THE OSWALD ROAD MEDICAL CENTRE

ACTION PLAN FOR PATIENT SATISFACTION SURVEY 2014

Patient Participation Group members present:

Peter & Christine Axe



Barbara Bolton

Janice Cressey




Shelim Ali

Peter Cowling




Susan Lee

John & Jean Ellerton



Mary Pollock

Brian & Janice Pike




Practice Staff present:

Dr S Rajkumar

(GP)



Dr S Kurien George

(GP)



Angela Allenby

(Practice Administration/Secretary)

Key findings from Patient Satisfaction Survey:

A Patient Satisfaction Survey was handed out for 2-3 weeks commencing 16th December 2013 – January 2014 randomly during surgery hours.  120 copies of survey were handed out.  The PPG felt that the results overall were very good with over 85% from the Good, Very Good and Excellent responses in all categories. 
The length of time waiting to see a doctor had improved with only 5% stating the service was fair compared to 8% last year.  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.  

The online prescription ordering service only had 25% with no answer this year compared to last years 47% showing that more patients are aware that we offer this service.  The practice advertises online ordering via the Jayax Board, Posters, Website, Prescription Counterfoil and opportunistically.

The new question on this year’s survey regarding satisfaction with the referral process had excellent results with only 4% describing the service as poor.

Comments from 2013/2014 survey:

Doctors and staff very good

Quite happy

Find the reception staff very helpful and the doctors very helpful

When unexpected circumstances have happened the staff have been very fast in responding to my needs e.g. getting prescription signed and ready in a short amount of time

Would be nice to be able to get more pre-booked appointments so leaving on the day appointments for urgent cases

No complaints at all, excellent

No problems with this medical practice whatsoever

Reception staff can be quite blunt at times

Compared to other surgeries very good indeed

Very good practice - wouldn’t go anywhere else

I find the doctors and staff very good in all circumstances

This is my doctor’s surgery and my family’s and I am happy with all their services, Thank you

Top doctors

I wasn’t aware of the online prescription but it is a fantastic idea

Myself and my husband have only just joined the Medical centre. As I am pregnant haven’t seen or spoken to any of the GP’s or Nurses and have only seen the midwife. So far so good though!

Excellent service, faultless

Overall care and pleasantness of receptionists excellent; Dr’s excellent

After hearing people talk of their experiences at other practices, I think I am very lucky with mine

Not available weekends and bank holidays - hindrance at times if ill

Reception staff are fantastic and helpful for anyone’s needs

Very good

Very good

Thank you for all your hard work

Receptionist was very unfriendly when booking the appointment but staff were more friendly when in surgery/reception

I think it would be appropriate to get a locum in when one GP is away in a 2 doctor practice. I am able to get to surgery at any time but other people are not so fortunate. Having only one doctor on at any time is not acceptable.
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?

	Pre-booked appointments
	Increase some morning surgeries to finish at 1pm rather than 12.30pm when there is demand
	GP’s / Reception Staff
	Immediate effect

	Comments regarding Receptionists
	Reiterate at the practice meeting regarding the “tone of voice” and manner.
	Practice Manager 


	Immediate effect and Practice Meeting in March 14

	Locum when one GP is on holiday
	To improve the locum cover for holidays as well as to increase the access to appointments, there will be a regular locum to cover two Friday pm surgeries in a month and those two weeks there will be more appointments on Mondays. There will be a locum cover on two Thursday evenings as well as before.  It is too expensive to cover a full time GP when they are on holiday but having the regular locum cover will ensure these surgeries still run with locum cover known by the patients, when one GP is annual leave.
	GP’s / Regular Locum
	Immediate effect

	25% of survey response showed no answer for ordering online/satisfaction with website
	The practice aims to continue to 

promote online prescriptions as much as possible to make patients aware of 

this service

i.e. Jayax Board, Posters, Website, Prescription Counterfoil and opportunistically 
	Practice Manager and Reception Staff


	Ongoing




