Portland Medical Practice

Survey Results Action Plan February 2012

Action One

PRIORITY FOR ACTION
Survey Question 2 ‘Ease of contacting the practice on the telephone’
Practice Mean Score (%)
National Mean Score (%)

52 59

Patient’s comments

‘Being able to get through on the phone more easily’

‘Quicker telephone response for making appointments’
‘There have been some issues with the telephone service lately…’

‘Difficult to get through on the phone, on hold for some minutes’

PROPOSED CHANGES

1. Clearer answerphone message installed to advise patients that they are in a two patient queue and that test results will not be given out before 12.00 midday

2. GPs have been asked to be more specific with patients about how and when they will receive test results to prevent unnecessary patient calls chasing them

3. The practice will answer two incoming telephone lines consistently from 8.00am to 10.00am and from 2.00pm to 3.00pm
WHO NEEDS TO BE INVOLVED

· General Practitioners 

· Reception Staff

· Patients

TIMESCALE
· Answerphone message updated 8.2.2012
· GPs advised on 8.2.2012 of need to be clearer concerning a patients route for retrieving test results 

· Consistently answering two telephone lines has been commenced and will be monitored by the Practice Manager

REVIEW
The actions instigated will be subject to ongoing monitoring and will be measured specifically in the next patient survey to be complete before the end of 2012

Action Two
PRIORITY FOR ACTION
Survey Question 20 ‘The extent to which the doctor/nurse helped me to take care of myself’
Practice Mean Score (%)
National Mean Score (%)

77 81
Survey Question 26 ‘The information provided by this practice about how to prevent illness and stay healthy’

Practice Mean Score (%)
National Mean Score (%)

67 68

Bespoke survey Question 3 ‘How do you rate information regarding available services e.g. Pharmacy First, Audiology Referrals, Physiotherapy etc’
Practice Mean Score (%)
National Mean Score (%)

75 N/A

Bespoke survey Question 5 ‘Do you feel you know which clinician you need to see if you have a particular health problem?’

Practice Mean Score (%)
National Mean Score (%)

   78



N/A


Patients Comments
‘Posters in the surgery. Medical Magazines. Advertise more health options and how to contact them.’
‘Consistency across services e.g. GPs, Nurses, Midwives, health visitors’

‘I personally am unaware of the existence of a ‘well woman’ clinic which I would consider helpful’

‘I would like a bit more information about my conditions and how I can help myself’
‘Better links with advice agencies/local authority…’

PROPOSED CHANGES

1. Organise a PRG Corner, manned by PRG members to educate patients as to which clinician to see, when to see them etc Coordinated by Ali Swinnerton.

2. Poster campaign for waiting room/corridors detailing services and facilities available. Organised by Ali Swinnerton

3. Insertion of a PRG advert in the local Neighbourhood Watch magazine thanks to Mr P Underwood, a patient and member of the PRG

4. Organise a Health Fayre for a Saturday in the late spring/early summer

WHO NEEDS TO BE INVOLVED

· PRG Representatives

· GPs/Nurses
· Ali Swinnerton, Publicity/Marketing Officer
TIMESCALE

· Further PRG meeting planned for 7th March 2012
· PRG corner to be up and running by 31st March 2012
· Poster campaign to be up and running by 29th February 2012
REVIEW
The actions instigated will be subject to ongoing monitoring and will be measured specifically in the next patient survey to be complete before the end of 2012

Action Three

PRIORITY FOR ACTION
Bespoke survey Question 4 ‘How do you rate the helpfulness of Reception Staff in non-urgent situation?’

Practice Mean Score (%)
National Mean Score (%)

80



N/A
Patients Comments
‘Reception staff need at times to give more than a yes or no answer when trying to make an appointment’

‘…..although the majority of receptionists are excellent, one is quite abrupt’
‘One receptionist is very sharp and unhelpful!...’

Sorry but I don’t like having to explain to receptionist my problems to get an emergency appointment’

‘Sometimes some of the staff at the desk are unwelcoming, depending upon who is on at the time’ 

PROPOSED CHANGES

1. All reception staff to wear name badges at all times
2. Patients to be encouraged to use the ‘comments/suggestions’ box

3. Practice Manager will run a series of training sessions with reception staff at their regular meetings using a DVD entitled ‘Improving the patient experience’ (a resource produced by the Practice Management Network’
WHO NEEDS TO BE INVOLVED

· Reception Staff

· Chris Blunt, Practice Manager

· Patients

TIMESCALE

· Training to be commenced and delivered during February, March and April 2012
· Staff badges sourced and to be worn immediately
REVIEW
The actions instigated will be subject to ongoing monitoring and will be measured specifically in the next patient survey to be complete before the end of 2012
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