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Following discussions by the PPG, the group together with the Practice Manager/Assistant Practice Manager agreed an action plan based on the findings of the survey. It was agreed that the following areas be given priority: 

1. Appointments. 34% of those surveyed indicated that they would like to be able to book an appointment on line.
This is a Web based application that allows individuals to conveniently and securely book their appointments online through any Web connected device, such as a computer, laptop, smartphone or tablet.

The benefits of an online appointments system for both administrative staff and patients include:

· Staff spend less time on the phone booking and managing appointments thereby freeing up their time for more important and pressing tasks

· Patients do not need to ring the surgery or remain on hold if the staff member is busy dealing with another patient
· Patients do not need to attend the surgery and queue to book an appointment

· Patients can book an appointment that is best for them

· Patients would have the ability to cancel appointments on line

· Online appointments allows 24 hour access for patients who work shifts

· Financial savings for practice in staff time
2. Waiting Times. 54% of patients surveyed were kept waiting for more than 15 minutes for their appointment. 
The practice shares a common problem with most other GP surgeries: 
the 
flow of patients is not as efficient as it could be, resulting in patient 
waits and caregiver delays. 

As a result of the survey the practice intends to trial an “all day” 
open surgery policy for one GP, which will mean that the patient spread 
will be 
through the day reducing the need for all patients to arrive in one 
cohort first thing in the morning.  

3. Last GP Appointment. The PRG were interested to see if the high standards of service that the GP’s had previously attained continued to be met by the practice.


Most patients felt that the GP gave them enough time during their  
consultation. However, 19% of respondents felt that the GP was either 
not very easy or not at all easy to speak to. 
Although 19% of patients felt that the GP was not particularly easy to 
speak to they felt that the GP did ask about their symptoms either 
adequately or very well. 0% of respondents felt that the GP had not 
listened and given them a chance to describe their symptoms/problem at 
all.


The majority of patients felt they were adequately or more than 
adequately involved in their treatment decisions and also felt that the GP 
was caring and concerned.

In summary the practice needs to consider:

· Making patients feel they are able to talk more easily to the GP
· Ensure that patients feel the GP is taking their problem seriously
· Improving the patient’s confidence level in the GP and reduce the number of patients asking for a second opinion

The partners of the practice met on Monday 4th March 2013 to discuss 
the results of the survey. They have agreed that they will focus on 
improving communication and consultation skills to help patients feel more 
comfortable.
4. Staff Training.  A number of training programmes have been scheduled in for administrative and clinical staff over the coming months.  Staff have already completed training in the following areas this year:

· Risk Management

· Dealing with Difficult Patients

· Learning from Events

· Medication Errors

The implementation of the action plan will take place during 2013. Details of our achievements will be discussed with the PPG and published on our website, and future surveys will reflect on whether we have been successful in our aims.

