ASHWELL MEDICAL CENTRE
RESULTS OF THE LOCAL PATIENT SURVEY UNDERTAKEN BY THE PATIENT PARTICIPATION GROUP DURING JUNE/JULY 2011
1.    Introduction

A local patient survey was produced by Ashwell Medical Centre’s Patient Participation Group (PPG) through discussions/debate at their regular meetings.  The survey took into account what the group agreed were the priority areas to look at.  
PPG representatives carried out the survey on behalf of the practice during the months of June and July 2011.  A variety of methods were used to ensure questionnaires were completed, such as sitting with patients and completing it with them or letting patients complete it themselves but with patient representatives on hand to provide support and assistance as appropriate.

2.    Analysis of Local Patient Survey findings

In total 109 registered patients were surveyed for their views.  The findings have been collated and analysed below.

Q1.  Have you seen or read the new Practice Leaflet? 
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Q2.  What do you like about Ashwell Medical Centre? For example:  What are  the good things about it that you like?
Some patients gave more than one response, these have been summarised below:

· Very happy/satisfied with the service x 5
· Medical Centre is well organised and run smoothly x 2

· Comfortable seating area
· Advice and good level of care

· GPs x 16
· No response x 13
· All staff (clinical and non-clinical) are friendly and good x 27
· Friendly environment, clean an easily accessible

· Service from all members of staff and the helpfulness of the GPs x 11
· Close to home x 3
· Parking available x2

· Urdu and Punjabi speakers x 2
· Deal with patients honestly and make a home visit when required and promised

· Easy to get an appointment and be seen, it has improved x 6
· Appointment system x 2
· Surgery opening times are good

· New telephone system x 2
· Nice, new clean building x 2
· Satisfied with the facilities/service x 4
· X, receptionist is good on reception, not happy with the rest of the staff on reception

· Interpreters

· Drs A, B and Dr C are good, receptionists are friendly 

· Emergency appointments x 2
· Treat patients well

· Happy with the Baby Clinic

· Not very happy with the surgery x 3
· There is nothing good about the surgery things needs to be improved – they need to listen to the patient about their problems
Q3.    What changes or improvements, if any would you make?
Some patients gave more than one response, these have been summarised below:

· Improve appointment and telephone system

· Do something about the appointment system/timings x 25
· Introduce online booking for appointments

· Make it easier to get through to the surgery number to make appointments

· More appointments, possibly earlier for those who work x 5
· Offer telephone consultation for patients with severe health conditions

· Less rushed appointments x 2

· No response x 15
· None x 22
· Front of house staff need to be more sensitive
· Front of house staff need to be more responsive

· Telephone system - New telephone system already installed 

· To see the GP the same day x 5
· Concerns about the telephone system/number x 15
· Answer the phone quicker x 4
· Advice given – don’t give emergency appointment and don’t give prescriptions for children, always advised to the to the Pharmacist

· Later cancellations – such as 5 hours notice

· Prescription times x 2
· Home visits for deaf people and minicoms, email or text mobile to make an appointment

· GPs to write prescriptions for Paracetamol or Ibuprofen for children

· Triage system x 2
· Would like to see the same GP

· Difficult to see GP of choice sometimes and so have to wait

· Better play area for children and TV in the waiting area

· Appointments available on a Saturday

· One GP should be in charge of making sure all test results, x-rays, etc are processed quickly and patients are informed of the results as soon as possible

· Improved communication between the prescription des/patient/GP/Pharmacists in cases where repeat prescriptions are given

· Would like to be notified of changes in future i.e. phone number

Q4.    How easy do you find it to make appointments?   
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Q5.    What changes, if any would you make to the appointment system?

· No response x 19
· None x 28
· Go back to the old ‘Open Access, Drop in’ system x 4
· More booked appointments x 3
· More appointments in general to be made available so patients can be seen when required x 33
· To be seen on time by the GP as if the patient is late they are penalised

· Online appointment booking – faster response in allocating appointments x 2
· Answer illegible

· Difficult to get an appointment and the new telephone number is expensive x 3, and provide a provision for the deaf i.e. Minicom
· More convenient appointments for patients x 2
· For patients to be seen the same day if they are in pain and agony

· Scrap it

· Improve the telephone system as it’s a busy surgery x 3
· Make it easier to get an emergency appointment

· Get straight through to reception team instead of getting options of telephone system
· More evening appointments

· Have GPs working longer hours with more dedication and reflect the needs of the patient

Q6.    How satisfied are you with the hours that the surgery is open, or what changes would you like?

Some patients gave more than one response, these have been summarised below:

· No change required/satisfied x 75
· Not satisfied x 2
· Not sure 

· No response x 10
· Evening appointments would be more convenient for those who work – 2/3 days open while 8pm x 3
· It should be open while 8pm everyday

· Opening hours should be increased if possible, to include weekends x 12
· Make it easier to get treatment at the weekend x 2

· Service to be available 24 hours

· Not aware of the opening hours, so taken a copy of the practice leaflet

· Start surgeries earlier than 8.30am for those who work

Q7.   How easy do you find it getting through on the phone?   Please tick in one box
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Q8.    How would you suggest the Practice deals with patient’s who miss appointments without telling the surgery in advance?

· The practice should do something to warn them not to miss their appointment x 21
· May be a genuine reason for not attending – but if not remove them if  consecutive appointments are missed x 3
· Suspend them for 3 months, set an example

· Produce a Patient’s Charter

· Response illegible

· No response x 31
· Don’t know x 4
· Fine patients x 4
· Punish them in some way x 5
· Don’t know x 2
· 2 warnings, formal letter and then remove them from the list x 3
· 3 strikes and then a penalty should be enforced x 7
· At least 5 missed appointments and then out x 2
· Should be given more chances

· Send patients a reminder or ring them in advance of their appointment x 6
· Put them at the back of the queue for appointments in future

· Remove them from the list

· Patients should ring and cancel to advise they cannot attend x 8
· You shouldn’t kick out the patient when they are ill x 2
· 24 hours advance notice – compulsory patients are advised of this for their benefit x 2

· Should consider the circumstances – give a gentle reminder

· Sensitively

Q9.   How satisfied are you with the care you get at Ashwell?
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Q9 rated using a scale of 1 (Excellent) to 10 (Poor)
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Q10.   Further comments? (Optional)
Some patients gave more than one response, these have been summarised below:

· The practice has a lot of GPs but its still hard to make an appointment to see one
· Child has been assessed well for asthma and eczema, so happy with the service.
· Happy with the Diabetic Clinics.
· More appointments in the afternoon would be good for children who are at school.
· The new telephone system is not a good idea because some patients try to call from the cell phone and calls are expensive.  It’s better to have a local number so that’s it’s easier for everyone x 5
· Phone lines are always busy
· Dr A is excellent and patient is happy about the way they are being cared for.
· More than happy with the service provided by Ashwell Medical Centre x 3
· Patient felt that appointments are wasted for asthma reviews when they should be given to someone who is ill
· Service is good once in the surgery.  However getting an appointment can be very difficult and often have to wait 15/20 minutes to be seen even if you have an appointment time
· When attend or call the surgery all appointments have gone so have to wait 2 weeks to get an appointment x 2
· Feel patients are treated on cheap drugs so symptoms get worse then they try the more expensive one when the patient is on its last legs
· Patients should be seen quicker especially children under the age of 10.  They should be seen by a GP rather than being advice over the phone.
· Preferred the old telephone system as the new one is not good and is expensive.  
· Should be seen on appointment time as if the patient’s late then the doctor won’t see you x 4
· Satisfied with service/facilities
· Address the timings of surgeries/appointments for full time workers 
· Patients should be able to see a GP when they want rather than having to wait sometimes up to two weeks
· Surgery feels a bit cramped
· Overall a good team and a very good practice just could do with a few improvements
· Once you have got through on the phones and made an appointment its okay.  However non clinical staff should not give medical advice as have experienced this may times with advice for the children
· Would like to make an appointment with a specified GP and not just given any
· Very good surgery
· The surgery needs to take things into consideration as it can sometimes be quicker via letter.  GPs need to listen to the patient more.
· Very happy with the surgery as always get an appointment for child when required
· Receptionists need to be sensitive when dealing with patients and treat them with respect and dignity
· Other than the appointment system the GPs are really good and provide good advice/medication
3.    Conclusion
The above findings have been discussed with the Patient Participation Group at their monthly meetings resulting in the formulation of an action plan to address the issues/concerns raised.  Actions implemented will be published along with subsequent achievement.
