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Improving Practice Questionnaire  

Results (2008)
Key findings:
293 questionnaires were completed.

Our overall score was 76%.  The national average was 61%. 
Across the 27 questions we achieved excellent results and were in the top quartile nationally (top 25%) for each question asked.
Compared to last year we had improved by 2% (from 74 to 76%). Our best score ever.
Which responses were most positive?

	 This year’s (2008) survey
	Last year’s (2007) survey

	Ability to listen (86%)
	Ability to listen (85%)

	Respect shown (87%)
	Respect shown (83%)

	Would recommend to others (87%)
	Explanations given (82%)


Which responses were least positive?

	This year’s (2008) survey
	Last year’s (2007) survey

	Waiting time in the practice (56%)
	Waiting time in the practice (54%)

	Opportunity for complaints/compliments (65%)
	Opportunity for complaints/compliments (63%)

	Speaking to practitioner on phone (64%)
	Speaking to practitioner on phone (63%)


In which areas did we deviate most from the national average?
We were above the national average in every question. 

We scored >20% better than the national average in the following:
· Seeing a practitioner of choice (32% difference)

· Contacting practice by telephone (27% difference)
· Seeing a practitioner within 48 hours (27% difference)
Under 25 age group.
The under 25 group were least satisfied and, but our score had improved considerably at 70% compared to 61% last year. We were well above the national average of 58%.
Sex differences:

There was a little difference between males (74%) and females (78%).
In which areas have we improved or deteriorated?
In the past year, we have shown the biggest improvement (8%) in both the following areas:

· Time given for visit 

· Recommendation to others

In the past year, we have shown no significant area of deterioration.
Comments from patients:
56 patients, out of 293, made comments.

38 were very positive about the practice:  



“Can't improve excellence!”

“Always had excellent service. Very helpful when requested advice.”

“Very happy and pleased with the visit.”

“Brilliant.”

“In my experience they are excellent.”

“This is an excellent, helpful and friendly surgery. Please don't change anything!”
5 negative about the practice:

“I feel they don’t really listen.”

“Smirking and flippant comments …”





Many suggestions:  

“Opening times on the answer phone would be helpful.”

“Information provided about alcohol abuse and smoking.” (from a temporary resident)

“A tie!”

“Stop over running.”

Recurring themes this year:
Reintroduce Saturday morning surgeries (5)
 



Opening earlier or later (2)

Feedback to patients?
Results will be displayed in waiting room and 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.

	2006


	Reduce use of stairs

Improve reception area and uncomfortable waiting room.

Improve waiting and access:

Improve waiting and access:


	Extension to surgery with new consulting room downstairs, completed April 2007.

Conversion of old consulting room into new reception area and waiting area, April 2007.

More clinics and extended surgery times, Oct 2007.

Online ordering of repeat prescriptions and online booking of appointments, June 2007.

	2007
	Waiting times in the practice.
	Advertised our extra surgeries by revising the practice leaflet and updating the practice website.  March 2008 - done

	
	Opportunities for complaints/compliments
	Suggestion box in waiting room. April 2008

	
	Further consultation with patients
	Survey of working patients to find out whether they prefer extra evening, morning or Saturday appointments. Completed

	
	Extended opening hours
	As a result of above survey, extended opening hours one evening a fortnight and one Saturday a fortnight. Implemented April 2008.

	
	Further consultation with patients.
	Focus group to understand the needs of under 25s conducted.


Did these changes result in more satisfaction this year?
X    Happiness with waiting times – 1% decrease.

· Opportunity for complaints / compliments – 2% increase.
· See practitioner within 48 hours – 2% increase.

· Satisfaction of under 25 age group in general – 9% increase.

There continues to be politically driven, hostile media campaign about GPs in general and opening hours in particular. This may have influenced patients’ responses again this year. 
We have increased our availability to patients in the past year by our extended “working peoples’ surgeries” on Tuesday evenings and Saturday mornings alternate weeks.
We score considerably better than the national average for telephone access, seeing a practitioner within 48 hours and seeing practitioner of choice.

There have been no complaints or compliments in the new suggestion box!
Plans for this coming year: Agreed at practice meeting on 29th Jan 2009
	Issues to address
	Plan
	Who and when?

	Lack of awareness of our Saturday and evening surgeries.
	Advertise our extra surgeries by updating the practice website.
	RL - done

	Lack of awareness of our Saturday and evening surgeries.
	Advertise our extra surgeries by revising the practice leaflet.
	RL – by end of 2009

	Further consultation with patients
	Consider further surveys for next year.
	ALL

By end of 2009
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