Redburn Park Medical Centre Summary of Patient Survey results 2014 and Action points for practice agreed with patient reference group 
	
	Discussion
	Action

	Method of booking appointment

88% of respondents book their appointments by phone

If on line booking were available 52% would always or occasionally use this method of booking
	The team felt we would like to make on line appointment booking available for patients if this is feasible.

Our appointment system needs to be flexible to be able to respond to variations in demand for appointments and availability of doctors.
	We will work with our website company to see if we can integrate some of the appointment system to allow booking of some appointments on line in a way that will not reduce flexibility.

	Ease of booking routine GP appointments

87% of respondents said it was easy/ fairly easy to book an appointment at the time they wanted
	The team were pleased that the majority of patients responding found it easy to book an appointment at the time wanted. We try to make sure we have appointments available at times that are convenient for patients. The greatest demand for appointments is on Mondays and Tuesdays and in the late  afternoon (after school)
	We will continue with our current appointment system which allows us to offer more appointments on Mondays, Tuesdays and in the afternoons.

	Preference for seeing a specific GP

50% of respondents  said it was important for them to see a specific GP


	The team discussed some other surgery appointments systems which offered same day access only (e.g. phone at 8:30 to book an appointment or where all appointments had to be assessed by a doctor before booking) we felt that these systems would not be better for our practice given that 50% of respondents want to see a specific person and not just whichever doctor is available.
	We will continue to have a balance of appointments which are available on the same day and which are available to be booked in advance (currently up to 1 month ahead).
 We will also keep the option for patients to speak to the Doctor the same day to discuss any problems that could be resolved without a face to face appointment.

 We will also have a facility for patients to be able to book a telephone consultation for a specific day ahead.

	Ease of booking Practice nurse appointment

83% of respondents said it was easy/ fairly easy t book an appointment

	The team discussed the ease of access to nurse appointments. We are aware that at times it is difficult to get a nurse appointment or patients have had to wait up to 3 weeks for a routine appointment. This is a major problem during holiday periods when we do not have a nurse available every day
	We will be employing an additional treatment room nurse who will undergo training over the next 12 months to widen her skills. This will improve our nurse availability each day and particularly during holiday periods.

	Cleanliness of the surgery

92% said it was very clean
7% said it was quite clean


	We are very pleased with our current domestic supervisor and the level of cleanliness of the surgery. In line with CQC requirements we have reviewed our infection control policies.
	We will change the curtains in our treatment rooms to disposable curtains in line with best practice. We will implement regular deep cleaning of high risk rooms in addition to regular cleaning rota. We will carry out a regular risk assessment of all areas to ensure the current high standards are maintained and we will publish the results on our website and practice notice board.

	Reasons for accessing A&E

42% of respondents had visited A&E in the past 12 months

21% visited during normal surgery opening times

90% attended because they felt it was an emergency

20% were advised to go by a GP or nurse

0% said they attended A&E because they could not get an appointment at the surgery


	The team discussed the fact that our practice has the highest rate of patients attending A&E in the CCG. We have been working to improve our appointment availability so that patients do not feel they have to use A&E when they could have attended the surgery. It is reassuring to know that patients are not going to A&E because they are unable to get an appointment or because they feel A&E is more convenient.
	We will share these results with the CCG so they can see that the issue is not one of available appointments. Patients may need more information to help them decide whether their problem is an emergency or whether it is something their GP can help with. We will review a sample of A&E attendances and provide further information for patients if this is useful.


