GAS HOUSE LANE SURGERY

Patient Participation Questionnaire

ACTION PLAN – JANUARY 2014
A
Travelling to the new NHS Centre
78% of our practice population attend the surgery by car and 22% on foot.  Only 11% of  those who completed the survey said that they would prefer to travel by an alternative method and this included Bus links from Morpeth Town Centre and a Town Service from Stobhill.
68% of the population felt that it was very easy to get to the surgery and 32% felt it was fairly easy – with no-one stating that it was difficult to get.  84% said it was either very easy or fairly easy to get parked with 16% finding it difficult.  100% of respondents said it was very easy to access the first floor once they had arrived at the building.
Comments on this part of the survey included the following: -

· Some people found parking fine and not a problem whereas others found it difficult at certain times of the day 

· The bay markings were highlighted as being a problem as they are very difficult to see

· The journey to the surgery was stated as being hazardous by one respondent who suggested a crossing at Howard Terrace and the possibility of having dropped curbs on the journey to the surgery.

· Bus services from the Town Centre and from Stobhill were suggested

Action

1
Contact NHS Property Service to chase-up the car park bay markings
2
Write to the Council regarding dropped curbs and the potential for a crossing 
at Howard Terrace.

3
Write to the Council regarding implementation of a better bus link service 
from the Town Centre to local amenities such as the NHS Centre, County Hall 
etc.

4
We will add a section to our next Newsletter to the effect that we have made 
the above requests to the Council, and to ask for patients to contact the 
Council in support.

B
Waiting Area/Reception
The preferred method of checking in for appointments was by using the automated check-in (77%).  The general comfort and cleanliness of the waiting area and reception was judged to be excellent (95% and 100% respectively). 
95% of those who responded rated confidentiality at the reception desk to be either very good or fairly good, with 5% thinking it was poor.  General signage around the building was found to be very good at 89%.

Comments on this part of the survey included: -

· Confidentiality was mentioned by a couple of people but in general it was felt that the practice had worked to improve this.

· Two respondents mentioned the bell system, one requesting that a bell be installed at the pharmacy and the other respondent had a problem with the reception bell not being responded too.

· One respondent mentioned the fizzy/sugary drinks dispenser which is based downstairs and thought that if this had to go ahead for commercial reasons they could information about the health effects of consuming these products be posted on the machines.

Action
1
We will install a portable bell at the Dispensary hatch to improve patient 
access to the dispenser when she is busy.
2
We will continue with the bell we currently have on our reception desk over 
the lunchtime period only, but will reiterate with staff that they must attend 
the desk as soon as they can after hearing the bell (this can however be difficult 
if they are speaking to patients on the phone).

3
In an attempt to improve confidentiality still further we will look to attach an 
automatic closing mechanism to the door between the reception desk and the 
admin 
office.
4
We will emphasise to patients (via a poster on reception) that they always have 
the option to speak to a member of our reception team privately if they prefer.
5
We will pass on comments regarding the fizzy/sugary drinks dispenser to NHS 
Property Services.

C
TV Call Screens/Patient Information
All 100% of respondents who replied to the survey thought that the Call Screens were either very good or fairly in calling patients to their appointments.  95% thought the screens were either very good or fairly good as a means of providing Health Promotion information.  Preferred methods for receiving Health Education information were, TV Screens (55%), Posters (11%), Newsletter (23%) and Pt Information Booklet (11%).
Comments on this part of the survey included: -

· A more easily heard call alert on the screens as it was suggested that it is not always easily audible.

· A more positive slant on the Health Promotion information was suggested, i.e. if you do 30 minutes exercise a day then it will benefit you with x, y and z.  or “if you had walked here today, you would have used xxxx more calories than using your car”.
· The use of an e-Newsletter was suggested as it was thought that more would be absorbed via a Newsletter at home.

Action

1
We have looked at other options in terms of a call alert on the TV Screens but 
all agree that this is the best one in terms of volume of the call.  Clinical staff 
will always come out to the 
waiting area to collect patients if they do not hear 
the call alert.
2
We will look to add more positive Health Promotion information such as 
healthy eating and exercise.

3
We have started to collect patient e-mail addresses routinely and maybe in a 
position in the future to issue e-Newsletters.

D
Consulting Rooms/Treatment Room
The Consulting Rooms and Treatment Rooms were judged to be 100% in each area.

Comments on this part of the survey included: -

· Excellent, very happy with the new premises

· Overall, I am delighted with the new facility and feel fortunate to be able to benefit from it. I believe the move has been handled very well from a patient perspective and the continuing Patient Participation Project is much appreciated.  Keep up the good work.

No Action Required
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	


