THE OSWALD ROAD MEDICAL CENTRE

ACTION PLAN FOR PATIENT SATISFACTION SURVEY 2012

Patient Participation Group members present:

Peter & Christine Axe

Janice Cressey

Barbara Bolton

Peter Cowling

John & Jean Ellerton

Brian & Janice Pike




Alan Bell

Practice Staff present:

Dr S Rajkumar

(GP)



Dr S Kurien George

(GP)



Mary Raha


(Practice Supervisor)


Sue Lane


(Practice Manager)

Angela Allenby

(Practice Audit Clerk/Secretary)

Key findings from Patient Satisfaction Survey:

A Patient Satisfaction Survey was handed out for two weeks commencing 16th January 2012.  105 copies of survey were handed out.  The PPG felt that the results overall were very good with approximately 80% 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 2011/2012 survey:

	· Rang at 8.30 for appointment.  Got one for 10.10.  Phone busy on first three attempts and also not sure which phone number to ring.

	· Everybody is very helpful and caring

	· Only problem is telephone for an appointment in the morning, having to ring for 30 mins sometimes to get through.  Not believing patient, think patient lying about sickness

	· No problems, good quality of service

	· Sometimes difficult on phone lines to get through for appointments and unable to book in advance

	· Doctor referred me to Dermatology at last appt.  Ironstone Centre and staff excellent.  Biopsy taken but results took approx 8-9 weeks.  In my opinion poor service from Assura!!

	· Only problem is telephone for an appointment in the morning, having to ring for 30 minutes sometimes to get through.  Not believing patient, think patient lying about sickness

	· Everything is alright but sometimes very hard to get appointment - can you do something about it?

	· Not always a lot of privacy at Reception/Waiting area i.e. urine sample.  Everyone can see and hear what you’re asking for.

	· Telephone appointments difficult due to phone being engaged

	· Doctors seem to spend their time looking at Computer

	· Very good midwife

	· Very good, best in Scunthorpe

	· Never have any problems with the surgery

	· Maybe the timing of appointments could be arranged better.  Waiting time is over one hour at many surgery’s.  Reception staff fairly helpful.

	· I find the practice very friendly and helpful

	· Very good, no need for any change

	· Very good service, cannot see much room for improvement

	


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?

	Privacy at Reception
	Initially the surgery will make the notices regarding ‘If a patient need to speak privately to ask at reception and a room will be provided’ much more prominent within the waiting areas and upon entering the reception area.

The surgery is starting renovation work this year to extend the surgery with a new waiting area and reception.  There will be a privacy room available once renovations are completed and a much larger reception area.


	Practice Manager

GP’s liasing with Builders/Architects 


	With immediate effect

March 2013

	Telephone Access to order repeat prescriptions
	Prescription line is available each day from 9am-12noon.  The surgery is in the process of making online prescription requests available to the patients as an extra option to telephone request/handing in at surgery; this should relieve the telephone line.  

The surgery will also make sure the information regarding the telephone service is available on website/practice leaflet etc.


	Angela/Mrs Raha meeting IT personal in April 2012 to set up this service

Practice Manager
	May 2012

With immediate effect




