PPG SURVERY

CARRIED OUT DURING THE MONTH OF FEBRUARY 2014

AT GORLESTON MEDICAL CENTRE AND HOPTON SURGERY

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, an increasing 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 with getting through at 8.00am.
3. 19 Patients said they were told there was no appointments available

4. More patients this year were aware that we are a teaching practice and were happy to see a newly qualified Gp

5. Out of 60 patients 37 patients did not know that we had a Patient Participation Group and 34 of these thought it would be helpful if we displayed more information.

6. Many Hopton patients were upset at the  enforced  closure of  the Dispensary due to the opening of a Pharmacy in the Village.

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, an increasing number would like the opportunity to book appointments via the internet. 


	A) We now offer this service, so we need to advertise this more, so that patients are aware – to date we have 82 patients who are able to book their appointments/order repeat prescription via the internet
	Practice Manager
	Will be on

going
	To look at advertising this service better in surgery, have added to our website

	2. Whilst the majority of patients found it easy to contact the surgery by telephone, a small number experienced some concerns with getting through at 8.00am
	A)Possibility of having two staff on at 8.00am to answer the telephone calls
B) reminding Patients to call in the afternoon for results


	Reception Manager/
Practice Manager


	Pilot of 2 months
From beg April 14


	Going to carry out a pilot with two members of staff coming in at 8.00am to see if this elevates the problem

	3. 19 Patients were told there were no appointments available.
	See  where we could improve and offer more appointments, although there is only a certain amount of clinic times in the day
	All clinical staff/Practice Manager
	Immediately
With a review in 2 months’ time to see how it is working
	We have put in place a Triage System with the nursing taking telephone calls/ringing patients patients back  at 9.00-9.30 & 2.00-2.30 for patients requesting emergency appointments,

 if the nurse can deal with over the telephone she will do so, if not she will put them in with the GP or Nurse. In some slots blocked especially for the triaged emergency’s



	5) Out of 60 patients 37 patients did not know that we had a Patient Participation Group and 34 of these thought it would be helpful if we displayed more information
	Need to let patients know of the Patient Participation Group and what being a member entails.
	PPG Members/Practice Manager
	Will be on going
 
	Will ask PPG to get involved and report when any action has taken place

	6) Many Hopton patients were upset at the enforced  closure of the Hopton Dispensary. This was due to the location of a Pharmacy in the Village.


	Unfortunately the Partners/Practice Manager and Staff all feel the same but  there is nothing that we can do  to change this decision



	
	
	


