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Patient Survey 2014
These survey question were based upon the results from last year and the Subsequent action plan
The revised survey was compiled in accordance with the wishes of the Patient Reference Group set up in 2011.

The survey was available for completion either in the surgery or on-line via the Practice website during the month of January 2014.
In this section we’re trying to get an idea of how people feel about accessing this practice’s services. 
	1
	How easy did you find it getting through on the telephone to book your appointment for today?

	
	
	2014               2013result

	
	Difficult
	12%               13%

	
	Satisfactory
	42%               51%

	
	Easily
	40%               28% 

	
	Does not apply, I booked it in person or online
	6%                  8% 

	
	

	
	

	2
	Did you know that you could book some appointments up to four weeks in advance?

	
	
	     2013

	
	Yes
	71%                71%

	
	No
	29%                29%  

	
	
	


	3
	Did you ask to see a named GP?                               2014               2013result

	
	Yes
	71%                77%

	
	No
	29%                23%

	4
	Were you able to book an appointment that met your requirements?
	2014                2013result

	
	
	

	
	Yes
No
	95%                 90%
5%                   10%

	
	
	

	
	
	

	5
	If No, why were we unable to satisfy your requirements?                     

	
	
	2014               2013result

	
	We had no available appointments at all
	0%                   12%         

	
	We had no appointments available at a time and date that suited your needs
	67%                 18%

	
	I did not want to see another GP when offered
	0%                   41%

	
	I did not want a telephone consultation when offered
	33%                 0%

	
	I was told to ring back at 8am on another day to see the GP I wanted to see
	0%                   29%

	
	Can’t remember
	0%

	
	Other please give the reason why 

…........................................................
	

	
	
	

	6
	The opening hours of the practice are 8am to 6pm. Are you satisfied with the opening hours of the practice?                                   

	
	
	2014             2013 result

	
	Yes
	88%             100%

	
	No
	12%                0 %



The information that people have access to is really important in helping them to manage their health. We want to find out what you think of the information we provide.
	1
	The way I’m treated by the receptionist is: -

	
	
	2014                   2013result

	
	Excellent
	57%                     64%  

	
	Good
	34%                     32%

	
	Satisfactory
	4%                         4%

	
	Poor
	5%                         0%

	

	

	

	
	
	


	2
	The advice and service I receive from the doctor and/or nurses: -

	
	
	New Question

	
	Excellent
	81% 

	
	Good
	19%                 

	
	Satisfactory
	0%        

	
	Poor
	0%

	

	

	
	
	

	3
	The quality of communication I receive from the practice is: -

	
	
	New Question

	
	Excellent
	61%                 

	
	Good
	34%                 

	
	Satisfactory
	5%                    

	
	Poor
	0%                         

	
	
	

	4
	Do you feel the practice treats you with dignity and respect at all times?

	
	
	New Question

	
	Yes
	97%                  

	
	No
	3%                  

	

	

	
	
	

	5
	If you wished to make a compliant, a compliment or offer feedback regarding the service you received at the Practice do you think there is enough information available on how to do this?

	
	
	New Question

	
	Yes
	78%                   

	
	No
	22%                                


	6
	Are you happy that the Practice offers a clean and safe environment for out Patients and adheres to infection control guidelines?

	
	
	New Question

	
	Yes
	99%                   

	
	No
	1%                    

	
	
	

	8
	If you have difficulty accessing our online services would you be interested in some training sessions within the Practice to assist with this?

	
	
	New Question

	
	Yes
	11%                  

	
	No
	89%                    

	
	
	

	
	
	


We would be grateful if you could give a little bit of information about you as this will help to make sure we target people’s needs more effectively. 

Please be assured that all information provided will be collated so your responses remain completely anonymous. 
	1
	Gender: -

	
	
	2014 result              Actual %                                    

	
	Male
	54%                         49%

	
	Female
	46%                         51 %

	
	
	

	2
	Age group: -

	
	
	2014 result              Actual %

	
	Under 21
	0%                               21%

	
	22 – 30
	1%                               8%      

	
	31 – 45
	13%                             18%

	
	46 – 60
	15%                              23%

	
	Over 60
	71%                              30%

	
	
	

	3
	Ethnic origin: -

	
	
	2014 result           Actual %              

	
	White
	97%                        98%

	
	Asian or Asian British
	                               0.35%

	
	Black or Black British
	                               0.35%

	
	Dual ethnicity
	                               0

	
	Other ethnic group
	3%                          1.3%            


	
	How are you most likely to access the services of the practice : -

	
	
	2014                   2013 result

	
	By calling into the surgery
	22%                     19%

	
	By telephone
	65%                     68%

	
	By using the website and on line services
	13%                     13%

	
	By letter
	0                           0

	
	
	


Patients Comments:

The service is generally excellent from both doctors and reception staff. I can be difficult to see a named doctor.
When you are asked to ring at 8am on a certain day if your GP has asked you for a follow up consultation, it has taken me up to 20mins as the phone is always engaged.

Excellent service from doctors and nurses.

This is an excellent surgery.

Would be nice to see the same doctor for an on-going problem.

When people are discharged from hospital a courtesy call to say the doctor is aware would be nice.

Having a surgery that is only open 8am to 6pm weekdays is totally unsatisfactory for busy, working patients. More surgery hours & weekend surgeries are needed.

Recently the surgery has looked very messy & dirty. I know this is partly due to the building works but I felt it wasn’t always as clean and tidy as it could have been before the works began.

The introduction of an onsite pharmacy is very welcome.

The parking can be dreadful – there should be a penalty for parents parking at the surgery when they’re collecting their children from Crossley School – which they definitely do.

I think it would be a good idea if all GP surgeries were open at weekends, if it meant only Sat morning, especially for workers who work a distance from the surgery during the week.

I’m disabled and struggle to get in and out of the car. More disabled bays are needed.

Always difficult to get through at 8am and by the time I get through all the appointments for the doctor I require are gone.

When I order a repeat prescription I expect it to be ready when I arrive. Should not be necessary for staff to go off looking for it.

Reception ladies all very helpful and polite.

It proved difficult to book an advance appointment less then 8 days away. I had to phone just after 8am to get an appointment with the doctor I needed to see.

The telephone system at peak times is most frustrating but not any fault of the staff.

Better understanding on phone – don’t just process people.

Some would benefit from Sat morning appointments.

Partial weekend cover would be helpful.

Some consideration to weekend opening should be given. 

Good service.

It would be handy to have a GP available on Saturdays for people who work away during the week.

Better air-conditioning in the summer.

Named doctor not always available as appointment times are already taken.

Ringing at 8am is not always convenient.

The receptionists are extremely helpful, professional and courteous. 
I would think that Saturday trading a good idea.

The medical staff are first class. The reception staff needs to look at the way they operate.

When you ring me (welcomed) you show as ‘withheld’ or similar message (not sure) but which I would often ignore as a result of many unwanted marketing calls. If you could show your surgery number, I wouldn’t ignore that.

The patient reference group specifically requested that the survey was significantly shorter than last years.





Where possible we have put the results of the similar question from last year as comparison.





An action plan based on the results of this survey is available on the Practice website. 





Section One: Access to our services





Section Two: Information, advice and service





Section Three: About you 









