have you used the booking service available through the Practice’s website?
	33
	66
	
	
	
	

	In the reception area have other patients been able to overhear what you say to the receptionist?
	65
	22
	
	
	
	

	Are you comfortable in the reception area whilst waiting?
	91
	4
	
	
	
	

	Do you feel that the reception team have handled your questions/queries appropriately?
	82
	4
	2
	5
	1
	

	Have you ever missed an appointment?
	4
	96
	
	
	
	

	For pre-booked appointments, do you find the waiting time acceptable?
	79
	17
	
	
	
	

	Suggestions for improving the reception area and your waiting experience

· Reposition monitor/screen or obtain another.  Difficult to see if sitting on left hand side.
· Magazines, newspapers, books for children up to 12 years.

· What is point of having appointment reception when there are lots of times this desk is closed and appointments have to be made at dispensary.

· Chairs one way or the other – sitting knee to knee is not necessary given the space available.  Could some be angled towards Beckside garden?
· One desk seems to be permanently unused – should on be for appointments and the other for personal conversations and prescriptions.

· Good waiting area, reception staff helpful.

· Draughty waiting area with door opening and closing all the time – single door entry rather than a double one..

· Verbal announcement of appointments would be useful as not on screen long enough.

· I never go to the doctors so couldn’t believe recently, when I needed to, that I had to wait 2 weeks.

· Too much information given out over reception.

· Background music.  Could be a bit more cheerful – fairly gloomy.
· Not enough reception staff.

· Chairs are a little tall and not very comfortable.
· Queuing out of the door whilst someone is discussing a medication.  People ignore the queuing signage.  Waiting room worse than Barmby Road as people stare as you walk in.  More receptionists at busy times.
· Surgery and dispensary receptions are too close.  Dispensing reception could/should be in the chemist.


	NURSING TEAM STRUCTURE (during the last 12 months)
	YES
	NO
	ALL OF THE TIME
	MOST OF THE TIME
	SOME OF THE TIME
	NEVER OR HARDLY EVER

	Have you seen a member of the nursing team?
	88
	14
	
	
	
	

	Have you been able to book an appointment with a member of the nursing team (Nurse Practitioner, Practice Nurse, Healthcare Assistant, Phlebotomist) at an appropriate time for you?
	79
	9
	
	
	
	

	When you last saw a member of the nursing team, do you feel that they took appropriate action to deal with the reason for your appointment?
	84
	4
	
	
	
	

	Were you aware that you could be seen and treated by a Nurse Practitioner for a number of medical conditions?
	56
	41
	
	
	
	

	Any additional comments

· Excellent service from nurses.
· Hilary is a star!

· Long lead in time for a blood test.
· The check in board did not work and I waited for 20 minutes to see a Healthcare Assistant.  It appears this often happens – another patient had waited longer.  If it is known to be faulty, why doesn’t the health professional check if a patient is waiting?

· When I had my bloods taken the young lady was quite abrupt, no smiles, no answer to questions so I gave in.  When she took the blood she put the needle in with a feeling of vengeance.  I had a nasty bruise which started to appear within 2 hours of the blood being taken.  In all the years I have had bloods taken it has always been easy and no bruising.  I did not know the young lady so she must have started the day badly (perhaps).  Just don’t take out your frustrations on a patient, if I had been elderly that would have been upsetting for them.  There are others who take bloods but they are always bright and breezy and answer questions with a smile.

· Nurse Practitioner was excellent when my husband was ill – diagnosis sent to doctor quickly and ambulance called.

· It might be useful to have a leaflet detailing what medical conditions can/are treated by a Nurse Practitioner.
· If doctors are so busy it would be a good idea to have a nurse to explain your problem to, a bit like an open surgery when you don’t always feel like bothering the doctor but to talk to a nurse could allay your fears.  If it was felt something was wrong she could then arrange for your to see a doctor.  



	MINOR INJURIES 
	YES
	NO
	ALL OF THE TIME
	MOST OF THE TIME
	SOME OF THE TIME
	NEVER OR HARDLY EVER

	Are you aware that the Practice will assess and treat patients with minor injuries?
	60
	40
	
	
	
	

	Have you used the minor injuries service?
	11
	87
	
	
	
	

	If yes, were you satisfied with the treatment?
	14
	5
	
	
	
	

	Any additional comments

· Only recently aware that Practice provided this service.
· Really good idea, saves travelling to York.
· This information could be available to patients visiting the Beckside Centre.

· I have not used minor injuries service in the last 12 months but can I suggest that when being used that when booking doctors appointment that a nurses appointment is booked at the same time for next day as usually needed for dressing change.
· When my friend cut their hand, I telephoned the surgery to see if they would look at it as I thought they might need stitches.  I was asked if my friend was a patient at the surgery.  When I said no I was told they couldn’t come to the surgery and would have to go somewhere else.  We ended up at a minor injury unit in York.  Luckily I can drive and so was able to get my friend there.

· Not sure what constitutes a minor injury?

· An audiology department would be good.



	GP STRUCTURE (during the last 12 months)
	YES
	NO
	ALL OF THE TIME
	MOST OF THE TIME
	SOME OF THE TIME
	NEVER OR HARDLY EVER

	Have you seen a GP during the last 12 months?
	99
	3
	
	
	
	

	Have the surgery opening hours been appropriate to your needs?
	99
	3
	
	
	
	

	Except in an emergency, are you usually able to see the doctor of your choice?
	85
	9
	
	
	
	

	Have you been able to book an appointment to see your doctor at an appropriate time for you, given the reason for your appointment?
	79
	9
	1
	6
	1
	1

	When you last saw your GP, do you feel that they took appropriate action to deal with your problem/query?
	92
	3
	
	
	
	

	Were you aware that there is a ‘duty’ team (GP and Nurse Practitioner) on call 0800 – 1800 hours weekdays, solely to deal with emergencies?
	60
	41
	
	
	
	

	Any additional comments

· Every time you ring to see a certain GP, waiting is always between 3-4 weeks.
· Doctor of choice – lengthy wait for appointment.
· Heard phrase ‘duty doctor’ but didn’t know this is what it meant – very good!

· Emergency cover seems to leave a big gap.

· What about weekend cover?

· Knew about duty doctor but not the rest of the team.

· Maybe a ‘duty team’ on call on Saturdays and perhaps one day during Christmas and Easter shutdowns would alleviate some of the pressures on York Hospital’s A&E.



	PRESCRIPTIONS/DISPENSING STAFF (during the last 12 months)
	YES
	NO
	ALL OF THE TIME
	MOST OF THE TIME
	SOME OF THE TIME
	NEVER OR HARDLY EVER

	Have you used the prescription/dispensing service?
	69
	30
	
	
	
	

	Are you satisfied with the service provided by the Practice dispensary?
	59
	6
	
	
	
	

	Are you satisfied with the service provided by the local pharmacies?
	63
	16
	
	
	
	

	Please state which local pharmacy you use, if not the Practice.

Boots


= 23

Selles, Market Place

= 1
Boots, Beckside
= 13

Badger Hill Chemist, York
= 1

Boots, Market Place
= 9

	
	
	
	
	
	

	Have you used the pharmacy for medical advice?
	25
	73
	
	
	
	

	If yes, did you find it helpful?
	26
	
	
	
	
	

	If yes, did you still need to see your GP?
	9
	12
	
	
	
	

	Have you used the Practice website to order your repeat prescriptions?
	25
	64
	
	
	
	

	Any additional comments
· Very disappointed to be called for a medication review with Boots Pharmacist, learning later they are paid £29/review from NHS.
· Local pharmacy in Pocklington always has long queues and doesn’t always have medication ready on date previously arranged.

· Practice pharmacy not able to explain why tablets are now dispensed in amounts of 28 per time instead of monthly.  Is this a money making exercise for Boots – 13 prescriptions instead of 12/year.

· Medication never ready on due date.  Apparently due to surgery not sending prescription on time.  However the problem is within pharmacy.  Short staffed since other pharmacy closed.

· Have had some difficulty with our prescriptions being synchronised since we arrived as new patients in January 2016.

· This Boots pharmacy has got to be the worst chemist I’ve ever visited.  They take such a long time and don’t have medication in – will not use again.

· I have a great deal of trouble with prescriptions which is usually blamed on your computer system, which appears to be totally inflexible.  Also the surgery says it is the chemist’s fault and the chemist says it is the surgery’s fault and I am left coming back 2-3 times to try and sort it out.

· Boots dispensary always under pressure but given time they cope.  Availability of stock appears poor.  Boots in town is very poor on service and stock.

· As I am a resident in Pocklington I use Boots at the Practice for my prescriptions.  I find Boots inefficient.  Having agreed to call back to collect a prescription in the morning of the next day, it is usually not ready or has not been checked.  Items on the prescription are often only partly supplied despite the fact that staff say they can order by late afternoon for delivery the following mornings.  On more than one occasion the wrong tablets have been supplied and I have complained to Boots.  They apologise but the service does not improve.  We do need an alternative pharmacy in town.

· Website is very convenient and time saving.

· There seems to be a long delay before hospital prescribed items are updated on the repeat prescriptions either paper or website.




	OUT OF HOURS SERVICE


	YES
	NO
	ALL OF THE TIME
	MOST OF THE TIME
	SOME OF THE TIME
	NEVER OR HARDLY EVER

	The next few questions are about contacting an out of hours GP service when Pocklington Group Practice is closed (eg, evening or weekends).
	

	If needed, did you know how to contact the out of hours GP service?
	48
	36
	

	How easy was it to contact the service?  Please circle one below.

Very Easy
Fairly Easy
Not Very Easy

Not At All Easy

4

15

2


6
	

	How long was it before you received a telephone call from a healthcare professional ie, doctor or first contact practitioner/nurse?  Please circle one below.

Less than 10 mins
Less than 20 mins
Less than 1 hr

More than 1 hr

1


8


11


5
	

	Did the telephone consultation meet your expectations?
	18
	5
	

	IF REQUIRING A FACE TO FACE CONSULTATION

	Please state the length of time it too for you to be seen by a healthcare professional after arriving at the out of hours centre.  Please circle one below.

Less than 10 mins
Less than 20 mins = 2       Less than 1 hr = 4  More than 1 hr = 5
	

	Please state the length of time it took for the healthcare professional to arrive at your home/other venue after you spoke on the telephone.

Within 1 hr = 4

Within 2 hrs = 5
Within 6 hrs = 3          More than 6 hrs
	

	Did the care you received meet your expectations?
	5
	2
	

	Level of satisfaction overall – please circle one below.

Excellent = 1

Good = 6

Fair
= 4

Poor = 3
	


	COMPLAINTS

The Practice encourages all patient feedback either verbally, by mail or via the website.
	YES
	NO
	ALL OF THE TIME
	MOST OF THE TIME
	SOME OF THE TIME
	NEVER OR HARDLY EVER

	Have you every complained to the Practice?
	12
	89
	

	If yes, were you satisfied with the way your complaint was dealt with?
	7
	5
	

	If you were not satisfied, why was this?

· Not willing to go into it again – old practice.
· A trivial complaint, not worth taking further.

· There appears to be a culture of everybody covering for everybody else.  No-one is every held to account.
· The help with my partner’s dementia was almost non-existent.  I asked for a home visit to monitor drugs.  Dr Pearce was a trainee GP and was wonderful.  Nobody monitored the drugs and found one of the GPs very condescending on a home visit when I found it difficult to cope.  I received a letter to my complaint but it appeared from another patient that very little had changed.

· I have still not received an answer and the query was raised in early August.


	Any additional comments

· Compared to a lot of other places, I think we have an excellent medical centre at Pocklington and couldn’t fault it on anything.
· No complaint with the Practice whatsoever – thank you.

· I have always had an excellent service.
· Maybe you need to set up working partnerships to discuss what is needed from carers who know.  I am getting a massive amount of care from the care home but there is a great difference depending on where you live.

· This survey could/should have been carried out by email.  It would have saved paper/money to compile and collate.



	OVERALL EXPERIENCE
	EXCELLENT
	GOOD
	FAIR
	POOR

	What rating would you give your overall experience with the Practice?
	37
	41
	4
	

	Any additional comments

· Very friend and knowledgeable.  Very good at getting referrals, where appropriate.
· Reception always want to know your problem before contacting a doctor.  Sometimes this is private and they don’t take no for an answer.

· Extremely helpful staff at Practice dispensary.
· I have several long term conditions and find GPs I use helpful and open to suggestions for my treatment.  Also in helping me be pro-active and try different alternatives.

· All staff extremely helpful and friendly.

· All staff very kind, helpful and efficient and always with a smile making my visit relaxing and less stressful.

· We are so lucky to have such a Practice.  The new building is great but it is the staff, doctors, nurses, receptionists and everyone employed there who deserve praise.  It’s a pleasure to come and see smiling faces and a good manner of help.  Nothing is too much bother and the staff make you feel as if they care for you personally and will help whatever the problem is, big or small.  All I can say is thank God for the medical practice.

· Very concerned that telephoning the surgery regarding an urgent matter sometimes involves waiting for long periods – even after being informed what button to press for action.  Surely an emergency button could be installed.

· I think the new Practice is great, especially the car park.  However users of the surgery still do not use the car park and park on Amos Drive, which causes hold ups out of the main junction onto West Green.  Double lines should be put on junction up to the surgery.

· You could count on one hand the number of times I’ve come to the doctors in the last 10 years but when I have had to come recently and a couple of times I have brought my children, I feel I am being treated like a time waster.  I am dismissed quickly and feel that I haven’t always been listed to.  I have not wasted time because my illness have been diagnosed and treated.  Watching a doctor look things up on the internet doesn’t fill me with confidence.

· I experienced a problem with a repeat prescription via Boots when an item was removed by the surgery but neither Boots no I were informed of this.  Fortunately I realised before leaving the pharmacy and a telephone call rectified the matter.
· Sometimes communication has been a problem.  Spent 6 months waiting for a diagnosis, hospital letters were bypassing me and straight to the surgery.  Trying to access information very frustrating, confidentiality an issue.  Felt receptionist particularly unhelpful and failing to understand.

· The quality of care I have received from the Practice has been excellent.  I hope this quality will be maintained now that there are so many extra houses and patients in the area.  

· The care varies.  Receptionists are wonderful but you often feel rushed if you come for an appointment.  I think the telephone feedback service is really helpful.  Preventative care and monitoring is excellent.



	DEMOGRAPHIC INFORMATION

	Although not compulsory, it would greatly help if you could provide the following information.  Please circle the appropriate answer.

	Gender
	Male = 26
	Female = 70
	Transgender
	
	

	Age
	Under 18
	18-29 = 1
	30-49 = 8
	50-64 = 13
	65+ = 77

	Nationality
	White British = 87
	White European
	Asian = 1
	African
	Other = 1

	Marital Status
	Single = 2
	Married = 63
	Divorced = 2
	Widowed = 23
	Separated = 1

	How many children live in your household?

	Under 5 = 6
	6-18 = 6
	
	
	


Thank you for taking the time to complete this survey.  Your views and opinions are valuable to us.
This survey was put together with the help of the Pocklington Patient Participation Group (PPG).  If you would like to get involved and help shape the way health services are delivered by your Practice then the PPG is always looking for enthusiastic individuals to join the group.

For more information please contact marcia.glover@nhs.net.
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