The Caxton Surgery

Patient Survey Report 2013

The Questions

The Group met to discuss the questions for this year’s survey and decided upon the need to make the survey shorter to encourage more people to complete it. Using last year’s questions as a base the Group retained those that worked, amended some and added others to make sure that the survey was as relevant and user friendly as possible.

The Method
To ensure that the views of as many possible categories of patients were represented, a number of surveys were posted out by the Patient Group to patients who can be difficult to reach including:

· Housebound patients
· Patients on the mental health register

· Carers

· Young mothers

A number of surveys were sent out to randomly selected patients in each group and responses were received from all of the categories.

As well as this the Patient Group attended the surgery on several days, and spent several hours asking patients who were waiting to be seen or patients on their way out to complete a survey. The Group attended on days where various clinics were being held to help capture as diverse a group of patients as possible. Over a 3 week period 357 surveys were completed and returned to the surgery, which based on a list size of 12,750 works out as 2.8% of the whole practice.
The Results 

Age

The results of the survey were collated and published on the practice website by the practice manager who also shared them with the Patient Group via email.

The age demographic of the respondents had a fairly even spread across the age groups with the highest number being completed by the 61 to 75 age group which is unsurprising when this is the group that are most likely to attend the practice.

Ethnicity

As expected the vast majority of surveys were completed by the ‘White British’ category but interestingly 9% were completed by those who classed themselves as ‘White Other’ which would correspond to the increased numbers of Eastern Europeans registering with the practice. 

Opening Times
A vast majority of patients (88%) felt that the surgery is currently open at a convenient time to them, despite the fact that less than half of the patients were aware that the practice offered Thursday evening appointments with a nurse. Knowledge of the Saturday morning appointments was higher (58%) but again perhaps these options need to be communicated in a more effective way to patients.

Reception
89% of patients found the receptionists to be ‘moderately helpful to extremely helpful’ when they contacted the practice but actually getting through on the phone was found to be difficult with 49% of respondents saying they waited 2 – 5 minutes for their call to be answered.

Waiting Room

89% of respondents were ‘moderately to extremely satisfied’ with the waiting room area with only 1% indicating they were ‘not at all satisfied’. 61% felt that the waiting room had improved in the last 12 months which reflected the on going improvements the practice has been making. Comments for how the area could be improved focused upon improving the literature and information made available for patients while they waited and on entertainment and distraction for children.

Access

70% of patients indicated they were normally seen by a doctor within 0 – 4 days, 75% of which said that this was ‘satisfactory’ to ‘extremely good’. Questions regarding the method of accessing the surgery show that fewer than half of patients know that they can book appointments online and that despite a majority of patients (56%) preferring to make their appointments over the phone the percentage whose preference was online booking had grown in the last year from 8% to 12%.
Care
The questions regarding care received from the doctors and nurses at the practice was overwhelmingly positive with nearly all categories stating that they had received good and informed care on their visits to the practice.
Overall Experience
92% of respondents classed the surgery to be ‘extremely good’, ‘good’ or ‘satisfactory’ with just 3% saying they felt their experience of the practice was ‘poor’. This was also reflected in the percentage of patients (88%) who said that they would recommend this practice to someone who had just moved to the area.
The responses to the survey were on the whole positive but some areas for improvements

were identified which shall be the focus of the action plan for the next 12 month.
Action Plan

Contacting the surgery

Look at ways of easing the pressure on the phone system so that calls can be answered quicker. This will involve promoting alternative methods of making appointments such as the online booking service and looking at our phone system and how our system can be used more effectively for managing calls and directing patients appropriately.
Access to appointments

Promote awareness of the availability of the Thursday and Saturday appointments amongst patients to ease pressure on appointments during the week. Also
patient education regarding the impact that not attending appointments has upon the surgery, currently as many as 60 doctor and nurse appointments are wasted each week which if reduced could have a significant impact on the practices’ appointments.
Waiting Room

Although feedback on the waiting room area was much improved, much work is still to be done. Improvements will focus upon the literature and reading material available, improved content on the patient information screens already in place and toys/books/entertainment for children who are waiting.
