Alrewas Surgery 
Patient Participation Group (PPG)

Patient Questionnaire June – September 2011 RESULTS
First of all, thank you to the nearly 300  of you (around 5% of patients) who took the time and trouble to complete our questionnaire about services at the Surgery. The Patient Participation Group (PPG) used the information provided by you to discuss with the Surgery priorities for change to improve patient experience. The Practice Management team have responded to the PPG with clarification of exisiting Surgery arrangements and with some proposals for changes aimed at addressing concerns.
The main purpose of this brief feedback leaflet is to provide you with a summary of the results of the questionnaire and an outline of proposed actions. For those of you interested in more detail, the full questionnaire results will be accessible via the PPG section of the Surgery website. We understand that not all of you have access to, or are comfortable viewing documents on-line so a paper copy of the results will also be available in the Surgery waiting room. 
The main area of concern highlighted by the questionnaire was appointments, consequently it is this area that the surgery will focus on as a first priority.

Overall service – scored an average of 4.23 (on a scale where 3 was “neutral” and 5 “very satisfactory”)

Over 85% of respondents felt happy that they could get the medical advice they needed during Surgery hours and, even where there were specific concerns, there was a high level of satisfaction with the service provided at Alrewas Surgery. Comments were appreciative of the care and flexibility shown by the Surgery and the PPG felt it was important to keep this overall level of satisfaction in mind when considering other issues.

Appointments – scored an average of 3.47 (on a scale where 3 was “neutral” and 5 “very satisfactory”)

Appointments was the area in which the Surgery scored least well with over 20% of respondents describing the current system as either “unsatisfactory” or “very unsatisfactory”. Detailed questions suggested that many patients do not fully understand the booking system, e.g. fewer than 40% of respondents were aware of pre-bookable evening appointments. 
Appointments is a complex area and it is clear from the comments made that it is hard to please everybody; for example, almost as many people commented they wanted more pre-bookable appointments available as those who wanted more appointments available on the day.
The PPG and the Surgery agreed that action should be taken as a priority to investigate and implement changes. The Surgery is planning a number of changes in 2012 including:
· Options for the telephone system, including call queuing and an additional line, are being looked at to try to reduce the frustration the 8.15am booking rush.
· Changes to the balance between pre-bookable and ‘on the day’ appointments are to be trialled. The guiding aims are that emergencies are responded to on the day and that patients with less urgent needs are able to book with the health professional of their choice at a later date.
· Options to improve the description and promotion of the appointments system.

Access & Reception – scored an average of 4.20 (on a scale where 3 was “neutral” and 5 “very satisfactory”)

Responses to the questionnaire suggest reasonably high levels of satisfaction with access and reception arrangements. Less than 5% of respondents scored present arrangments at less than satisfactory. Whilst there was positive interest in the idea of having an automatic check-in, some concern was expressed about the loss of the ‘personal touch’.
Although satisfaction with current arrangements is generally high, the Surgery have been looking into opportunities to improve access and layout as it is of concern that the current entrance is difficult for some disabled patients and there are issues with confidentiality for patients at reception. Plans for improvements are being developed and will be publicised by the Surgery in due course.

Consultations

Responses revealed a high level of satisfaction (92% positive responses) with the length of appointments. Over two thirds of respondents were unaware of the facility to request a double appointment if appropriate.
A high level of confidence was expressed in the ability of doctors and nurses at the Surgery (96% positive responses).  There was some concern regarding communication between the the Surgery and the hospital (14% negative responses) and the Surgery will be looking into this.

Medication 

[bookmark: _GoBack]Satisfaction with the repeat prescription service was high; scoring an average of 4.37 (on a scale where 3 was “neutral” and 5 “very satisfactory”). Only 1/3 of respondents were aware of the option of on-line ordering and the Surgery is looking at more visible communication of this facility.





Communication
Leaflets and notices in the Surgery remain the most favoured methods for receiving healthcare information and advice. Whilst some respondents were happy with internet based communication, the results of the questionnaire have been a useful reminder that the Surgery needs to ensure it does not invest in electronic communication at the expense of more traditional methods.

And finally…
We learned that 2/3 of you had not previously been aware of the existence of the Patient Participation Group (PPG). 
The key role of a PPG is to bring together patients, Doctors, support staff and local health care commissioners to promote the wellbeing of patients and support the Surgery to provide a high quality of care and service delivery.  For the Alrewas PPG to be effective we need your help to tell us what concerns you have.  We are particularly interested to hear about any health care needs which you don’t feel are currently being adequately met.

If you have any thoughts about what we should be looking at you can always leave messages for PPG members either in the Surgery or via the Surgery website. 
Thank you again for your help completing the questionnaire. We hope you find this summary feedback interesting and that the changes it has prompted will help address the concerns you told us you had.


Thank you
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