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	PATIENT SURVEY 2011/2012 - RESULTS
	
	

	
	
	
	
	
	
	
	
	

	A:  PLANNING YOUR CARE
	 
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	1
	Very Poor
	Poor
	Fair
	Good
	Very Good
	Excellent
	Does Not Apply
	No 

	
	
	
	
	
	
	
	
	Answer

	How thoroughly GP asks about symptoms/how you feel
	1
	 
	14
	48
	136
	143
	1
	

	No answer to above question = 6
	
	
	
	
	
	
	
	6

	How well GP listens to you/your opinions
	1
	1
	13
	49
	122
	158
	1
	

	No answer to above question = 4
	
	
	
	
	
	
	
	4

	How well GP puts you at ease during physical exam
	1
	
	8
	50
	119
	150
	13
	

	No answer to above question = 8
	
	
	
	
	
	
	
	8

	How much GP involves you in decisions about your care
	2
	1
	14
	54
	102
	160
	7
	

	No answer to above question = 9
	
	
	
	
	
	
	
	9

	How well GP explains your problems/treatment
	2
	4
	12
	51
	117
	153
	3
	

	No answer to above question = 7
	
	
	
	
	
	
	
	7

	Amount of time GP spends with you
	1
	3
	20
	64
	110
	141
	2
	

	No answer to above question = 8
	
	
	
	
	
	
	 
	8

	How patient GP is with your questions/worries
	1
	3
	18
	48
	105
	161
	4
	

	No answer to above question = 9
	
	
	
	
	
	
	
	9

	Does GP display care/concern & treat you with courtesy/respect
	2
	2
	5
	43
	95
	192
	1
	

	No answer to above question = 9
	
	
	
	
	
	
	
	9

	
	
	
	
	
	
	
	
	

	
	Very Poor
	Poor
	Fair
	Good
	Very Good
	Excellent
	Does Not 
	No 

	
	
	
	
	
	
	
	Apply
	Answer

	How well Nurse listens to you
	2
	
	14
	65
	121
	112
	20
	

	No answer to above question = 15
	
	
	
	
	
	
	
	15

	Quality of care provided
	1
	2
	7
	61
	118
	127
	18
	

	No answer to above question = 15
	
	
	
	
	
	
	
	15

	How well Nurse explains health problems/treatment needed
	3
	5
	9
	61
	107
	109
	37
	

	No answer to above question = 18
	
	
	
	 
	
	
	
	18

	
	
	
	
	
	
	
	
	

	B:  ACCESS
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	1
	Same Day
	Next
	Within 
	Within 
	Within
	Within 
	Does Not 
	No answer

	
	
	Working Day
	2 days
	3 days
	4 days
	5/more days
	Apply
	

	How quickly are you usually seen
	105
	33
	46
	48
	27
	49
	3
	 

	No answer to above question = 38
	
	
	
	
	
	
	
	38

	How do you rate this?
	Very Poor
	Poor
	Fair
	Good
	Very Good
	Excellent
	Does Not 
	No answer

	
	
	
	
	
	
	
	Apply
	

	 
	10
	23
	56
	99
	43
	42
	25
	

	No answer to above question = 51
	
	
	
	
	
	
	
	51

	
	Yes
	No
	
	
	
	
	
	

	Can you get an appointment for the same day via triage
	239
	14
	
	
	
	
	
	

	No answer to above question = 96
	
	
	
	
	
	
	
	 

	
	Yes
	No
	
	
	
	
	
	

	Do you feel you understand the purpose of the triage system
	247
	63
	 
	
	
	
	
	

	No answer to above question = 39
	
	
	
	
	
	
	
	 

	
	Yes
	No
	
	
	
	
	
	

	Would you find a leaflet on triage useful
	149
	132
	 
	
	
	
	
	

	No answer to above question = 68
	
	
	
	
	
	
	
	 

	
	
	
	
	
	
	
	
	

	2
	4 weeks
	3 weeks
	2 weeks
	1 week
	
	
	
	

	How far in advance would you like to book an appointment
	70
	19
	81
	137
	
	
	
	

	No answer to above question = 42
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	3
	Yes
	No
	
	
	
	
	
	

	Would reminders of appointments by mobile 'phone be useful
	165
	150
	
	
	
	
	
	

	No answer to above question = 34
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	4
	Recovered
	Forgot
	Difficult to cancel
	Other
	
	
	
	

	Have you missed an appointment because ……
	6
	27
	6
	9
	
	
	
	

	
	
	
	
	
	
	
	
	

	Not missed an appointment/Not applicable
	301
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	5
	 
	 
	 
	 
	 
	 
	
	

	In the past 6 months how easy have you found ….
	Not Tried 
	Very Easy
	Fairly Easy
	Not Very Easy
	Not At All Easy
	Don't Know
	
	

	getting through on the 'phone
	7
	69
	192
	54
	13
	2
	
	

	No answer to above question = 12
	
	
	
	
	
	
	
	

	speaking to a GP on the 'phone
	58
	77
	107
	38
	13
	31
	
	

	No answer to above question = 25
	
	
	
	
	
	
	
	

	speaking to a Nurse on the 'phone
	77
	78
	100
	11
	7
	41
	
	

	No answer to above question = 35
	
	
	
	
	
	
	
	

	obtaining test results by 'phone
	58
	115
	82
	10
	5
	47
	 
	

	No answer to above question = 32
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	6
	Yes
	No
	
	
	
	
	
	

	Did you know you can book an appointment with your GP online?
	49
	277
	
	
	
	
	
	

	No answer to above question = 23
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	7
	Yes
	No
	
	
	
	
	
	

	Did you know you can request a double appointment?
	276
	70
	
	
	
	
	
	

	No answer to above question = 3
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	8
	Not too long
	A bit too long
	Far too long
	
	
	
	
	

	How do you feel about how long you normally have to wait?
	232
	86
	16
	 
	
	
	
	

	No answer to above question = 15
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	C:  OPENING HOURS
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	1
	Very
	Fairly
	Neutral
	Quite 
	Very 
	Not sure
	
	

	
	
	
	
	Dissatisfied
	Dissatisfied
	of Hours
	
	

	How satisfied are you with opening hours?
	177
	91
	35
	14
	3
	23
	
	

	No answer to above question = 6
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	2
	Yes
	No
	
	
	
	
	
	

	Do you know we have late appointments Mon - Thurs?
	153
	178
	
	
	
	
	
	

	No answer to above question = 18
	
	
	
	
	
	
	
	

	Do you know we have appointments on Saturday?
	119
	190
	
	
	
	
	
	

	No answer to above question = 40
	
	
	
	
	
	
	
	

	3
	Yes
	No
	Not Applicable
	
	
	
	
	

	Can you take time away from work to attend an appointment
	73
	46
	215
	 
	
	
	
	

	No answer to above question = 15
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	D:  TELEPHONE CONSULTATIONS
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	1
	Yes
	No
	
	
	
	
	
	

	Did you know you can book a telephone consultation?
	151
	195
	 
	
	
	
	
	

	No answer to above question = 3
	
	
	
	
	
	
	
	

	2
	Yes
	No
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	Have you ever had a telephone consultation?
	204
	138
	
	
	
	
	
	

	No answer to above question = 7
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	3
	Yes
	No
	No Answer
	
	
	
	
	

	Was the GP able to deal with your problem by 'phone?
	190
	21
	138 
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	4
	Yes
	No
	
	
	
	
	
	

	Did you require a follow-up visit to the surgery?
	96
	123
	 
	
	
	
	
	

	No answer to above question = 130
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	FACILITIES @ SURGERY
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	1
	Very Easy
	Fairly Easy
	Not Very Easy
	
	
	
	
	

	How easy do you find it to park at the surgery?
	98
	173
	40
	
	
	
	
	

	No answer to above question = 38
	 
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	2
	Don't Mind
	Not Happy
	No
	
	
	
	
	

	Can other patients overhear what you say?
	254
	54
	25
	
	
	
	
	

	No answer to above question = 16
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	3
	Very
	Fairly
	Not Very
	Not At All
	
	
	
	

	How helpful are the Receptionists?
	224
	104
	12
	1
	
	
	
	

	No answer to above question = 8
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	F:  PERSONAL INFORMATION  
	Number
	
	
	
	
	
	
	

	This sheet not returned
	8
	
	
	
	
	
	
	

	1
	Male
	Female
	
	
	
	
	
	

	Sex
	137
	204
	
	
	
	
	
	

	No answer to above question
	
	
	
	
	
	
	
	

	2
	Under 18
	18-24
	25-34
	35-44
	45-54
	 
	 
	 

	Age
	6
	9
	20
	25
	36
	 
	 
	 

	
	55-64
	65-74
	75-84
	85+
	
	
	
	

	
	70
	86
	61
	28
	
	
	
	

	No answer to above question
	
	
	
	
	
	
	
	

	3
	Excellent
	Very Good
	Good
	Fair
	Poor
	
	
	

	Health
	23
	110
	114
	75
	15
	 
	
	

	No answer to above question = 4
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	4
	Yes
	No
	
	
	
	
	
	

	Carer Responsibilities
	33
	296
	
	
	
	
	
	

	No answer to above question = 12
	
	
	
	
	
	
	
	

	5
	Yes
	No
	
	
	
	
	
	

	Made a complaint
	5
	333
	
	
	
	
	
	

	No answer to above question = 3
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	Yes
	No
	
	
	
	
	
	

	 Dealt with satisfactorily?
	2
	2
	
	
	
	
	
	

	No answer to above question (if it was relevant) = 1
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	Number
	
	
	
	
	
	
	

	Number of replies received:
	349
	58% response
	
	
	
	
	
	

	Numbers of surveys issued
	600
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	


CUTLERS HILL SURGERY

PATIENT SURVEY 2011/2012 - ACTIONS
A:   PLANNING YOUR CARE

· Staff will be briefed on the results of the 2011/2012 patient survey at the Staff Meeting held on 21st February 2012.  
· The Practice Manager will ensure appropriate feedback on the two websites.  
· We agreed that it would not be appropriate to repeat any of the comments on the websites and our notice boards since they ran to 15 pages.  However, the majority of comments were complimentary, positive and helpful.
B:  ACCESS

· Difficult to arrive at any conclusion to questions about how quickly patients were seen and how they rated this as some said they were seen on the same day and found this poor and others said they were seen within 5 or more days and they found this good.

· Dr MacLusky will be writing a one-page explanation of triage which we will display on the notice boards/include in new patient information packs.

· The number of patients who would find a text reminder of their appointments helpful was almost matched by those who said it would not help.  We reviewed this option but decided not to proceed further at the moment (many patients do not have mobile ‘phones and there were confidentiality concerns about messages reaching the wrong people if patients changed their mobile ‘phone number and did not let the surgery know).

· We noted that very few patients knew about booking appointments online but most knew they could ask for a double appointment.   We will highlight the ability to book online via the notice boards and new patient information packs.  Doctors will notify Reception if they were running more than 30 minutes late so patients could be kept informed and be offered the opportunity to book an alternative appointment if necessary.  The message on the electronic notice board also requests that patients check with Reception if they have been waiting in excess of 20 minutes.
· The majority of patients felt they did not have to wait too long after they had checked in.  However, 25% of those who replied said they had to wait far too long.  We will highlight again the reasons why surgeries can run late and ask for understanding.  Notices around the surgery will help with this.
C:  OPENING HOURS

· A significantly high number of patients were either very or fairly satisfied with our current opening hours.  However, a high number of people did not know our normal opening hours or the details of our extended hours.  We will publicise opening hours widely on our notice boards and the electronic notice board.

D:  TELEPHONE CONSULTATIONS

· Over half of patients replying did not know they could book a telephone consultation even if they had used this service before.  In the majority of cases the GP was able to deal with a problem over the telephone but many still required a follow-up visit to the surgery (depending on the nature of the problem).  We will highlight again to patients that telephone consultations can be booked in advance (via the electronic notice board).
E:  FACILITIES AT THE SURGERY

· Most patients did not mind speaking openly at the desk.  However, many were obviously unhappy.  We will draw attention to the fact that patients can ask to speak at the more confidential side of the desk (via a notice at the desk and via the electronic notice board).
· Positive responses in the main about the Receptionists and the level of help/care they demonstrate.  However, there were some negative comments and these will be passed on to the staff.

F:  PERSONAL INFORMATION

· We achieved a 58% response rate to our survey.  

· Only 8 patients failed to return the separate sheet asking for their age/sex etc. (These questions were asked to help validate the survey.)  

· A random sample of 600 patients received a questionnaire and I have no reason to doubt that this sample contained anything but a balanced mix of male/female patients.  However, female patients replied in greater numbers than male patients.   

· Replies were received across the age ranges – as expected most came from older patients.  

· In the main it appears that those patients who responded view their level of health quite positively.   

· Only 9.8% of those responding had carer responsibilities.  

· Only 5 patients had ever made a complaint, two of whom were satisfied with the result even if they did not agree totally with our reply.  1 patient did not answer the question about whether the complaint was dealt with satisfactorily.  Two patients had complained and felt their complaints were not dealt with satisfactorily but failed to give their names or further details.

Mrs J A Doane

Practice Manager

14/02/2012
