TANFIELD VIEW MEDICAL GROUP
SUMMER NEWSLETTER 2017/18
Practice News
The Practice is very pleased to welcome Kim Beedham to the practice as the new Business Manager. Kim commenced at the practice in November and works 4 days per week. 

In September the practice will be welcoming Dr P Barker to the surgery. Dr Barker will be working 6 sessions at the practice and comes highly recommended. We look forward to him joining our team. 
Patient Survey Results
The surgery recently conducted a patient survey and the results are displayed below for information. 
Following this survey, we have made numerous changes to our appointment system to improve access and have increased the number of online appointments, particularly those which release at 8.30am. This includes changing the structure our clinics, releasing more pre-bookable appointments, increased variety of appointment times to improve patient choice and also improved our internal processes to reduce short notice cancellations. We are now looking at our waiting areas to review the issues highlighted with confidentiality. 

[image: image1.emf]0 50 100 150

Seeing a specific GP/Nurse of your choice within a…

Seeing any GP/Nurse within 2 working days

Satisfaction with the length of your appointment

Process for booking your appointment

Access the Practice building

Satisfaction with Practice facilities

Waiting room in terms of privacy, quietness etc

Cleanliness of the Practice

System for making complaints

Satisfied with your consultation

Explanations provided to you and any options…

Ability of the person you saw to listen to you

Involement in care planning

Treated with dignity and respect

Treated with empathy and compassion

Given support to cope emotionally with your…

Manner in whch you were treated by the…

PATIENT SURVEY RESULTS 2017

POOR

GOOD

EXCELLENT


Complaints Process
If you have a complaint or concern about the service you have received from the doctors or any of the personnel working in this practice, please let us know.  We operate a practice complaint procedure as part of an NHS complaints system, which meets or exceeds national criteria.

HOW TO COMPLAIN

We hope that we can sort most problems out easily and quickly, often at the time they arise and with the person concerned. If you wish to make a formal complaint, please do so AS SOON AS POSSIBLE - ideally within a matter of a few days. This will enable us to establish what happened more easily.  If this is not possible, your complaint should be submitted within 12 months. You should address your complaint in writing to the Business Manager/Assistant Practice Manger (forms are available from reception).  She will make sure that we deal with your concerns promptly and in the correct way. You should be as specific and concise as possible.

COMPLAINING ON BEHALF OF SOMEONE ELSE

We keep strictly to the rules of medical confidentiality.  If you are not the patient, but are complaining on their behalf, you must have their permission to do so.  An authority signed by the person concerned will be needed, unless they are incapable (because of illness or infirmity) of providing this. A Third Party Consent Form is available from reception.

WHAT WE WILL DO

We will acknowledge your complaint within 3 working days and aim to have fully investigated within 21 days of the date it was received.  If we expect it to take longer we will explain the reason for the delay and tell you when we expect to finish. When we look into your complaint, we will investigate the circumstances; make it possible for you to discuss the problem with those concerned; make sure you receive an apology if this is appropriate, and take steps to make sure any problem does not arise again.

You will receive a final letter setting out the result of any practice investigations


Volunteer Patient Transport

We like to inform you of a new patient transport service which went live 3rd July. Help to Health is available for registered patients getting to your appointment at the practice or a local hospital. 

Transport is available Monday to Friday 8.30am to 5.30pm. You can book up to four weeks before your appointment but you need to give at least 48 hours notice, by telephoning 0300 3309424. 
The service will be charged 0.45p per mile. When your booking is confirmed you will be informed how much your journey will be. For more information visit: www.helptohealth.org.uk or ask at the surgery for more information.


NHS Health Checks

As we get older we are at higher risk of developing conditions like high blood pressure, heart disease or type 2 diabetes. The NHS health check can spot early signs and help prevent these happening to you. The surgery is now offering eligible patients between the age of 40 – 74 a free NHS health check. If you would like to receive your free NHS health check then please contact the surgery to make an appointment.

Diabetic Model
In collaboration with the local Clinical Commissioning Group (CCG), Co Durham and Darlington Foundation Trust and Derwentside Healthcare Limited, the practice is now delivering a new diabetic model of care from April 2017. This will enable diabetic patients who were previously by Tier 2 services, to be seen closer to home at the practice. We would be grateful if you would be patient with our staff during this transition period. 

Clinical Research

The practice has recently increased our involvement in clinical research. We recently supported the Primary Care Research Network with a clinical trial regarding genetics of patients with Diabetes. We hope to increase this in the future, and therefore you may be invited to participate in a relevant study that may airse. This would be entirely voluntary and patients would be under no obligation to be involved. 


Zero Tolerance

The practice operates a zero tolerance policy with regard to abusive or threatening behaviour towards our staff. 

Our staff work extremely hard, often under extreme pressures. Therefore, we would be grateful if you would remain respectful toward the team.  


Well Being for Life
‘Well Being for Life’ provides services that can support you to improve your health, wellbeing and quality of life.  Such as stopping smoking, losing weight or becoming more active. 

Tanfield View Medical Group is working in colloboration with Well Being for Life team to provide these at the practice. Clinics are provided at the surgery every Monday. 

For more information or to book an appointment, please contact reception. 
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QUESTIONS

		PATIENT SURVEY RESULTS - TANFIELD VIEW MEDICAL GROUP 2017

				Question		POOR		GOOD		EXCELLENT

		1		Seeing a specific GP/Nurse of your choice within a week		65		26		5

		2		Seeing any GP/Nurse within 2 working days		50		31		13

		3		Satisfaction with the length of your appointment		27		46		19

		4		Process for booking your appointment		36		39		18

		5		Access the Practice building		1		31		66

		6		Satisfaction with Practice facilities		1		39		35

		7		Waiting room in terms of privacy, quietness etc		17		53		26

		8		Cleanliness of the Practice		3		51		43

		9		System for making complaints		12		38		24

		11		Satisfied with your consultation		2		34		51

		12		Explanations provided to you and any options outlined		0		35		50

		13		Ability of the person you saw to listen to you		0		28		56

		14		Involement in care planning		2		35		45

		15		Treated with dignity and respect		1		26		59

		16		Treated with empathy and compassion		1		28		55

		17		Given support to cope emotionally with your care/treatment		2		26		53

		18		Manner in whch you were treated by the receptionist		2		32		51

						YES		NO		MAYBE

		19		Would you be interested to receive dietary advice		18		51		17

		20		Would you be interested in local exercise programmes		26		45		16

		21		Would you recommend this Practice to your friends and family ?		69		18		0





ABOUT THE APPT SYSTEM

		COMMENTS ABOUT THE APPOINTMENT SYSTEM

		Phoning up for same day appointments is useless by time you get through they are all gone

		I ring on a morning as told but its always engaged, when I get through there are no appointments left and told to ring in the morning

		Very efficient

		Online booking very handy

		Always options

		The staff at this practice are good. My concern is the length of time you wait to get an appointment and the inability to get through

		It would be better if we could get an appointment without waiting for ages

		You seem to have a choice of trying to get an appointment the sameday or waiting 2-3 weeks. There needs to be more appointments within a week

		With longterm illness unless you see a specific doctor the appointment is over before the doctor reads case history

		Normally have to ring up on the day but don’t get to see my normal doctor

		Not a critcism of this practice just NHS pressure everywhere. Staff very helpful

		Rang up at 8.30 many times I can’t get same day appointment, same happens with internet

		Love the online system

		Very difficult booking an appointment

		As someone who works hospital shifts it is near impossible to obtain an appointment to see GP/Nurse on days off

		Appointment system needs improving

		Hard to get an appointment when you are working online booking only showed one date

		People who work can't always ring for an appointment at the specified time on a morning

		Getting an appointment is extremely difficult and whilst the receptionist are fantastic I don’t really want medical advice from them

		Hard to get an appointment

		If you ring after 10 there is no appointments

		The system is fine it’s the time you have to wait to see a doctor that is the problem

		Only time you can get sameday appointment is to go to surgery

		Easier now we have online booking

		Never see the same doctor





ABOUT THE PRACTICE

		COMMENTS ABOUT THE PRACTICE

		Too many patients waiting longer not enough time in the day treatments hurried depending on doctor

		I have never actually made a complaint but don't know how to go about it

		Extremely helpful staff and waiting times excellent. Lovely staff, doctors and nurses

		I have always found the staff to be very helpful

		I am not aware of the complaints procedure and never seen any info regarding this

		Never made a complaint

		Ordered repeat script last Wednesday came Monday. No script!!

		Don't know how to make complaints without asking receptionist

		Staff, nurses and doctors very helpful very caring everytime

		The whole practice is centered around the counter so do not feel it is private to a great extent

		Staff are good at trying to keep the conversation quiet

		Nobody seems to listen

		No privacy at reception

		Seems to be no willingmess to listen requires multiple phone calls

		No privacy at reception

		Girls on reception both lovely and helpful





ABOUT THE VISIT TODAY

		COMMENTS ABOUT THE VISIT TODAY

		Clinician		Comment

				All staff great

				Nice staff

				A lovely lady who addressed the psychological side of illness as much as physical

		SL		Very good indeed

		CP		I thought dr parker was outstanding, she was really excellent and understanding





FITTER & HEALTHIER

		COMMENTS ABOUT BEING FITTER & HEALTHIER

		Referral to walks

		Diabetic have been preached at for years about diet

		Have a healthy eating special day? Refer to gym

		Drop in talk sessions

		Advice and menu examples for loweing cholesterol would be good





 IMPROVE PRACTIC

		SUGGESTIONS HOW TO IMPROVE

		Have phone up prescriptions like a lot of practices do it's convienent and faster for patient

		More GPs. An appointment system that meets patients needs

		More fulltime doctors

		Would prefer a regular GP. Bit of a problem getting a prescription today

		Please allow same-day appointments. Never many PM appointments to be had

		More available appointments online

		Patients ability to see a doctor when required rather than waiting weeks for an appointment

		Receptionist could be more  understanding on peoples individulal circumstances

		Nicer waiting area with better privacy





GPNURSE TODAY

		GP/NURSE		COMMENT

		GP/Dr Corner		Dr was good today read my notes before I went in saved me having to explain everything again

		SL		Was excellent





GRAPHS

		





GRAPHS

		69

		18
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