
ASHWELL MEDICAL CENTRE

PATIENT PARTICIPATION GROUP LOCAL SURVEY – ACTION PLAN 2011/12
	No. 
	Question
	Responses (Summarised)
	Actions
	Lead
	Progress



	1
	Have you seen or read the new Practice Leaflet?
	Only 10 of the 92 patients surveyed said they had seen the practice booklet (Blue Book)
	· Reception to promote the practice booklet 
· Continue to hand out the practice booklet as part of the new patent registration process

· Attach appointment slips to the booklets

· Make leaflets widely available across both sites

· Update and publish new practice booklet. 

Rename to The Blue Book ‘Your Guide to Ashwell Medical Centre’

     Include a statement on saying if they would like this in another format or translate to let reception know.

    Use script/photo on the front cover, or include what’s included in the booklet in brief
    Signpost patients to a session(s) with Shaukat and Robena to go through the practice booklet.

· Do a display on the PPG notice board in the main entrance at Ashwell promoting the PPG Group and include copies of the practice leaflets

· Put a laminated notice/poster in each of the treatment/consulting rooms on the back of the door promoting the PPG Group
	Office Manager/Reception
Office Manager/Reception
Office Manager/Reception
Office Manager
Practice Manager

Practice Manager

Office Manager
Office Manager/Reception


	Copies of old leaflet are still being handed out as the new one is awaiting publication.
Ongoing.

Awaiting publication of new leaflet.
Hand them out to patients and make them readily available.
Practice booklet has been revised in line with patients comments and contractual requirements and a draft has been circulated to staff and PPG/Virtual Group for comment.
Completed.
Completed.

Completed.



	2
	What do you like about Ashwell Medical Centre?
	Various – see copy of results for full findings.
	· Promote and publicise positive feedback in the Patient Newsletter and on the PPG notice board in the front entrance at Ashwell

	Practice Manger/Office Manager
	Work ongoing.

	3
	What changes or improvements, if any would you make?
	· Improve appointment system
· Improve telephone access to surgery to make appointments
· Review the new telephone system

· Telephone consultations

· Reception staff to be more sensitive and responsive, and also answer the phone quicker


	· Appointment system to be reviewed, looking at more options for pre-booking within 1/2 days rather than 2 weeks in some cases
· Review the triage system.  To consider offering triage feedback from a clinician or if reception phone back use a script saying ‘The Dr Suggests, etc’ and then give the advice given by the GP.  Look at who takes messages and who gives feedback 

· New telephone system is being monitored on an ongoing basis, and issues that arise will be addressed by NEG and the practice team as appropriate.  Look into people being on hold for up to 30 minutes and ten being disconnected
· Note the negative comments about the telephone system but feedback to patients what the practice is doing about it

· Messages will be included on the new telephone system giving patent’s advice and asking them to cancel their appointment if it is no longer required to avoid DNA’s

· Look to publicise the number of appointments attended

· Answering of incoming calls is being monitored by the Reception Office Manager on an ongoing basis. Statistics can also be extracted from the telephone system’s call logger for monitoring purposes
	Practice Manager/Officer Manager/Access Group
Practice Manager/Officer Manager/Access Group

Practice Manager/Office Manager

Practice Manager/Office Manager

Office Manager

Office Manager

Office Manager


	Work ongoing with appointment system being revised each month until we get the right balance of appointments.
Meeting arranged with NEG to discuss ongoing issues and concerns.

It is not possible to extract this information from the clinical system.



	4
	How easy do you find it to make appointments?
	59 of the 92 patients surveyed said that they either found it not easy or difficult to book an appointment
	It was noted that DNA’s have a significant impact on patients being able to make an appointment.  It was agreed that:
· A message would be included on the telephone system while the patient is on hold

· The practice appointment slips will be updated to include a message about canceling appointments if they are no longer required

· Call boards to be updated to include information on DNA’s and that patients should cancel their appointments if they are no longer needed


	Office Manager

Office Manager

Office Manager/Reception  


	.
Completed.

Completed.



	5
	What changes, if any would you make to the appointment system
	The majority of patients wanted more appointments in general to be made available 
	Feedback considered in conjunction with questions 3, 4 and 5 and actions formulated (see above)
	
	

	6
	How satisfied are you with the hours that the surgery is open, or what changes would you like?
	The majority (66 patients) said they were satisfied with the surgery opening times. 
	· Look at access to GPs for death certificates within 24 hours
· Promote the out of hours arrangements
	Practice Manager
Practice Manager/Office Manager
	Details are included in the new practice leaflet and on our web site.

	7
	How easy do you find it getting through on the phone? 
	64 of the 92 patients surveyed said that they either found it not easy or difficult to get through on the telephone
	· Review the set up of the telephone system
· Practice to acknowledge problems and put plans in place to address.  For example:

- Review the use of the telephone system, look at alternative methods of communication

· Review staff process – time taken to answer the phone, etc

· Reduce the number of phone calls by introducing online booking, etc

· Give out messages to patients informing them of the busiest times to phone in


	Practice Manager
Practice Manager/Office Manager


	Work is ongoing around the telephone system.
Meeting arranged with NEG phone provider to discuss issues arising.


	8
	How would you suggest the Practice deals with patient’s who miss appointments without telling the surgery in advance?
	
	· Look at utilising local   media resources i.e. local radio, new programmes, etc to gain community support
· Look at using text messaging to remind patients of their appointments

· Use 24 hour reminder notices

· Offer reminder options to patients i.e. email, telephone call, text, etc

· Use appointment cards

· Publicise DNA problems in local newsletters i.e. Community Pride

· Include details and a message on the callboards in the surgery
	Practice Manager
Office Manager

Office Manager

Office Manager/Reception

Practice Manager

Office Manager


	Working ongoing with consent being sought from patient’s opportunistically.

Built in as part of texting, reminds patients the day before

Completed.

Completed

	9
	How satisfied are you with the care you get at Ashwell?
	
	The majority of patients (84%) were happy with the care they received at Ashwell Medical Centre.
It was agreed that the positive feedback from the survey needed to be publicised more i.e. Patient Newsletter, PPG notice board, practice leaflet, etc
	Practice Manager
	Completed.

	10
	Further comments (optional)
	
	Comments raised have already been picked up in the other questions.
	
	



