Patient survey and Action Plan 2014
 Liversedge Health Centre
Liversedge PRG report March 2014
Profile of Pratice population and PRG

Total number of Patients = 3316
Made up of

1623 female

1693 Male

Ethnicity
25% Asian community

.2% Chinese

.5% Caribbean

.3%African

74% White British
PPG GROUP – PROGRESS 2013/14
The PPG for this year is on the whole, fairly representative of the practice population. We are continuing to persuade some of the younger population to join the group, but again without success. Younger patients were approached and asked if they would join but the offer was declined.

The Practice is keen in engaging patients to help deliver services around the needs of its patient population, and therefore the PPG continues to meet several times a year in order to discuss  provision relating to patient care.   The main areas to address this year centred around the following areas, with particular emphasis on GP appointments:
· Telephone access

· Availability and accessibility

· Blood Clinics
· HCA appointments

· Online appointment booking/repeat prescription – this is now live
· Availability of a particular doctor
Local Practice Survey

The PPG group met to review the contents of our 2013 survey. The group decided that certain modifications were necessary in line with new developments and this was implemented creating a slightly revised patient questionnaire, which it was felt reflected the needs of our particular practice. 

The survey has been designed so that it is as easy as possible to understand how the practice can use the results to improve care.

The Practice survey was conducted in over a 2 week period.   A notice had been placed in the waiting area to advertise the proposed survey.  Questionnaires were available during surgery times for patients to complete.  Members of staff were available to provide any help if required.  A box in the waiting room was provided for completed questionnaires.
.
SURVEY RESULTS 2014

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	




	Q1Satisfaction at the Speed at which  the telephone was answered initially
	80%

	Q2 Length of time you had to wait for an appointment
	81%

	Q3. Satisfaction with convenience of day and time of your appointment
	78%

	Q4. Satisfaction with availability of particular doctor
	75%

	Q5. Satisfaction with the waiting time to see the doctor or nurse
	75%

	Q7. Satisfaction with the opportunity of speaking to a doctor or nurse on the telephone when necessary
	77%

	Q8Satisafaction of obtaining a home visit when necessary
	81%

	Q9 Level of Satisfaction with the extended hours offered at the surgery
	80%

	Q10. Satisfaction with prescription being ready on time
	89%

	Q11 Satisfaction with correct prescription being issued
	85%

	Q12. Satisfaction with how easy it is to obtain test results 
	82%

	Q13. Satisfaction in the way you are treated by the receptionist.
	79%

	Q14. Satisfaction with doctor's explanations
	78%

	Q15. Satisfaction with the time doctor spends
	82%

	Q16. Satisfaction with doctor's patience
	78%

	Q17. Satisfaction with doctor's caring and concern
	77%

	Q18. Ability to understand problem after visiting doctor
	79%

	Q19. Ability to cope with problem after visiting doctor
	81%

	Q20 Would you like to be able to order prescriptions and book appointments online
	73%




Upon completion of the survey, a meeting was held with the PPG group to discuss the results of the survey and develop an action plan. The information collected was collated and the results were distributed amongst the PPG group members for review and analysis. Our previous year’s action plan was reviewed to ascertain whether there were any outstanding areas that had not been addressed, and whether the changes instigated had led to improvement in services related to those particular areas. 
ACTION PLAN – 2014.
The group found that our results overall indicated a high level of patient satisfaction and that patients were keen for the Practice to introduce the online prescription/appointment booking service.  The PPG group is very keen to initiate this and plans are in place for this service to become live on our website in April.  In devising our action plan we also took into consideration comments and results of mini surveys held throughout the year relating to various aspects of patient care.
Action Plan – March 2014

	You said
	We did
	The result is

	Shortage of male GP’s
	Interviewed GP’s
	 One new male GP with 4 clinics per week

	Shortage of bilingual GPs
	
	New bilingual GP – we are currently going through a recruitment process with an additional GP

	Problems with booking appointments with HCA due to sickness absence
	Arranged for an extra HCA to carry out the blood clinics.  Trained another member of staff.
	Plans in place to improve the service – with an additional 2 Phlebotomists in training. An extra HCA is now available to cover.

	Telephone access needs improving
	We will be contacting our telephone service provider to discuss this
	To make available an extra incoming line.

	We would like continuity of care with a GP of our choice
	GP’s to be made available where possible
	We now have doctors working at Practice on fixed days

	We would like to book appointments and order repeat prescriptions online
	We have been working hard in modifying our website and setting up our systems in order for this to be made available
	Online appointment booking and repeat prescription ordering went live in February 2014 and so far we have a good uptake. Passwords are available from reception.


If any patient wishes to be part of the group, please contact the practice on 01924 407771
Web site address: www.liversedgehc.nhs.uk
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