Princes Park Health Centre Patient Survey – March 2017
Brief Review of survey Results:

In total we had back 307 replies to our recent patient survey and in general a really good set of positive figures came back, building on the good results from last year’s survey;

· How satisfied are you with the hours that your GP surgery is open?
             •90% of our patients were very satisfied or fairly satisfied with our opening hours.
· Overall, how would you describe your experience of your GP surgery? 

             •94% of our patients thought that their experience was very good or fairly good.
· Would you recommend your GP surgery to someone who has just moved to your local area?
             •87% of our patients would definitely or probably recommend our surgery.
· How often do you see or speak to the GP you prefer?
•36% of our patients said that they always or almost always saw or spoke to their GP of choice, with a further 42% saying that they saw or spoke to their GP a lot of the time.

· Last time you saw or spoke to a GP from your surgery, how good was that GP at involving you in decisions about your care?

•93% of our patients thought that their GP was very good or fairly good at involving them in decisions about their care.

· Last time you saw or spoke to a GP from your surgery, how good was that GP at treating you with care and concern?

•92% of our patients thought that their GP was very good or fairly good at treating them with care and concern.

· Generally, how easy is it to get through to someone at your GP surgery on the phone? 

•67% of our patients thought that it was very or fairly easy to get through on the phone.

· Overall, how would you describe your experience of making an appointment?

•70% of our patients thought that their experience of making an appointment was good or fairly good.

· How long after your appointment time do you normally wait to be seen?

•52% of our patients thought that there normal wait was between 5 and 15 minutes, 29% had a wait of less than 5 minutes and 14% had a wait of more than 15 minutes.
· Are you aware of the following on line services, booking GP appointments, ordering repeat prescriptions and looking up your medical records?

•88% and 89% of our patients respectively were aware of booking a GP appointment and ordering prescription on line. This figure reduced to 68% being aware that they could access their medical records.
Princes Park Health Centre Patient Survey Action Plan from 2016
1) To improve patients knowledge on how to access their medical records
This survey question was looking at three on-line services, booking a GP appointment, ordering repeat prescriptions and how to look up your medical records. The first two had awareness levels of over 80%, whereas only just over 50% were aware of their access to medical records. Details of these services are available on the practice website and have been covered off in editions of the newsletter.   
Action

The process of gaining access to medical records on-line is to be communicated to practice patients.

Implementation and Timings

The next edition of the newsletter will contain the results of the recent patient survey, highlighting areas that Princes Park Health centre will focus on to improve, one of which will be the communication of ‘how to access medical records on-line’. Repeat prescriptions will be flagged with ‘how to access medical records on-line and there will be a more information on the website. The campaign will be rolled out during April, May and June 2016.
Measure of Success

A short patient survey will be carried out in July 2016. This will establish the current level of patient understanding on ‘how to access medical records on-line’. The aim will be to achieve a patient awareness level of above 80%.
On running the short patient survey in July 2016 we found that awareness had increased by a small amount up to 57%.

This figure is now up to 68% but there is still room for improvement.

We will continue to promote all our on line services throughout the rest of 2017 and beyond, with special emphasis on the aspect of viewing your medical record.

2) To improve the patient experience of making an appointment/getting through on the phone
This covered two survey questions that looked at the ease of getting through to someone at Princes Park Health Centre on the phone and how then would you describe the experience. These had responses of 70% of our patients thinking that that it was very or fairly easy to get through on the phone and 72% saying that their experience of making an appointment was good or fairly good.

Action

Increase the opportunities for patients to contact the surgery by phone. 
Implementation and Timings

We currently have 15 phone lines into the surgery with 5/6 operators taking calls during the peak periods. We propose to increase the number of operators up to 7/8 for a period of 3 months, during April, May and June. 

Measure of Success

A short patient survey will be carried out in July 2016. This will establish whether the changes made have led to an increase in patient satisfaction for trying to make contact by phone and for booking an appointment. The aim will be to return patient satisfaction levels above 80%. 

On running the short patient survey in July 2016 we found that patient satisfaction for trying to make contact by phone and for booking an appointment remained relatively unchanged.  

These figures have not really changed again in this year’s survey with responses of 67% of our patients thinking that that it was very or fairly easy to get through on the phone and 70% saying that their experience of making an appointment was good or fairly good.
We will continue to focus on improving the experience for our patients throughout the rest of 2017 when they make an appointment with all our clinical staff. With patient expectations so high we may have to realise that the current satisfaction levels are going to be difficult to exceed.
3) To improve the punctuality of patient appointment times
This survey question looked at how long patients thought that they waited past their allotted appointment time. 62% of our patients thought that they had to wait between 5 and 15 minutes and 9% thought that they waited for more than 15 minutes.
 Action

To reduce the time delay between patient appointment time and the actual time that they are see.
 Implementation and Timings

We propose to educate our GP’s on patient through put, this will take the form of an audit on all GP’s where data on the length of time that patients wait past their appointment time is collected and analysed. This data will then be fed back and any outliers will be given a peer review on how to increase through put and thus reduce delays.
 Measure of Success

Data on patient appointment times will be collected for the months of April, May and June. The aim will be to see a reduction in actual waiting times that patients experience past their appointment time, 5 – 15 minutes with a level of under 35% the goal. A short patient survey will also be carried out in July 2016. This will establish whether the work carried out has led to any changes in patient perception, that waiting times have been reduced. 

On running the short patient survey in July 2016 we found that the number of patients reporting a wait of between 5 – 15 minutes fell to below 50% a reduction of 13%.

These figures have not really changed again in this year’s survey, with a 5 – 15 minutes wait coming out at 52% and less than 5 minutes at 29%.

We will continue to focus on improving the waiting times for our patients.

Princes Park Health Centre Patient Survey Action Plan from 2017

We have now run these survey questions for two cycles and demonstrated that we have maintained our service level over this period of two years. We propose to run another survey in September 2017 (along the lines below) to explore our patient’s thoughts on service redesign which will be crucial in moving General Practice forward over the next 5 years.

Primary Care Redesign Engagement

The purpose of this patient engagement is to gain insights into patient behaviours regarding their current use of primary care and how they might interact with new forms of consultation, including possibly seeing a healthcare professional other than a GP.

Sample questions;

1) How do you currently feel about access to GP appointments?

(Is it easy to book an appointment? Can you always get an appointment on the day or in advance? What does a good experience with reception look and feel like? How do you think GP appointments could be improved?)

2) What is most important to you when you have a GP appointment?

· seeing your GP

· seeing any GP

· being seen promptly or when suits you

· feeling that you’re receiving the best treatment

· other
3) Many GPs believe that for musculoskeletal conditions like lower back pain, physiotherapists can diagnose, treat and refer more appropriately than they can. If you woke up with a bad back and wanted an appointment with your GP, how would you feel about having an appointment with a senior physiotherapist at the GP surgery instead?

(What concerns might you have? What do you think the advantages might be? What do you think the disadvantages might be? If you would not be happy to see a physio, what could be put in place to make you happier to see one?)

4) Clinical pharmacists work as part of the general practice team to resolve day-to-day medicine issues and consult with and treat patients directly. This includes providing extra help to manage long-term conditions, advice for those on multiple medications and better access to health checks. How do you feel about seeing a pharmacist for a medication review instead of your GP?

(What concerns might you have? What do you think the advantages might be? What do you think the disadvantages might be? If you would not be happy to see a nurse, what could be put in place to make you happier to see one?)

5) Some practices are providing receptionists with additional training to be able to direct patients to the most appropriate type of appointment. How would you feel about having a more detailed conversation with an enhanced reception (back office) to identify which appointment might be best for you?

(Are there concerns about privacy and how can these be allayed? What do you think a good care navigation process looks like?)

 The Results, report and action plan are available on our web site at 

www.princesparkhealthcentre.co.uk
The above will also be available as hard copy in the practice.

