Results of 2011 Patient Survey

Thanks to everyone who completed our patient survey. We are grateful for your time in completing this and for providing honest feedback.

The survey this year was drawn up with the help of our new patient participation group, who also reviewed the results and our action plan. Their input has been invaluable.
Details of how we established the patient participation group, the results of the survey and our action plan are detailed below:
	Practice population profile
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White British

Asian

Indian

African

Others/Ethnicity

Not Stated

Other White

Background

Mixed British

Black British

Black and White

Caribbean

Pakistani

Somali

Other Mixed

Background

Polish

Irish

Sri Lankan


Age Groups

Under 15

15-24

25-34

35-44

45-54

55-64

65-74

75+

Males

1153
708
582
623
645
367
227
171
Females

1034
662
771
738
626
380
291
254
Total

2187
1370
1353
1361
1271
747
518
425
%

24
15
14
15
14
8
6
4


	Patient participation group (PPG) establishment and profile

	In September 2011 we decided to establish a Patient Participation Group as we were keen to get patients views on the Practice, current services and future developments within the NHS.
We advertised in the practice/practice newsletter and on our website and 22 people volunteered to join. It was agreed at the outset that the PPG would operate as a “virtual” group and that all contact would either be by e-mail or post. Regular attendance at the surgery for a meeting was not necessary and this ensured that the invitation was open to everyone, especially those who had time constraints but wanted to be included.
Practice Participation Group Profile:

Age 

Under 15

15-24

25-34

35-44

45-54

55-64

65-74

75+

1
2
6
5
4
4
Males

5
Females

17
Employment Status:

Employed – 12   Self Employed – 1  Unemployed – 5  Student – 1 Retired – 3
Ethnicity:
White British – 17

White Irish – 2

White and Black Caribbean – 1

Polish – 1

Pakistani – 1

Number of Carers:
6



	Practice population representation within the patient participation group

	We were very pleased to have volunteers from across all age ranges and employment brackets. Our aim was to gather patients from as broad a spectrum as possible and we are still keen to include more people from non-British ethnic groups. If your ethnic group is not currently represented please think about joining the group so that we can hear your views. 
Joining forms are available on the practice website and also from our reception.



	The Patient Survey

	Previous patient feedback was that our surveys had been too long winded and were not specific to this surgery. With this in mind, the Patient Participation Group were asked to help develop the questions based on their views of areas of service that needed enhancement/change/improved communication.
The survey was conducted during December 2011 and 225 questionnaires were completed by patients attending the surgery and through our website. The results were as follows:

	1. Telephone

   When you phone the surgery do you prefer to -

    a)  Hold on until the phone is answered or: 55%
    b)  Have the phone answered immediately and be held in a call queuing system? 45%


	2.  Appointments

   Within how many days/weeks when you book an appointment do you expect to be seen?
  
   Emergency                Same day – 93%    2 days – 6%     2 days +  - 1%
   Appointment

   Doctor                   1 week – 69%    1-2 weeks -  11%    2 weeks – 16%   2 weeks +4%
   Routine appointment 

   Nurse                   1 week – 70%    1-2 weeks -  10%    2 weeks – 16%   2 weeks + 4%
   Routine appointment 



	3.  Are you aware that you can book the following extended hours appointments?

Monday and Thursday evenings 6.30pm to 7.00pm    Yes  - 47%
                                                                                                       No  - 53%
   Saturday mornings 8.30am to 12 Noon                       Yes – 51%
               (Two surgeries per month)                                               No – 49%



	4. Did you know that you can do the following online via our website 24 hrs per day?

Book a routine appointment with the doctor          Yes  46%
                                                                                                             No  54%

   Cancel a routine appointment with the doctor      Yes  47%
                                                                                                 No  53%

   Order your repeat prescription                                  Yes  49%
                                                                                                 No  51%



	5. Minor Ailments Scheme (Operated in conjunction with local pharmacies)

  Are you aware of this service?                         Yes  39%
                                                                                     No  61%

  Do you use this service?                                     Yes  22%
                                                                                     No  78%



	
       6.   Please rate the care/service provided by the following:

                                   Excellent / Very Good / Good / Fair / Poor     

            Doctors     -   43%              36%            18%     2%      1%

            Nurses       -   48%              36%            13%     2%      1%

            Reception  -   44%              31%            17%      4%     4%  




Patients also had an opportunity to list anything else they wanted us to review and their comments/ideas covered the following areas:-

1) Product development ideas for our online service.

2) Waiting times to see the doctor after scheduled appointment time.

3) Phones not being answered.

4) Availability of routine appointments.

5) Privacy at the reception desk.

6) Re-positioning of the suggestion box.

7) Publication of our new services.

	Action plan

	After analysing the results with all the staff our proposed action plan was forwarded to the Patient Participation Group for their comments/review. 


	The Cedar Brook Practice Action Plan

Telephone
1) We will obtain computer software which will enable us to review the peaks and troughs of our incoming calls and review reception staffing levels accordingly.   
2) We will encourage non-reception staff to route incoming calls via direct lines instead of the switchboard.  
3) We will actively encourage patients to book routine appointments with the doctor via the website and make sure more of these on line appointments are available. 

Routine Appointments with the doctor
The Practice Manager will now review the situation with the Partners whenever the wait for a routine appointment exceeds 2 weeks, with the aim of bringing in extra help.  We are aware this help is not always available at short notice and during school holidays, but we will do our very best to meet our patients needs. 

Product Development Ideas
We shall pass all ideas onto our web designer. 

Waiting times to see the doctor
The Practice Manager will now run monthly audits on each doctor to make sure the waiting times are kept to a minimum, making an allowance for unforeseen staff commuting problems and for some patients who have taken extra consulting time, as a result of medical complications/emergencies.

Privacy at the Reception desk
We will put up a poster offering the use of a separate room if patients wish to discuss something privately.

Re-positioning of the suggestion box
We will do this. 

Publication of our new services
We plan to do the following:

1) Inform patients on a daily basis when they call or come into the surgery of services relevant to them.

2) We will trial a system of advice via text/e-mail – many of our patients have already signed up to communication via text message. 

3) We will continue to provide updates in the Quarterly Newsletter and in the surgery.

4) We will produce Information Fact Sheets to be given to all new & existing patients who come into the surgery, on each of the services available. 



	Additional Feedback from our patient participation group
1) Consider placing a computer in the waiting area and show patients how easy it is to use the on line services. – we thought this was a great idea and may need to review the computer cabling within the building to achieve this.
2) Reconsider methods of communication for the elderly – by using post rather than electronic methods – We will do this.
3) Review availability of car parking – We would be very pleased to receive your feedback on this subject throughout the year either through our website or when you are next in the surgery. It will help us to review our current options and in any communication that may be necessary with the council, in the future.


	A reminder of our opening times
Opening Hours

The Surgery is open Monday to Friday 8am to 6pm except Wednesday when we close at 5pm. Our telephone lines are open from 8.15am to 6.00pm, Monday to Friday, except on Wednesday, when they are open from 8.15am and close at 4.30pm. 

Extended opening hours 

We also offer extended routine evening appointments on a Monday and Thursday  from 6.30 to 7.00pm. (The telephones are not open at this time). You can also book a routine appointment for a Saturday morning when we are open twice a month.




