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Introduction

1.
The practice in consultation with the Buckden Surgery Patients Association (BSPA) decided to form a Virtual Patients Group (VPG) which was a representative of the practice population.  Once this group had been formed the practice would consult the BSPA to develop a questionnaire.  The questionnaire would enable the practice and the BSPA to consider some priority areas of common interest/concern with a view to developing a practice action plan for the year  2012/13.
Formation of VPA

2.  
Posters were displayed at both surgeries and leaflets were handed at reception at both surgeries asking for volunteers to form a virtual group. The automatic booking in system at the Buckden surgery also carried the message.  Leaflets were also included in repeat prescription medication Bags over a 4 week period and given out by midwife at Antenatal clinics and health visitor at baby clinics  Posters and leaflets were also made available at the Buckden village and Little Paxton village pharmacies.
3.
Details of the demographics of the group are show at question 10.

The Survey

4.
It was decided that the questionnaire would be emailed to recipients and that the website “Survey Monkey” would be the best method of distribution of the questionnaire.  The survey was undertaken in the first two weeks of January 2012.  The timing of this survey was dictated by the introduction of the new practice telephone system, which was delayed, as a question about it was planned to the questionnaire.   Questions 3 ,4,5,6,7 & 9 allowed respondents to add additional comments.  These are attached at Annex A.  The proposed action plan is shown at Annex B
Summary of Findings

5.
The findings of the survey are detailed below: 
	Question 1


	Which surgery do you normally use?

	
	Response Percentage
	Response Count

	Buckden
	67.1
	47

	Little Paxton
	32.9
	23

	a.      The table above shows that patients responding almost exactly mirrors the fact that 68% patients are registered at Buckden surgery and 32% are registered at Little Paxton surgery


	Question 2


	In the past 12 months, how many times have you seen a doctor from your practice

	
	Response Percentage
	Response Count

	None
	0.0
	0

	Once or twice
	34.3
	24

	Three or four times
	37.1
	26

	Five of six times
	14.3
	10

	Seven times of more
	14.3
	10


b.
The participants, as shown by the table above, have made use of the surgeries and the services it provides so we were questioning relatively experienced patients 

	Question 3


	Do you use the internet to book routine appointments and /or to request repeat medication

	
	Response Percentage
	Response Count

	Yes
	46.2
	32

	No
	53.6
	37

	
	
	

	If No - Why
	
	

	Not aware of its availability
	34.2
	13

	Prefer to use the telephone
	34.2
	13

	Other  reason ( Please specify)
	31.6
	12


c.
The objective of asking this question was to be able to ascertain how many patients use it and to see if we could find out why more patients do not use and the finding are shown in the table above.  It was therefore pleasing to see that nearly half of respondents do use the internet and disappointing that just over a third of respondents were not aware of the availability of the internet functions.   Encouraging the use of the internet to book appointments and order repeat medication is considered important as it reduces telephone usage by patients and so frees up the telephone system to some degree.  Of those who preferred to use the telephone it was because there was a better choice of appointments available if they spoke to a receptionist and more that half of them used the internet for repeat medication.
	Question 4


	Are you aware that there is a Monday evening Surgery

	
	Response Percentage
	Response Count

	Yes
	41.4
	29

	No
	58.6
	41

	
	
	

	If Yes – Have you attended
	
	

	Yes
	24.0
	6

	No
	76
	19

	
	
	

	If Yes - Why
	
	

	I do not need to take time off work
	50.0
	3

	No other convenient appointment available
	50.0
	3

	Other
	0
	0

	It is interesting to note that half of respondent use the clinic as they do not need to take time off work and the other half because they could not arrange a convenient appointment at any other time.  We had hoped that working patient would make use of the evening clinic.   We were surprised that such a large proportion of respondents claimed not to know about this clinic. 

	 
	

	Question 5


	Thinking of the times you have telephoned the practice, how do you rate the ability to get through

	
	Response Percentage
	Response Count

	Very Poor
	0.0
	0

	Poor
	4.2
	3

	Fair
	22.5
	16

	Good
	29.6
	21

	Very Good
	36.6
	26

	Excellent
	5.6
	4

	Not applicable
	1.4
	1


In 2009 a patient satisfaction survey found that 73% of patients were satisfied with telephone access.  The 2010 government patient survey for the practice gave a satisfaction level of 80%.  The data given in the table above gives a satisfaction level of 92%.  However, there was a fairly large minority (22.5) who rated access as fair.  More detailed review of the data showed these to be mainly at Little Paxton which only has one receptionist at any one time.  

	Question 6


	Car parking – the practice has taken some measures to improve the availability of patient parking at Buckden.  How do you the ease with which you have been able to park when attending your surgery

	
	Response Percentage
	Response Count

	Parking at Buckden
	
	

	Very Poor
	1
	

	Poor
	7
	1

	Fair
	0.0
	0

	Good
	15.3
	9

	Very Good
	37.3
	22

	Excellent
	32.2
	19

	Not applicable
	13.6
	8

	
	
	

	Parking at Little Paxton
	
	

	Very Poor
	0.0
	

	Poor
	0.0
	

	Fair
	3.3
	1

	Good
	20.0
	6

	Very Good
	46.7
	14

	Excellent
	30.0
	9

	Not applicable
	
	


Parking at both surgeries is rated highly.  I think that the data for Buckden reflects that the improvements made in the last year have been beneficial and appreciated.  There have been far less verbal comments to receptionists/dispensers at Buckden by patients saying the car park was full.  If patients would park between the bollards a further space or two would be available
	Question 7


	Have you attended both surgeries i.e. Patients who normally use Buckden being seen at Little Paxton of Vice versa

	
	Response Percentage
	Response Count

	I normally attend Buckden surgery – Have attended for an appointment at Little Paxton surgery
	
	

	Yes
	34.0
	17

	No
	60.0
	30

	If yes – reason
	
	

	To see my normal doctor
	24.0
	12

	No appointments available at my normal surgery
	22.0
	11

	To see a nurse
	10.0
	5

	Other
	2
	1

	
	
	

	I normally attend Little Paxton surgery –  Have attended for an appointment at Buckden surgery
	
	

	Yes
	26.1
	6

	No
	65.2
	15

	If yes – reason
	
	

	To see my normal doctor
	26.1
	6

	No appointments available at my normal surgery
	30.4
	7

	To see a nurse
	26.1
	6

	Other
	17.4
	4


A third of Buckden patients and a quarter of Little Paxton patients have attended both surgeries.   Of these a quarter attended the surgery they were not registered at so as they could see their normal doctor – Continuity of care continues to be important to a reasonable large number of patient.  Nearly a third of Little Paxton patients attended Buckden because there were no routine appointments available at Little Paxton whereas only one fifth of Buckden patient attended Little Paxton for this reason.
	Question 8


	When thinking about when you contacted your surgery for test results, how would you rate the surgery response?

	
	Response Percentage
	Response Count

	A response from a clinician (Doctor or Nurse)
	
	

	Unhelpful
	0.0
	

	Helpful
	43.1
	28

	Inadequate detail
	0.0
	

	Sufficient Detail
	38.5
	25

	Never requested a test result
	29.2
	19

	
	
	

	A response from a Receptionist
	
	

	Unhelpful
	0.0
	

	Helpful
	42.4
	25

	Inadequate detail
	0.0
	

	Sufficient Detail
	32.2
	19

	Never requested a test result
	32.2
	19


We have never surveyed our patients regarding the perceived level of satisfaction concerning obtaining results of clinical tests.  The table above shows that there is a high level of satisfaction from the two thirds of patients who have obtained results from a clinician or receptionists. 

	Question 9


	Please use the box below to add any ideas/suggestions as to how we could improve the service offered


The comments made are attached at Annex A
	Question 10


	Please complete the following

	
	Response Percentage
	Response Count

	Demographics
	
	

	30 and Under
	5.7
	4

	31-50
	18.6
	13

	51-64
	45.7
	32

	65 and Over
	30.0
	21

	
	
	

	Which of the following best describes you
	
	

	Employed ( Full or part time, including self employed)
	46.5
	33

	Unemployed and looking for work
	1.4
	1

	In full time education
	0.0
	

	Unable to work due to long term sickness
	1.4
	1

	Looking after your home/family
	5.6
	4

	Retired
	43.7
	31

	Other
	1.4
	1

	
	
	

	Sex
	
	

	Female
	63.4
	36.6

	Male
	
	

	
	
	

	Location
	
	

	Brampton
	0.0
	

	Buckden
	36.6
	26

	Ellington
	0.0
	

	Grafham
	7.0
	5

	Graveley
	0.0
	

	Great Paxton
	8.5
	6

	Little Paxton
	26.8
	19

	Offord Cluny
	4.2
	3

	Offord D’Arcy
	7.0
	5

	Perry
	5.6
	4

	Southoe
	0.0
	

	Spaldwick
	0.0
	

	Other
	4.2
	3


Annex A

Additional responses made by Respondents

Question 3

Only just registered my e-mail with surgery.

Prefer telephone for appointments - can agree date there and then. Use repeat prescription form by leaving it in box at Buckden pharmacy.

prefer to use the telephone, but have never tried online. Computer is not always turned on and takes ages to boot up. Quicker to have the personal service from the 

receptionists to book appointments. Easy to oder my repeat prescription by the automated phone service

I take repeat prescriptions to the surgery and a day later I collect the signed prescription and take it to a chemist

I only use it for repeat prescriptions as I have found that there is not such a choice of appointment times as when I ring the surgery.

Keep intending to ask at reception for details but have not got round to it. Will do so when I am in the area again.

I did do, but I've lost my log on information. It would be better if you could log on using an email address and password.... I have too many complicated log on things to remember already and the surgery one is probably the least important to me!

most of my appointments are follow up appointments, which are booked as I leave the surgery

Use telephone for appointments and put in repeat slip for meds

I didn't know that I could use the internet to book appointments or request repeat medication and would be interested to hear how I can do this.

Since sometimes I need advice that a computer facility is unable to provide,

live next door so I go to the surgery.

Prescriptions not appointments. Cannot do appointments with Nurse on line for pre-appointment tests (Diabetes).

The appointments I make are usually for emergency for one of my three children. I like to speak to a receptionist as I do not wish to consult with certain doctors regarding my children’s health care issues.

It's usually an emergency appointment

Question 4

Although early evening I was very happy to take the appointment offered to me

Never heard of it

That’s really good to know and now I do know that helps. I am a teacher and it is really not possible to take time off just to go to the doctor.

I am now!

Question 5

Poor on Monday morning

Normally exceptionally busy

I assume receptionist is busy on another call.

The receptionist is usually very busy

Sometimes the phone is engaged for seemingly long periods. I usually ring later or call in.

sometimes takes ages, I’ve sat in waiting room at L.P. and listened to phone going for ages, no-one there, then person strolls back with a hot drink, looking totally couldn’t care less.

As I generally use Little Paxton I do appreciate that a small practice cannot have staff waiting to answer phones so the pick up time of calls is on most occasions quite lengthy.

Getting through to make an emergency appt. early morning the line is very busy.

It does taker a time to get through - presumably because of one staff member doing everything - but I would prefer that rather than answer message or a queuing system cutting in.

Certain times of the day it is impossible to get through to the receptionist. The telephone system keeps ringing then you get a message to say the receptionist is not available and I can either ring back or keep on holding. This is frustrating when you need to make an appointment and you have limited time ie school runs etc.

In the past have needed to ring up to half dozen times within a twenty minute period before being connected.

Invariably engaged or rings for ever

Can be quite a wait for an answer.

Question 6

Many people use the yellow posts as 'centre' marks rather than 'between' mark which may in fact be more usual and easier
Get people to Park within the yellow lines, then more people could park.

Parking at L.P. courtesy of Parish Council I think

Mark up car parking space with clear markers to optimize area - ensuring adequate turning area.

Noise of gravel and people leaving radios on with windows open annoys neighbours

None
Addition of a bicycle rack

Do not use the parking facilities

Question 7

Flu jab

However I have sometimes used the drop in centre in St Neots primarily because it's a lot more convenient and easier to get an appointment.

So I could get an appointment outside of work time.

CBT Therapist

Midwife appointments

Procedure with Dr available there

Question 9

Personally I would feel more comfortable if results were always given by a doctor/nurse, even if this means I have to call back at end of surgery, I would also like the opportunity for an annual 'MOT.' I realise this may be impossible to achieve, but perhaps would help with some unnecessary appointments being made. Would appreciate more Drs '..Talks' evenings, although again our Drs are already very busy. so maybe not fair of me to ask. I am really very happy with the service we are given by the surgery and have no complaints Thank you very much

No improvement required but please do keep up allowing the children to see the docs the same day where necessary - this is an enormous help, improves care, alleviates anxiety and on occasions has prevented hospital admission. Thank you.

It would help confidentiality if the receptionist did not repeat names over the telephone so that patients in the waiting room can overhear what is being said.

Satisfied with service as it is; would prefer not to have the background music though

Open the Dispensary to everyone.

You could send them via e-mail and save me having to drive into Buckden.

Test results could be posted on-line with supplemental notes to give any necessary detail. Surgery should be a lot more proactive in providing "well person" services.

- I don't like having to explain to the receptionist why I want to make an appointment. I am very aware that they are sat in the waiting room and that other patients can hear (I have experienced this myself). I appreciate that it might be something that the nurse can deal with instead of the doctor; however I feel I am in a position to make that decision myself. (This is particularly annoying when once you've given your name, they then repeat your address and your name, by which stage the whole waiting room knows what your problem is! - Sometimes it seems very difficult to get an appointment. You either have to be an 'emergency' or it sometimes seems, book several weeks in advance. - It can be very difficult to get appointments at times convenient for 'key workers' like I. Perhaps all patients' employment type/geographical location of employment should sometimes be taken into account. I would imagine that someone working in London would struggle with appointment times offered in a similar way to myself as a teacher - there are some jobs where you simply can't just nip out for an appointment... if I do that I have to take 2 hours off work as I cannot guarantee getting to Buckden, have my appointment (because of overrunning times) and back to work 8 miles away within one hour - this is in particular very difficult to do at short notice in a school. I have sometimes gone to the drop in centre (when 'ill' e.g. tonsillitis/flu like) because I know I will be seen - more evening surgeries would be useful - perhaps Mondays and Tuesdays. Or earlier appointments e.g. from 7.30? (I do understand doctors have lives too by the way!!!! am just trying to think of ways of making it easier for those of us who have to be at work at a certain time and cannot be late - and as I am normally at work at 7.30 myself, so do consider that reasonable). - could the surgery operate a daily drop in session with one doctor? Perhaps late afternoon from 3 until 6pm? Somehow it works in St Neots and you generally see a doctor/nurse within 20 mins of arrival. Thank you for your time in reading my responses - I apologise for the length of my ideas/suggestions!!! P.S I should also add that Ann the nurse is excellent and once I've managed to make an appointment I am usually satisfied with the outcome.

When I request a repeat prescription, there have been many times when some items have been missed off - I now have to collect from the pharmacy before the items are needed in case they have not been included. Would be helpful to phone me if all items cannot be processed for some reason. There was also some confusion recently - I asked if a referral to CBT (pain management) was being processed and the response from a receptionist was that yes, there's a referral for orthopaedics. I still don't know if I'm being referred for CBT or not.

However, due to my fluctuating condition I may need to refer back to those results when more able comprehend my circumstances at a later date,

Allow longer space in between appointments then we would not have to wait what can be up to half an hour if your appointment time is after 10.00 in the morning

A visit to the doctor and their support is a personal thing and so maintain as much personal contact and minimise impersonal (on-line) except where practical / routine.

The waiting area at Little Paxton allows those waiting to hear conversations with the receptionist weather on the telephone or in person.

You're all doing a great job :)

The receptionists could sometimes do with being more sympathetic

Availability of more routine appointments ie more days for specific doctors

My only comment is that at Little Paxton Sharon always seems to be in reception on her own answering several calls receiving patients and dealing with patients trying to book tests/appt following their meeting with the nurse/doctor, when you call in you can be left ringing/holding for quite a while, which is understandable when there is only one person doing all of that, but not particularly acceptable. Sharon always seems to cope admirably and professionally but patients are having to be left standing/waiting whilst she tries to deal with everyone/thing.

I do not like to hear all the telephone calls in reception whilst in the waiting room. Confidentiality due to this is poor particularly in a small village. Calls could be taken without using the patients name but I do not think it is good to make calls from the desk when a name has to be used to indentify the recipient.

Annex B
Buckden and Little Paxton Patient Participation - Action Plan

	Action Point
	Objective
	Action required and timescale

	Use this column to identify practice priorities or recommendation from feedback reporting
	Objective (what do you need to do) to meet priority area 
	Tasks and steps required to meet the objective

	Patient usage of Internet – Emis Access - to arrange:

a. Routine appointments with a GP 

b. Further supply of repeat Medication
	To increase patient awareness of the availability of these services over the internet – Emis Access

To encourage patients to use the internet – Emis Access.
	Patient Education – Selling points

a.  Routine Appointments:

Avoids need to telephone

b.  Repeat medication

Avoids need to telephone

Negates need to bring repeat slip to surgery.

Advertising:

Notices in Waiting rooms

Practice Website

Message on Automatic Booking in screen (Buckden)

Information in Repeat Medication Bags.

Notices in local Pharmacies 

c.  Considering increasing number/type of appointment available to book on line 

	Telephone Access

Patient satisfaction levels with respect to “Ease of Access” higher than national average. However, comments made to survey question indicate areas of concern 
	To improve access:

When ringing for emergency appointment
	Reduce the number of calls by:

Increasing use of internet

Consider informing patient of test results by email

Patient education re ringing for results only between certain hours




PAGE  
1

