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Improving Practice Questionnaire  

Results (2006)
Key findings:
203 questionnaires were completed.

Our overall score was 75%.  The national average remains the same at 62%. 
Across the 27 questions we achieved excellent results and were in the top quartile nationally (top 25%) for all questions except for one.
We are showing a continual improvement from 2005 (73%) and from 2004 (72%).

Which responses were most positive?

	 This year’s (2006) survey
	Last year’s (2005) survey

	Satisfaction with visit (87%)
	Respect shown by clinical staff. (86%)

	Ability to listen (86%)
	Confidence in doctor / nurse ability. (84%)

	Respect shown by clinical staff (86%)
	Ability of doctor / nurse to really listen. (84%)


Which responses were least positive?

	This year’s (2006) survey
	Last year’s (2005) survey

	Comfort of waiting room (50%)
	Access to OOH care (47%)

	Waiting time in the practice (51%)
	Waiting time in the practice (58%)

	Speaking to a practitioner on the phone (63%)
	Comfort level of waiting room. (59%)


In which areas did we deviate most from the national average?
We were above the national average in every question, except for comfort level of waiting room, where we scored 50% and the national average is 54%.  This is not surprising considering the current state of the practice due to the current building work and the damage to the décor done by the flood.
In the two other areas where our responses were least positive, we were still well above the national averages.

We scored >20% better than the national average in the following:
· Telephone access  (75% compared to 47%). So, despite only having one telephone line, we manage to provide a good service and good access.

· Seeing a practitioner within 48 hours (75% compared to 49%). We suggest that this is due to our open surgeries.
· Seeing practitioner of choice (73% compared to 42%)

· Speaking to a practitioner on the phone (63% compared to 41%). 

Were there any differences between ages or sexes?
The under 25 group were least satisfied and, in this age range, we were just below the national average at 56% compared to national average of 57%. There was no difference between males and females.
In which areas have we improved?
In the past 2 years, we have shown most improvement in the following areas:

· Seeing practitioner of choice (10% improvement)
· Right to second opinion or complementary medicine (8% improvement)

· Speaking to practitioner on the phone (7% improvement)

· Satisfaction with visit (6% improvement)

· Opportunity to make complaints and compliments (6% improvement)

Comments from patients:
70 patients, out of 203, made comments.

37 very positive:  
“I feel I am registered with the best practice in the area”. 

“The practice is very good and the service is excellent.”
“This is a really a first class organisation ...”
19 mainly negative:
“I had to wait 45 minutes to see my nurse.”




“The waiting area is very cramped and shabby.”

Many suggestions:  
“Improve the music.”




“more comfortable seating”




“better lighting upstairs”

Recurring themes:
Stairs make life difficult for the elderly (3)



Comfort in waiting room (6)




Reintroduce Saturday morning surgeries (13)
Feedback to individual clinicians?
This year, each doctor and nurse received a confidential report of their individual results from the IPQ Survey. This report includes information and encourages practitioners to reflect on their own results and identify any personal development needs.
Feedback to patients?
Results will be published on the practice Web site, as usual.
http://www.littlesurgery.com/surveys.shtml

What changes have we made as a result of these questionnaires?

	Year
	Issues raised
	Actions taken

	2004
	Crowded upstairs waiting room
Magazines out of date 
Arrangements for telephone consultations and compliments / complaints were unclear
	 “Crowd control” was instigated.
Stocks have been replenished and a responsible staff member identified.
Arrangements have been made clearer on the Web site and in the new practice leaflet.

	2005
	Premises need improving

Availability and waiting times


	Plans for an extension were worked up, funding identified, plans approved and work started early in 2006.

Nursing hours extended and appointment lengths altered to reflect time needed.


Did these changes result in more satisfaction this year?
· Happiness with waiting time decreased from 53% to 51%

· Opportunity of speaking to doctor / nurse on phone increased from 56% to 63%
· Opportunity for making compliments or complaints from 59% to 65%

Plans for this year and coming year.
	Issues to address
	Plan
	Who and when?

	Stairs
	Extension to surgery with new consulting room downstairs.
	Dr John Fields

Completed: December 2006

	Reception area and uncomfortable waiting room. 
	Conversion of old consulting room into new reception area and waiting area
	Dr John Fields
By February 2007

	Waiting and access
	Conversion of old reception area into a consulting room, increasing capacity.
	Dr John Fields
By March 2007

	“
	Online ordering of repeat prescriptions
	Dr Ruth Livingstone

By June 2007

	“
	Online booking of appointments
	Dr Ruth Livingstone

By June 2007

	“
	Increase in doctor consulting hours

(But unlikely to include Saturday morning surgeries.)
	Dr Ruth Livingstone

By September 2007

	Further consultation with patients
	Consider further surveys to measure success of practice plans
	ALL

By end of 2007
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