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PATIENT SURVEY ACTION PLAN - 2018
	Meeting Details:

	Practice Meeting Date:
	26th July 2018

	Present at Meeting:
	Dr R Cowley

Dr C Hamilton

Kim Beedham

Pauline Hindson 

Heather Redshaw



	Date of Patient forum Meeting:
	


	Summary of Results

	Overall the practice achieved very well with 83% of responses being noted as good, very good or excellent. 

The top 5 areas were:

1. Respect Shown

2. Ability to listen

3. Confidence in Ability

4. Explanations

5. Express Concerns/Fears

The bottom 5 areas were:

1. See practitioner of choice

2. See practitioner within 48hrs

3. Telephone Access

4. Waiting Time

5. Speak to practitioner on the phone

The practice achieved similar to the national average for most areas although scored lower for telephone access, practitioner of choice, and respect for confidentiality. 

Compared to the last survey in 2015 the practice achieved better in all areas except for telephone access and practitioner of choice. RC and CHH noted it was the best patient survey for a significant time. 

From the patient feedback the following points were noted:

· Telephone Access between 8.30am and 9am

· Only same day appointments available

· Opening earlier when cold 

· Long waits for named GP

· Waiting time to see a GP

· More appointments needed

· Reduced waiting times

· Magazines

· Childrens toys

· Water cooler

· Privacy




	Agreed Actions & Update

	1.
	The team agreed that some of the recent changes to clinic configuration and employment of new GP’s would help toward addressing some of the access issues. 


	To be determined from next survey and discussions with patient forum. 

	2.
	More advertising of online access, and to include information on new telephone message. 


	

	3.
	15 minute appointments should reduce waiting times for patients


	

	4.
	KB to look to install a Children’s activity centre on the waiting room.  


	

	5.
	Magazines & Books to be made available. 


	

	6.
	Team to review set up in waiting area to determine ways to improve privacy. 


	Ongoing

	7.
	Clinicians to book review appointments/investigations or ring reception with the details so patients don’t need to disclose at reception. 


	

	8.
	KB to price a water cooler. 


	


