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PATIENT SURVEY ACTION PLAN - 2017
	Meeting Details:

	Practice Meeting Date:
	July 2017

	Present at Meeting:
	Dr G Thorpe

Dr J Corner

Kim Beedham, Business Manager

Lisa Lishman, Assistant Manager

Angela Marshall

Judy Birkenfield (Patient)

Nora Campbell (Patient)

Beryl Davies (Patient)

Olwen Thompson (Patient)

John Pallas (Patient)

Graham Comer (Patient)

	Date of Patient forum Meeting:
	15th March 2018


	Summary of Results

	From 100 patients surveyed, overall response was very positive with 85% of responses rating the practice Good or Excellent. 
The top 5 areas were:

1. Access to practice building
2. Treated with dignity and respect

3. Cleanliness of practice

4. Satisfaction with consultation

5. Explanations provided

15% of the responses gave a poor rating. The bottom 5 areas were:

1. See practitioner of choice
2. See practitioner within 2 days
3. Satisfaction with length of appointment
4. Process for booking appointment
5. Waiting Room for privacy
From the patient feedback the following points were noted:

· Access via telephone at 8.30 is problematic
· Wait time for appointment

· Difficult to obtain an appointment when working

· Unaware of complaints procedure

· Positive responses for online access

· Helpful staff

· Efficient practice


	Agreed Actions & Update

	1.
	System for making Complaints

· In response to this, the practice included the procedures within the last newsletter. 
· The procedure and complaints is also available in reception and on the website. 

· The practice will be updating the practice leaflet and will ensure complaints information is included. 


	Complete

Complete

Complete. The practice now has a Facebook page and complaint information has been added. 

	2.
	Privacy in Waiting Room

· Agreed we would try and keep the doors to admin room partly closed to reduce the background noise. 
· We will move the chairs in the waiting room further from the reception desk and not include a row along the back wall. 
· Discuss respect and confidentiality with all front line staff

· Once flooring in completed, it would be good to have marker for where patients wait


	Complete and ongoing

Complete

Complete and staff training ongoing



	4.
	Access – (Appointments Process/Length of Appointment/Ability to see clinician in 2 days/specific clinician)

· Have already conducted a full review of our access arrangements. 

· Made changes to the number of pre-bookable appointments offered

· Made more appointments available online, especially releasing at 8.30am
· Adjusted our emergency appointments to allow more late appointments

· Offer extended hours appointments for a range of clinicians. 

· Recruited a new GP

· Mr Comer addressed the difficulty in seeing the same GP, this is something we are looking into once we are stable.


	Complete

Complete

Complete

Complete

Complete and now host the DHL extended hours service. 




