Report to:
All
Re:
A Report showing the results of our patient experience survey regarding the new appointment system
Report by:
Kerry Harmer, Practice Manager

Date:

24 March 2015
Introduction & Methodology
A Patient Survey was conducted in October 2014.  The survey was offered to all patients who attended the practice in October 2014.  However, the survey was also sent to all members of the Patient Voice and also advertised on our website and in our Practice Newsletter.  Copies were also given to people attending Mallerstang Parish Council meeting.
65 completed surveys were returned which is 1% of overall practice population.  This is a disappointing return rate.
A copy of the Survey is included as Appendix A.

Results & Analysis
A full copy of the results are available in Appendix B.

Question 1 - How you made an appointment in the past 6 months?
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48 patients had made an appointment in the past 6 months so will have experienced the new appointment system.
Was your appointment routine or urgent?
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Most patients considered their appointments to be routine (44) compared to 21 who considered their appointment urgent.  This is consistent with our experience of appointment requests.
We then asked patients who were advised that a doctor would call them back a series of questions about that call back.

· Were you given a timescale for the call back?  95% responded YES

· Were you called back within that timescale? 95% responded YES 

· Was the medical issue resolved over the telephone?  42% responded YES.  

This is positive as it suggests that patients requiring to be seen by a doctor are able to do so, however there are also a reasonable percentage of patients who can be dealt with over the telephone saving themselves time in coming in to the surgery for an appointment. 

· Were you happy with the timing of your appointment 95% responded YES
Routine appointments
We asked patients making routine appointments some questions.
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The majority of appointments continue to be made via the telephone, although a number of appointments are made in person (probably when the patient has already seen a doctor or called into the surgery for something else).  1 patient had made their appointment online and this is starting to show some increase as awareness raises.
Choice around appointment times?
93% of patients were happy with the time of the appointment offered
91% were happy with being able to see a doctor or nurse of their choice
Ease of making appointment?
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Figure 1 - 2014 survey results
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Figure 2 - 2013 survey results
The above charts show that the ease of making appointments has hardly been affected at all with the introduction of the telephone triage system.  Patients still find it very easy or easy to make an appointment – this is very positive as some of the nervousness attached to the new system was patients being concerned it would be difficult to make an appointment.

Satisfaction with the service
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 It is pleasing to see that patients remain either very satisfied or satisfied with the service provided.  Again this is very similar to the 2013 survey report.
100% of respondents were either satisfied or very satisfied with the service they receive from the practice.

This is exceptional and this feedback is a huge credit to clinical, reception and dispensing staff.

Would you recommend this practice to others?
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100 % of respondents said they would recommend this practice to others.  This is a great indication of the service and care they receive at Upper Eden Medical Practice.  This is a slight increase on 96% for the 2013 survey.
Ideas / suggestions for improvements.

In this survey we gave patients some ideas or suggestions on things that we could do to  improve our service (rather than just leaving blank comments) and the responses were received as below.
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This shows that the practice needs to do more around providing information regarding our opening times, and providing more information about our services and also consider different ways to communicate to our patients.
We will explore this further using the patient voice group to try to understand how we can do this.

Age range of people completing the survey
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It is interesting to note that no patient under 22 years old completed the survey.  The practice is currently working with Kirkby Stephen Grammar School to develop new and innovative ways of engaging with students and finding out how we can better support our younger patient population.  

General comments

Outlined below are the written comments provided by patients completing the survey.

	Receptionist very caring and helpful, after 40+ years with this practice full praise for all the staff and doctors

	had to remember to make an appointment ie 4 months but not on the computer, so had to remember 1 month beforehand, would be better if the appointments were on computer 6 months!!!
	

	prefer to be given an appointment by phone call than rung back
	

	had to wait a long time for the appointment not fussy who I see
	

	always a positive experience thanks to first class reception staff
	

	very good
	

	continually impressed with the quality of service and professional attitudes.  The NHS as it should be - available when required in a friendly and timely manner.
	

	as I live at Tebay often unable to see a dr of choice but this is not a problem to me.  Usually waiting one week is not a problem but on this occasion I felt very anxious of the result and would have appreciated quicker answers
	

	because the doctor is part time I have to fit in with him / her
	

	more car parking at Kirkby Stephen

	Tebay surgery not often any appointments

	we often have to go to kirkby stephen with brough closing more. When you don’t drive for medical reasons it is difficult to get an appointment sometimes

	not sure how I feel about text - convenient but a little impersonal - prefer phone conversation

	no improvements every thing is ok

	I start work at 8.30.  I work in an office of 20 people in it.  For the doctor to ring me back and discuss my problem in that room is impossible.  I therefore ask my mother to ring and make an appointment but she is often told this breaches client confidentiality.  I dont think the system is designed for people who work.

	travel injection forms whould be available as an email or on line rather than having to visit the practice, we live 20 minutes away

	Drs and nurses always excellent - helpful and pleasant.  Reception staff generally ok one or two need to smile a little more and understand how difficult it is when you are deaf to communicate

	an xray machine would be most useful and visiting consultants would reduce trips to hospital


Key findings
· The new telephone triage system has not significantly affected patient satisfaction with the service.
· Clinicians are responding to requests for calls in a timely manner and patients are satisfied with the timings of the appointments they are then given

· People calling with routine appointments remain the majority of calls and the practice needs to be able to provide sufficient routine appointments to meet this demand.

· Patients can make appointments on line but so far very few do, most still  make their appointment on the telephone

· 89% of respondents find it easy or very easy to make appointments

· 100% of respondents were satisfied or very satisfied with the service they receive

· 100% of respondents would recommend the practice to others

The new appointment system seems to be met with satisfaction with patients – now that the system has had time to embed and for patients to get used to the system and to learn to trust it.
The practice now needs to focus on how it communicates with patients around issues such as opening times, service we offer and how we communicate with our patients generally.

The practice needs to celebrate with all staff and partners the satisfaction levels and the fact that 100% of patients would recommend our practice to others – a clear message that they find our service a good one.  So we must strive to maintain this high level of service and care for our patients whilst continually trying to improve our service for all our patients.
