Wellington Health Centre Patient Survey 2011

Method

A small sub-committee of the Patient Participation Group (PPG) met with surgery representatives to design the patient survey.  
The survey commenced w/c 29/08/11 and ran for 6 weeks via the following methods:
· Available via receptionists/at reception 
· Distributed by PPG Chairman during hours spent in practice waiting room
· Available via practice website

· Emailed to newsletter recipients

· Mailed to 100 patients selected randomly from those visiting surgery during w/c 15/11/10 or 23/05/11
Responses were computerised prior to review/discussion with PPG members
· Online – 2 completed

· Returned via mail – 2
· Box within surgery – 188

PPG assisted with results analysis and recommendations for improvements and agreed resulting action plan with the practice.  
Results follow on subsequent pages, along with positive feedback comments.  Specific issues requiring attention are detailed in the action plan below.
Action Plan
	You Said
	We Have Done/Will Do

	Parking for patients
	We have a limited number of spaces and these need to be reserved for doctors and engineers which results in frequent comings and goings throughout the day, sometimes in an emergency.  Manoeuvring and visability in the limited space is difficult and can be dangerous; the gates are narrow and have been knocked by patients previously resulting in costly repairs and causing a danger to car users and pedestrians.  For these reasons parking on the premises is not and will not be allowed.

	Water fountain
	We used to have a watercooler but it became too expensive to continue in these cost-cutting times.  Receptionists can provide a glass from the kitchen tap when necessary.

	Waiting times within the surgery
	Our constant worry and for which we have yet to find an answer – we will be working with the PPG on this topic - please help us find some solutions.  Good clinical care will always be our priority so we will never ‘clock-watch’.

	Emailing
	We will not enter into clinical discussion via email for reasons of security of personal data/confidentiality but are hoping to be able to update patients with general news about the surgery and its services shortly.  We have been collecting email addresses for several years but are waiting to be able to integrate data between our clinical system and email software.

	Texting
	We have been trying to do this for two years and have finally been given approval by the local PCT to commence texting reminders, service information and health promotion advice.

	Knowing which doctor will be on duty
	Information on doctor rotas is available via the practice leaflet and surgery website and is kept up-to-date.  We try to put information on the patient information screen and newsletters if a doctor is planning leave.  There are, however, days when doctors are off unexpectedly and others cover for them.  We also try to tweet any changes to normal daily operation.

	Making appointments for other family members
	Currently possible by telephone.  Also possible by online appointment booking as parents/guardians can register for their children but this gets rescinded when the child turns 16 for them to register for themselves to protect their confidentiality.

	Hospital referrals – surgery does not keep patient updated
Access to info from surgeons should be sent to GP
	Once your GP has made the referral for you, the local Patient Referral Service will get in touch with you, on the surgery’s behalf, to discuss appointment dates and times.
This is unfortunately out of our control and down to individual consultants/surgeons and their secretaries.  Please take this matter up with your consultant.

	Information digital signage could be used
	We have considered digital signage in the past and prefer not to use it, in favour of a more personal touch.  

	At times some unfriendly reception staff
	Our staff receive regular training and performance management but are human and can sometimes allow the stress of balancing the needs of an individual against those of the practice and patients as a whole to show.  We encourage them to portray the surgery as a happy and friendly environment and will continue to do so.

	Sometimes feels like doctors don’t have time to properly assess/ just want to treat symptoms quickly and not underlying cause
	Good clinical care will remain a priority which includes adopting a holistic approach.  Doctors will always use their judgement based on knowledge and experience to review a patient and their needs.  Doctors meet regularly to share their knowledge.

	Same day appointments
Later working hours, better emergency/urgent appointment
	Demand is increasing and there have been more occasions over the past 12 months when access to appointments has not been as good as we would have liked.  We are continuously monitoring access to and availability of appointments and making adjustments to reflect ongoing need but it is a balancing act with the resources available.

Pre-bookable appointments are available to book up to 12 weeks in advance and we aim to see all patients within 2 days of their request or on the same day if necessary (doctors may speak to you on the telephone first to assist with this).  

	Level of noise in the surgery etc. including use of mobile phones
	We will be increasing our signage within the waiting room to encourage patients to take any urgent calls within the garden.


Results:  Appointment System
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Results:  Communication
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	Most Popular Information/Services Accessed
	Information/Services Requested

	1.  General information about the practice eg opening times, contact numbers etc.

2.  Re-order medication or information about prescriptions.
	1.  Online appointments

2.  More information
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Positive Feedback
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In general, am very pleased with the way the practice runs





Very happy with the service here at the Wellington Health Centre





Overall positive





Not aware about extended hours on Mon & Wed and no more closure in the afternoon. These are very helpful





Excellent doctors, very helpful and empathetic





There are no negatives very happy with surgery





No issues very pleased with the way things are run





All great





Good service





Doctors are very good, still looked after by the team of docotors fantastically especially Dr. Leigh & Dr. Anand!!





None, I am thoroughly satisfied with the service





The practice is very good, all the staff and the doctors are very good and I’m very happy to visit this practice





It's a fantastic practice - Keep up the great work!





I am happy with the Practice services





Very happy and excellent service provided over the years.  Preference for one dr that I have known for 15 yrs





Great team at the surgery including the reception team who are so lovely to me and family. SMH never provides this service





Happy with  service provided





Rate Dr Leigh and Dr Azarbod very highly.  Our contact with Dr Anand has been good





No- very lucky to have such a well-run practice!





Good atmosphere and staff





I am very happy with this surgery





Have been patient since 1996 and apart from 2 occasions on which we were let down have been very happy





You are a marvellous practiceand we are lucky patients.   I congratulate you on your capability to find the nicest team at the reception smiling, helpful, kind and also friendly doctors, who listen.  You are an example to the NHS.  NHS spends too much pounds trying to figure out how to get people to tell them what is worng.  Fix the obvious problems, the rest will fix itself





Coming to surgery for many years.  One satisfied patient





Extremely satisfied with my care and treatment





Very impressed with all the girls at reception who are always very friendly and helpful








