Alrewas Surgery

Patient Survey 2011

Background

· The patient survey was designed by the members of the Patient Participation Group to obtain patients’ feedback on key areas of the service provided by the surgery
· The questionnaires were distributed between June & September 2011

· To all patients attending the surgery

· By including questionnaires in surgery letters to patients
· Questionnaires were available at both local pharmacies

· Information about the survey was given:

· On the PPG noticeboard in the surgery waiting area

· Notices in the surgery & both local pharmacies
· On the surgery website

Data Collection & Publication
· The surveys were completed anonymously

· Demographic information was requested from participants

· A sealed box was available in reception & in both pharmacies for patients to insert completed surveys

· A total of 264 completed questionnaires were received = approx. 4.7% of the patient population based on 5,600 patients
· Completed surveys were forwarded to a member of the PPG for collation & analysis

· The detailed survey & a brief summary of the results was published in 
· January 2012 & made available:

· In the surgery

· In the 2 local pharmacies

· On the surgery website

· It is acknowledged that some of the results could be skewed due to the layout of a number of  the questions which may have been over-complicated or unclear. This will be reviewed for future surveys.
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Circumstances


Questionnaire Results
Overall satisfaction scores represent an average of patient responses based on

a scale in which 1 was very unsatisfied and 5 was very satisfied

	Appointments

	Overall satisfaction score for appointments
	3.47 

	Respondents having difficulty getting a follow up appointment
	23%

	Awareness of availability of double appointments
	71% unaware

	Awareness of how to access out of hours
	34% unaware

	Awareness of pre-bookable evening appointments
	61% unaware


	Access & Reception

	Overall satisfaction with first point of contact

	4.20 

	Respondents favouring an automatic check in facility

	43%


	Consultations
	

	Satisfaction with length of appointment


	92% satisfied

	Confidence in ability of doctors and nurses


	96% confident

	Communication between the surgery and hospital


	14% concerned


	Medication
	

	Overall satisfaction with repeat prescription service



	4.37 

	Awareness of website ordering



	68% unaware

	Usage of pharmacies by respondents

	Alrewas
	77%
	Fradley
	18%
	Other
	5%


	Overall Service
	

	Overall satisfaction with services received



	4.23

	Able to access medical advice during surgery hours


	86% 




	Communication
	
	
	
	
	

	
	Leaflets
	Practice Website
	Own online research
	Notices in the surgery
	Presentations

	Absolute number of respondents
	155
	125
	86
	156
	65

	% of respondent population (264)
	59%
	47%
	35%
	59%
	25%

	% of respondents favouring this mechanism
	92%
	76%
	66%
	92%
	32%


	Usage of the practice website

	Never
	Occasional
	Regular
	No web access

	67%
	19%
	7%
	7%


Summary of Comments
The PPG decided it was not appropriate to publish a full list of individual comments as this could compromise patient confidentiality. The comments have been summarised below giving the number received and examples of both positive feedback & concerns. It is acknowledged that this is not a scientific process but just a flavour of the types of comments received.

 It should be noted that the majority of questionnaires contained no comments at all.
Appointments
71 comments
Positive feedback – 9 comments
“I have always been able to access an appointment very quickly”

“Really like the option to book a call with a doctor if I cannot get an appointment”

Concerns – 56 comments, 27 of which highlighted issues with the early morning booking system
“The appointment system needs revising”

“It is hard to get a pre-bookable appointment - often I have to phone every morning to try and get in”

“It can be frustrating if you work and cannot ring at 8.15 am to make an appointment”

“Re appointments - it is trying to make appointments in advance. So often it is 'come back tomorrow”

General comments-6
“Didn't know you could book a double appointment but wouldn't know when to ask for one”
Access

32 comments
Reception staff – 11 comments

Positive feedback – 6 comments

“Receptionists are friendly and efficient”

“Reception staff are very helpful and understanding also very knowledgeable”

Concerns – 2 comments

“Train receptionists to offer more courtesy, interest, support and friendliness”

Mixed – 3
“Depends who is on front desk”

Auto Check in Facility – 18 comments
Concerns – 7

“Prefer to speak to a person”

“Human intervention is necessary especially for our elderly community”
Concerns - 11
“Never heard of automatic check in service?”
“Not sure what an automatic check in service is so can't say yes or no”

“Automatic check-in?”

General Comments – 3

“More privacy at the reception desk needed”
Consultations

33 comments
Doctors /Nurses
These comments are too individual to group together. 
Some are very positive:
“The arrangements and consultations are of the highest quality”
“Excellent - absolute confidence over several years”
“Doctors and nurse allow more time if needed”
There were some concerns:
“We are conscious that things must hurry along. Sometimes I would welcome longer more relaxed consultations”
“Confident in most doctors here but not all”

4 patients highlighted concerns re GP trainees:

“Confident in main doctors but not the ones that are training”

Communication between surgery & hospital 
The majority of these comments raised concerns:
“Unimpressed by Burton hospital”

“Sometimes delay in getting results”

“The hospital does not always get in touch with the surgery”
Medication

23 comments

Repeat Prescribing

These comments are too individual to group together. 

Some are very positive:

“It is helpful and efficient to order repeat prescriptions from the surgery and collect from the chemist”

“Great service between surgery and chemist”
There were some concerns:

“Repeats ordered online have been wrong on many occasions”

“Too long from handing in even if come over to Alrewas - cut off times!”

“It would save the time of many to provide 3 month's supply at a time”

5 patients reported that they did not have access to on-line prescribing

2 patients reported that they were not aware of the facility to request repeat prescriptions on-line

4 patients commented re the prescribing service offered by local pharmacies
Overall service

24 comments

These comments are too individual to group together. 

There are many positive comments regarding excellent service which has been received:

“The doctors, nurses and reception staff are very helpful. The services they give are brilliant, efficient and make me and my family very confident”

“I do not know how it could be improved it is excellent now”

“Our family have excellent service and support”

“Had numerous succesful telephone callbacks - Great process”

There were some concerns:

“Often have to wait up to 25 mins after appointment time”

“Often difficult to get a blood test appointment”
4 patients raised concerns about not seeing the same doctor each time:

“The turnover of doctors appears to be high. Too many new names when a stable team would be preferred”

“See so many different individuals - no relationship/knowledge of me as a patient”
General Comments & Suggestions

27 comments
These comments are too individual to group together. 

Positive feedback:

“The nurses are great”

“It's the best practice I have ever used - keep it up”

“An excellent practice - we are very lucky in the care we get”
Concerns:

“The only awkward thing is getting through for an appointment on the day as the telephone lines are engaged and sometimes by the time I get through the appointments are gone. Otherwise everything is brilliant”

“Do not like the radio in the surgery”
 5 patients raised concerns about being unable to see a specific doctor.
“Sometimes difficult to book with a particular doctor - if not in on certain day”
“I do not like the lack of continuity when seeing a doctor with a complaint, it would be good to carry on seeing the same doctor for a complaint”
Suggestions:
“Car parking in Exchange Road is often very difficult and sometimes dangerous and always a nuisance for neighbours. Why not move to a new unit in Fradley and have Alrewas as the smaller unit?
“I was disapponted that the water facility was taken out of the waiting room. Sometimes we have a long wait to be seen and in warm weather it was nice to be able to have a drink”
Alrewas surgery would like to express its thanks to everyone who completed the questionnaire.
















































