Guidance template for discussion of local survey

findings and action plan

Please retain this form for future reference and to present to your CCG if required.

A. Discussion of local practice survey findings

Patient reference group (PRG) members present:

1.

M. Smith

H. Venning
T. Bonnici
A. Romanos

2. Practice staff (and designation) present:
Amanda Clark, Practice Manager

3. Please state your key findings from this local survey — look at the report as a whole
to include written patient comments in order to obtain a complete picture of

performance (see guidance in the introduction of the report).
The overall results of our survey were very positive with 83% of all patient ratings about the practice being good, very good
or excellent. All aspects of our patient feedback in relation to the consultation/practitioner, the staff and the systems we
have in place within practice have met or exceeded the national benchmark scores for patient surveys.

However there were some areas highlighted from patient comments about the practice in general that we could improve on
and these included the following:

- Telephone access to the practice at 8am

- Aim to reduce waiting times for certain GPs (from patient comments we think this relates to waiting time in the practice)

- Waiting room environment

- Review of appointments system
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4, Which responses were most positive?

- Patients commented that they were satisfied with the very good service overall.
- Reception staff very helpful and friendly.
- Professional staff.

5. Which responses were least positive?

- Difficulty with telephone access around 8am.
- Waiting times for specific GPs.

6. In which areas did you deviate most from the national benchmark? Can you explain
why this might be?

- Telephone access - Although we put measures in place after our last survey with the hope of

improving access around our opening time of 8am, it seems the increasing patient demand/workload

and reduced GP capacity over the last year has outweighed any noticeable improvement to access.

- Comfort of Waiting room - We have made some improvements to the main waiting areas and have

other work planned to make patients more comfortable. We are very restricted with the current

premises and are currently working with the Clinical Commissioning Group to address our premises

needs for the future.

7.  What are the main priorities identified by the PRG?

- Telephone access - After discussion of the survey results it was felt that the recent
review of appointments system and new nurse practitioner triage service being
implemented by the practice this month, would have an impact on the telephone access.
Reception staff would be handling calls differently and have more scope to offer patients
choice of appointments, which should hopefully reduce the time spent on calls.

- Comfort of waiting room - New seating pads/cushions to bench areas in main and
upstairs waiting areas.

8. What are the main priorities identified by practice staff?

- Review of telephone system to allow routing of calls more efficiently

- Clearer / more notices for patients regarding changes to appointments system
- Care and satisfaction of patients

- Cleanliness of the practice

AP

CFEP 2013:The format of this document is the property of CFEP UK Surveys and may not be used or C

reproducedin part or whole without consent. v

f

ep

UK Surveys



B. Discussion of previous local practice survey findings in relation to
the current ones (if applicable)

1. What activities have you undertaken to address issues raised by your last survey
which were deemed as priority by your CCG and your practice staff?

Patient experience issue

What has been done to address this?

Waiting room environment

Some work has already been completed, other work planned.

Telephone access

Additional staff made available to answer calls at peak times.

2. Do the results of this survey reflect these activities? (Please look at the report as a

whole to fully determine this).

Not on the whole - still some work to be done and work already planned. Review of
appointments system should make telephone access easier for patients.

Patient Group members agree that due to premises restrictions it is difficult and not cost

effective to make major changes to the waiting area, but minor changes to the
environment will help to improve the patient experience and comfort.

3. In which areas have you seen most change?

Last survey

This survey

Similar results overall

Similar results overall
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C. Action plan
Which areas did you mutually agree as priorities for action and intervention?
Please complete the table below.

Priority for action

Proposed changes

Who needs to be

What is an achievable

involved? time frame?
Telephone access Further advertising of |Admin / secretarial 2 months
new nurse practitioner |staff
service / mailshot to
patients
Waiting room seating |Replace seating pads |Practice Manager 2 months

to benches in waiting
areas

Does your CCG (or similar body) need to be contacted?

(This would only be the case if a practice proposes significant change and CCG agreement
has not been obtained. Changes which impact on contractual arrangements also need to
be agreed with the CCG).

Your details

Practice address:
65 Mansfield Road, Heanor, Del

Name: Amanda Clark
Job title: Practice Manager

CCG (or similar body name):

Practice name: DE75 7AL
Southern Derbyshire

Your signature:
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