STATION VIEW MEDICAL CENTRE – PATIENT SURVEY 
POINTS AND AGREED ACTION PLAN

	Q
No.
	Question
	Result 

(% = of all respondents replying)
	Assessment/ Agreed Action

	1
	How do you usually make an appointment to see a doctor or nurse?
	Only 4% make appointments online.
	Actions: Continue to advertise facility on LCD screen and in newsletters.
Hand out newsletters.

Investigate putting message on prescriptions.

Receptionists to mention to patients as appropriate.

	2
	In the past 6 months how easy have you found being able to see a doctor on the same day?
	Just 44% claimed that this was very/fairly easy. 
(20% hadn’t tried)
	Patients can usually see a doctor on the same day. Group agreed that respondents understood this question to mean see their preferred doctor.
Action:  Change wording for next survey.

	3
	How often are you able to see your preferred doctor?
	68%.
	Agreed this was acceptable.

	4
	If you are willing to see any doctor how quickly are you seen?
	55% claimed that they were seen the same day/ next day.
	All patients can be seen within 48 hours. Group agreed that, as above, patients had interpreted this question to mean see their preferred doctor. 
Action: Change wording for next survey

	5
	Once you have arrived at the surgery how long after your appointment time do you usually wait in the waiting room to be seen?
	Normally on time/

Less than 5 minutes/
5 – 15 minutes: 95%
	Agreed this was acceptable.
Actions; Investigate taking a tougher line with DNA patients.

Investigate the use of SMS texts as reminders for doctors’ appointments.

	6
	How do you feel about how long you normally have to wait to be seen?
	Don’t normally have to wait long/About right: 93%

	As above.

	7
	How satisfied are you with the opening hours at the surgery?
	Very satisfied: 68%
Very/fairly satisfied: 97%
	Agreed this was acceptable.


	8
	How satisfied were you with your last appointment with a doctor at the surgery?
	Against all criteria scores were in excess of 95% for being very/fairly satisfied. The lowest scores were:
Explained about tests and treatment: 

63% very satisfied

Involved you in decisions about your care: 

61% very satisfied.
	Action: Alert doctors to the need for a little more interaction with patients. 

	9
	Telephone consultations 
	55% did not know that they could have a telephone consultation,
25% had had a telephone consultation.

Just 12% said they needed a follow up.
	Figures show that telephone consultations are justified.
Action: Advertise telephone consultations in newsletter and on the LCD Screen.

	10. 
	How easy is it for you to make an appointment with a Practice Nurse at your surgery/clinic?
	91% claimed it is very/fairly easy.
	Agreed this was acceptable.

	11 
	Please rate your last appointment with a practice nurse at the surgery/clinic
	As with the doctors, against all criteria scores were in excess of 95% for being very/fairly satisfied. The lowest scores were:

Explained about tests and treatment: 

74% very satisfied

Involved you in decisions about your care: 

76% very satisfied.
	Action: Alert nurses to the need for a little more interaction with patients, where appropriate. 

	12
	Overall how well does your practice help you to…?
	Overall, good scores.

Understand  the practice’s compliment and complaints procedure:  Very well/ well: 65% 

(12% =” not applicable”.)

Access information about staying healthy & preventing illness: 80%


	Already information on the LCD screen.
Action: Mention in newsletter. 

Leaflets in waiting room.

Action: doctors and nurses to hand out more information.

	13
	How helpful do you find the receptionists at the surgery?
	Very helpful:             78%
Very/fairly helpful:   99%
	Agreed this was good.

	14
	Can other patients overhear private conversations with receptionists? 
	Yes, and I’m not happy about it: 16%
	Have discussed previously. Not much room for queuing.
Actions: remind receptionists to offer patients privacy by referring them to the side window.

Encourage patients to book in using the booking-in screens, to reduce the queues.



	15 
	How clean is the surgery?
How easy is it to get into the building?

How comfortable is the waiting area?

How clear are the signs…?
	Very: 89%   Very/fairly: 100%
Very: 85%    Very/fairly: 99%

Very: 63%    Very Fairly: 100%

Very 74%     Very/fairly: 99%
	Agreed this was good given recent bad weather.
Agreed this was acceptable.

Actions: Signs for mobility chairs need to be more visible. Mobility chairs need to be kept away from the corner to allow for wheelchairs. 

	16
	How often do you use the practice website/online facilities?
	Over 90% had never used for appointments booking or general information. 14% had used for repeat precriptions.
	Actions: Continue to advertise facility on LCD screen and in newsletters.

Hand out newsletters.

Investigate putting message on prescriptions.

Receptionists to mention to patients as appropriate.

	17
	How useful do you find the website/online facilities?
	Those few who had actually used generally found the facilities useful.
	Action: As above.

	18
	Generally how would you rate your overall satisfaction with the practice?
	Very satisfied: 75%
Very/fairly satisfied: 100%
	Agreed this was acceptable.

	
	
	
	

	
	OTHER ISSUES RAISED BY GROUP
	
	

	
	Blood tests - issue reminders.
	
	Investigate feasibility.

	
	Repeat prescriptions
	
	Problems with ordering for 2 people. Change message to ask people if they are requesting for more than one person.

	
	Returning sharps by diabetics. 
	
	Check with Nurse Practitioner.

	
	
	
	

	
	SPECIFIC COMMENTS (Selected)
	
	

	Q15
	Need a bigger car park…
	
	No space to expand. 

Action: Ask visitors to park out of the patients’ area.


	Q19
	2 hour service on Saturday Morning for urgent care.
Open later for people who work till 5.30-6pm.
	
	Urgent Care provided across the road at BAGH. 
Extra hours provided during the week on an evening and on two mornings.

	
	Regular Well Man /Woman Clinic
	
	Provided in other formats.

	
	Time allowed on appointments.
	
	Action: Re-advertise that if anyone wants a longer appointment they can book with receptionist.

	
	Telephone system … people would rather speak to someone…
	
	Callers only have to pick one selection before speaking to someone.

	
	Space …for Baby Clinics – nowhere for pushchairs.
	
	Retinal Screening Room or Counsellor’s Room available for parking.

	
	Allow appointments such as nurse treatments to be made more than one week in advance…

	
	Action: Re-advertise that this is possible.

	Q20
	Make it more easy to speak on phone to doctors.
	
	Action: Investigate allocating telephone consultation slots.

	
	Difficult to make appointment 1 week in advance to see a particular doctor.
	
	Action: Advertise that patients can do this.

	
	Some receptionists (a very few) could be more”understanding”...
	
	Action: Refresher training course.

	
	Occasionally 2 receptionists needed at busy times…
	
	Workstation allows for only one receptionist at the desk.
Action: Encourage patients to book in using the booking-in screens, to reduce the queues.

	
	Not be so reluctant to prescribe antibiotics…
	
	DoH trying to reduce use of antibiotics. Doctors will prescribe only when necessary.

	
	
	
	

	
	OTHER SERVICES
	
	

	1.
	Have you given feedback to your GP on the level of satisfaction or experience of a service that they have referred you to (e.g. in hospital or a community service) in the last year?


	Yes: 21%
	

	2
	If so, did you feel this feedback was listened to (and therefore may feature in discussion regarding the planning or management of this service in the future)?


	Yes: 66%

	

	3
	Would you like a greater say in how the NHS services that you receive outside of the GP Practice are planned or commissioned?


	Yes: 35%
	

	
	
	
	

	
	COMMENTS ( OTHER SERVICES)
	
	

	Q4
	Referrals to counselling services take a long time…
	
	

	
	Better planning of appointments in BAGH to cut lengthy wait…
	
	

	
	Fell that having seen a consultant an “automatic” wait for a follow up appointment…. is wrong.
	
	

	
	Too many cutbacks
	
	

	Q5
	Treatment for cataracts
	
	

	
	Maybe distribute a newsletter to inform people of the service you provide and to remind men and women to check for abnormalities in the breasts and testicles
	
	Posters and leaflets displayed in waiting area.
Action: highlight in newsletters.

	
	Minor surgery 
	
	Currently offer.

	
	Giving blood
	
	No room.

	
	
	
	

	
	
	
	

	
	
	
	


