Patient Participation Survey Results Report
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405 patients responded to our Patient Survey. 119 patients submitted online responses via survey monkey and 286 hard copy surveys were received in the surgery.

These are the results of our survey

(a) Online vs hard copy responders 
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(b) Demographics of responders
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Age of Survey Responders

17 to 30 31 - 44 45 - 60 61 and above
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Male

Female
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(c) Duty Dr system

355 of our patients who participated in the survey were aware of our Duty Dr system which enables patients with urgent problems to be seen (89%)

(d) Seeing a Dr urgently

187 of our patients had tried to see a Dr urgently in the last six months. 79% reported they had been able to see a Dr on the same day. For those who had not been able to see a Dr on the same day the reasons for this were as follows:

· 55% said there were no appointments available;

· 23% said the appointment offered was with a GP they did not want to see;

· 12% said the time offered did not suit them

· 1% had been offered a nurse appointment but wanted to see a GP

· 1% was not able to see a Dr as it was a Saturday.

(e) Booking routine appointments 

Our patients were asked how long they usually have to wait to see a Dr for a routine appointment ie NOT as an emergency. 379 were able to recall how long they had waited to see a Dr:
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Wait to see a Dr

How Long do you Usually Wait to see a Doctor?

Same Day

Next Day

Same Week

Following Week

Within Two Weeks

Often have to wait longer than

two weeks


(f) Seeing your preferred GP

We recognise that many of our patients wish to see a preferred GP and we asked them how long they thought it appropriate to wait to see a specific GP for a routine appointment:

· Same day

3%

· Next day

16%

· Same week

69%

· Within 2 weeks

12%

(g) Our opening times

396 patients responded to this question. 91% of our patients are happy with our current opening times. Suggestions for additional opening hours were as follows:
	Suggested extra opening times
	Number of patients

	Early morning
	3

	Late evening
	36

	Saturday afternoon
	4

	Sundays
	3


Some of the commentary around this issue is below:

“A little later, it's almost impossible to get early and late appointments to fit around work and Saturday appointments seem to be booked like lightening”
“I would like to be able to turn up and wait on a Saturday”

“I am happy with these opening times - even Drs need a life!”
(h) Telephone service

We asked our patients how long they usually wait for their call to be answered:
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It is important to us that we provide good Customer Service and we like our Receptionists to answer the phone by identifying themselves and The Surgery. 
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Does the person answering the phone identify themselves and the surgery?

Always Sometimes Rarely Never


90% of our patients find the options at the beginning of each phone call helpful. There was a request for an option to be added to speak to the Secretary or to speak to a Nurse. There was also a request for a priority Emergency line as Option 1.
Overall, the practice telephone system was rated:
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There was some commentary regarding the telephone system:

“I never phone I always go into reception”

“Monday mornings take longer on the phone”

“I would prefer a person to answer the phone, rather than a recorded message with options and phone to be charged at usual local rate, not a premium number”

“Whatever option you press the call always goes to appointments first”
“Please remove the premium line number”

“The system is not patient friendly! Times to phone are at the surgery's benefit not the patients who cannot always phone at a set time and then be kept waiting for the phone to be answered “ 

GENERAL COMMENTS
Some general comments were made regarding wide ranging aspects of the Practice, some of which are noted below to give a flavour of the patient perception of The Surgery, Mount Avenue:
“I have been a patient for 40+ years and the appointment system is worse now than at any time in the past.  However, may I say that all the doctors are very professional and caring - once you can get at them.”
 “Could we have an e-mail service for repeat prescriptions and booking appointments?”

“It would be helpful to have a list of which Dr is available on which day (except Duty Dr).”  

“I would like to be able to request a call from a Dr”

It would be helpful if the surgery did blood tests

“Can anything be done to improve parking?”

“There is a lack of privacy and confidentiality and cause for embarrassment to discuss and tell why you need to see the Dr. “

“Infants and small children should be prioritised with the duty dr. I once waited almost 2 hours with my 2 year old that is inappropriate. Very poor!”

“I especially want to thank the nurse who put me at ease during a little op recently she was so lovely, thank you” 
“Thanks, I think you're all pretty marvellous!”
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