THE OSWALD ROAD MEDICAL CENTRE

ACTION PLAN FOR PATIENT SATISFACTION SURVEY 2013

Patient Participation Group members present:

Peter & Christine Axe

Janice Cressey

Peter Cowling

John & Jean Ellerton

Brian & Janice Pike




Alan Bell

Practice Staff present:

Dr S Rajkumar

(GP)



Dr S Kurien George

(GP)



Sue Lane


(Practice Manager)

Angela Allenby

(Practice Administration/Secretary)

Key findings from Patient Satisfaction Survey:

A Patient Satisfaction Survey was handed out for two weeks commencing 14th January 2013.  110 copies of survey were handed out.  The PPG felt that the results overall were very good with over 90% from the Good, Very Good and Excellent responses in all categories. 
The length of time waiting to see a doctor had the worst result with 14% stating service was fair.  The GP’s try to see everyone in allotted time but need to give each patient time to deal with their problems so surgeries’ can sometimes run over.  

Comments from 2012/2013 survey:

· Think this medical centre is very good for the patients.

· I have registered from another surgery and I am very happy with service.

· Always difficult to get appointments when you are working as it’s not always possible to ring at 8.30 or 2pm due to work commitments.

· Excellent service over 40 years.

· I am very pleased with comments I gave, very good staff and everything is very good.

· I have no equipment for online.

· New surgery very nice and clean and tidy. Although waiting room looks very sparse - could do with a few nice pictures on walls - could also do with music softly playing in waiting room due to sounds from reception and consultation rooms for confidentiality reasons.

· I am not online - very satisfied overall the new change to the GP surgery has made it feel a lot cleaner and professional.

· I’m very happy with the care we get from Dr Raj and he will see my child urgently if needed.

· Staff always very helpful and pleasant.

· Very good service.

· Very good.

· Very good improvements to the environment.

· Occasional problem with online ordering - reception staff always helpful (service with a smile).

· Doctors take time and listen.

· Premises are excellent after refurbishment.

· Very good all round - top marks.

· Sometimes when I ring for an appointment the phone is busy and when i ring for an urgent appointment they say full booking and ring back tomorrow or afternoon.

· Very helpful surgery.

· Came here from another surgery - could not get appointment there but found excellent service here.

· Everything satisfactory thank you.

· Since joining this medical centre last April I have been very satisfied as I moved from another surgery be​cause they were not thorough.

· Excellent doctors and staff - could not get better.

· The staff and doctors are great.

· Ticked the boxes we had experience of

· I have always found this practice very good.

· Do not use online ordering or website. Give practice 10 out of 10.

· Excellent practice - made good choice when changed GP’s, thank you.

· Phone lines are very busy in mornings whilst trying to get through for an appointment.

· Difficult to find the correct phone number for appointments.

· Receptionist on phone can sometimes be quite rude and question whether you need an appointment.

· I have always had excellent help from this wonderful practice. 50 years here myself and I have brought my chil​dren and other members of my wide family here.

· All my family have always used this practice and find doctors and staff brilliant always, thank you.
Areas mutually agreed by the PPG as priorities for action and intervention:

	Priority for action
	Proposed changed
	Who needs to be involved?
	What is an achievable timeframe?

	Nearly 50% of survey response showed no answer for ordering online/satisfaction with website
	The practice aims to promote online

prescriptions as much as possible to

make patients aware of this service

i.e. opportunistically, more 

prominent posters and also via the new 

information screen which is being installed 

in the next couple of months.


	Practice Manager and Reception Staff


	With immediate effect and as soon as screen installed.



	Comments regarding Receptionists
	The practice intends to implement Customer Care Training which all reception staff can benefit from .
	Practice Manager to arrange for all staff


	September 2013 

	Playing music to stop noise from consulting rooms/pictures on walls to look less clinical
	Looked into by the practice however all consulting rooms are fitted with a soundproof/fire door and no noises can be heard from within.  

Due to Infection Control there cannot be any pictures hung on walls
	Practice Manager
	Ongoing - Reception staff will explain to patients if commented on ‘that due to Infection Control we cannot hang pictures on the wall etc’


