GAS HOUSE LANE SURGERY

Patient Participation Questionnaire

ACTION PLAN - OCTOBER 2012

A
Accessing the Surgery by Telephone
Access to surgery via Telephone was reported as being very good.  We need to ensure that when we move to the new surgery, the telephone system is at least as good as it is now or an improvement.  We need to ensure that the system can cope with the number of calls and that our processes and systems in terms of patients being able to access the surgery and speak to staff members remain as they are now.

B
Booking Appointments

The preferred method of booking appointments was by phone (60%) although there were 35% of those who responded used and liked the electronic method of booking appointments via EMIS access.  Those who used EMIS access reported on how useful and efficient it was, however there were 25% of respondents who were unaware that this was available to them.

Action

Publicise the EMIS access system to all patients via the following routes: -
· Adding a message to the right hand side of prescriptions

· Putting up a notice in the waiting area

· Publicise in our newsletter

· Publicise on our website

In terms of the times of day for appointments: - 

· 3 respondents stated that they liked and appreciated the early morning appointments on offer.

· One respondent stated that Saturdays/evenings would be a big help

· One respondent stated that the appointment times on offer covered a large percentage of the day and were more than adequate.

Action

GPs to consider widening appointment times

In terms of the appointment duration being only 10 minutes: -

· 45% of respondents either did not know or were unsure that the normal duration of an appointment was 10 minutes.

· 80% however said they would be willing to re-book a further appointment if they took longer than the 10 minutes allocated.

· Two respondents however stated that if they had more than one problem they would expect them to be dealt with in one attendance.

Action

This is a time awareness issue that many patients are simply unaware of.  The practice is to widely publicise the fact, and should actively encourage patients to book a double appointment if they feel that the issues they need to discuss would take longer than the basic 10 minute appointment.  Practice to produce a poster to display in the waiting area and to publicise in our Newsletter and on the Internet.
C
Getting to the Surgery
All patients who responded to the survey got to the surgery via Car (79%) or Foot (21%) and only 1 respondent indicated that they would use an alternative method if it was available.

Action

All patients attended the surgery by car or on foot and all appeared happy with this.  Travel arrangements will need to be looked at and reviewed once we have re-located to our new building.
D
Checking in for your Appointment

A massive 95% of respondents to the survey felt that the current process for checking in was adequate, however 45% stated that the reception desk was normally busy when they were trying to book in for their appointment and 75% stated that they would like the opportunity to book in for an appointment electronically without having to wait at the reception desk.  The main reason for this was that they thought that patients being able to book in electronically would free up reception staff to do other tasks.

Action

Using technology to improve the process for those patients who would embrace this development is considered to be a step forward.  The surgery will introduce an electronic check-in system for those patients who would find it beneficial.  It is, and never will be mandatory however and our reception desk both now and at the new premises will be manned daily.
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	


