
Access survey findings:
The group (Via Email ) analysed and discussed the findings of each of the 18 survey questions and then collectively agreed the following areas for change or investigation:   
1. The majority of patients wish to book their appointments over the telephone or in person. However, a small number would like the opportunity to book appointments via the internet. 

2. Whilst the majority of patients found it easy to contact the surgery by telephone, a small number experienced some concerns and, as such, improving telephone access should be investigated.
3. Although the majority of patients had no objection to the receptionist asking the nature of the appointment to allow booking with appropriate clinician, some felt that this was confidential information and did not want to disclose the nature of their problems

4. Overall the issue of patients being able to overhear what is being said to the reception staff has improved they are still a few patients that are concerned

5. The majority of our patients would like us to display more information about us being a teaching practice.

6. The majority of our patients are happy with our opening hours, although a few Hopton patients would like to see the Hopton Surgery open on a Friday Afternoon, and a few have requested Saturday Am opening.

7. The Majority of our patients were happy with how quickly they got an appointment to see a Gp.  There were a few patients that were told no appointments available
Action plan:

	PPG Priority
	Action required
	Responsibility
	Target Date
	Progress

	1. The majority of patients wish to book their appointments over the telephone or in person. However, a small number would like the opportunity to book appointments via the internet. 


	A) Look into on line booking and whether it is an option we could offer
	Practice Manager
	
	Did look at this last year but had just gone over to a new computer system, so will re-visit now that computer system is up and running.

	2. Whilst the majority of patients found it easy to contact the surgery by telephone, a small number experienced some concerns and, as such, improving telephone access should be investigated.


	a) A) Make more staff available to answer the telephone at the core times
b) B) Remind patient’s to call later in the day for routine questions eg test results

	Reception Manager

	
	. 

	3. 
Although the majority of patients had no objection to the receptionist asking the nature of the appointment to allow booking with appropriate clinician, some felt that this was confidential information and did not want to disclose the nature of their problems

	a) A) Reception staff to be more aware of the patient’s feeling to confidentiality with regards to nature of problem

b) B) If nurse free, could try to put patient through to nurse to find out problem to enable correct booking

c) C) If patient does not want to disclose information, make the appointment with whom the patient request’s when next  appointment is available


	Reception 
Team
	
	

	4)Overall the issue of patients being able to overhear what is being said to the reception staff has improved there are still a few patients that are concerned


	A) See about having a more permanent screen put in place.
	Practice Manager
	February 2013
	This has been carried out- a new floor to ceiling glass partition has been put in place.  February 2013
Will monitor patient’s feedback

	5)The majority of our patients would like us to display more information about us being a teaching practice
	A) To put up some poster’s with regards to teaching.

B) Make sure it is added to the Practice Leaflet

C) Look into producing a newsletter and add information on our teaching sessions.
	Practice Manager

Staff involvement
	August 2013
(before the new teaching year begins)
	

	6) The majority of our patients are happy with our opening hours, although a few Hopton patients would like to see the Hopton Surgery open on a Friday Afternoon, and a few have requested Saturday Am opening
	A)  The Practice currently runs      extended hours on a Thursday evening.
B) The main branch is open on a Friday afternoon and Hopton patients can use this Surgery. 

C) The partners and practice manager will again review the potential of Saturday AM opening
	Partners and Practice Manager
	
	The Accounts Manager will prepare a summary of the cost implications and submit to the partners and practice manager for review.    
An Audit will take place at Hopton to see if it is viable to open on a Friday Afternoon.  Are more appointments needed?

	7) The Majority of our patients were happy with how quickly they got an appointment to see a Gp.  There were a few patients that were told no appointments available


	A) To speak to reception team with regards to saying no appointments are available.  Offering alternatives e.g. phone call from GP/Triage Nurse
	Practice Manager
Reception Manager
	Straight Away
	


