Old Leake Medical Centre
Local Patient Participation Report

Setting up the Patient Practice Group

The Practice set up a Patient Practice Group (PPG) in 2008, however it was felt that although these members gave a valuable patient perspective, the group was not representative of the practice as a whole. We therefore decided to recruit a ‘virtual’ PPG in 2011, inviting patients to join an on-line community, which would enable them to give their views without having to attend meetings, which is obviously very difficult for patients working full time, are housebound or have other commitments.

The Practice advertised, and continues to advertise, this vPPG in its Newsletter, on the PPG notice board and on the website. We also sent personal invitations to members who came into contact with many patients and would be able to offer comments, views and suggestions on their behalf, such as local shop owners, Parish Council members and businesses in the area that employ a lot of our patients.
To date the Practice has forty-two PPG members with the following profile:

	Profile of PPG Members – total 42

	Profile of OLMC Patients – Total 6874

	
	
	%
	
	
	%

	Female
	27
	64
	Female
	3431
	50

	Male
	15
	36
	Male
	3443
	50

	
	
	
	
	
	

	<16
	0
	0
	<16
	1134
	17

	17-24
	2
	5
	17-24
	575
	8

	25-34
	3
	7
	25-34
	491
	7

	35-44
	3
	7
	35-44
	829
	12

	45-54
	4
	9
	45-54
	1031
	15

	55-64
	15
	36
	55-64
	1048
	15

	65-74
	13
	31
	65-74
	970
	14

	75-84
	2
	5
	75-84
	595
	9

	>84
	0
	0
	>84
	201
	3

	
	
	
	
	
	

	British
	42
	100
	British
	6842
	99.6

	Eastern European
	0
	0
	Eastern European
	6
	<1

	African
	0
	0
	African
	8
	<1

	Indian
	0
	0
	Indian
	21
	<1

	Other
	0
	0
	Other
	7
	<1

	
	
	
	
	
	


Although this breakdown shows that we do not have any members of any other ethnic origin other than British, our practice demographics show that this is representative of our population who are almost all British.
Our practice demographics also show that the majority of adults full into the age range of 45 – 74, and the majority of our PPG members also fall into this age range so are representative of the practice population.
What areas should be covered by the patient survey?
A meeting was held on May 18th 2011 with the PPG to discuss what areas they felt the Patient Survey should focus on. An email was also sent to the vPPG as follows:

Dear Members,

 

Welcome to Old Leake Medical Centre's Virtual Patient Practice group!

 

The aim of this group is to ensure that patients are involved in decisions about the range and quality of services provided. You and other patients can give us invaluable insight into how you experience the practice and what areas need to be improved.

 

With this in mind we would like to run a patient survey, but to ensure we ask the right questions we would like to know what you think our key priorities should be when coming to look at the services we provide to you and others in the practice?

 

For example:

 

· Clinical care - are there additional services you would like to see at the practice?

· Getting an appointment - for example, would you like phlebotomy clinics to be held every day? Should they be 'sit & wait' clinics or appointment based?

· Reception issues - what are they and how can they be improved?

· Contacting the practice - how do you contact the practice and what would be your preferred way?

· Opening times - are they satisfactory?

· Seeing the GP/Nurse - the waiting room, patient-call system, finding the right room etc

Please let me know (by return of email) what you think the key areas are on which the survey should focus. Once we have received your ideas we will send you out a draft copy of the survey for your comments.

 

Many thanks for taking the time to join our group, the Partners and I look forward to working with you!

Yours faithfully,

Sarah

 

Patient Survey – see Appendix A
All the ideas and suggestions were collated prior to the next PPG meeting held on July 13th 2011 and sample questions were drafted focusing on the areas of concern. During this meeting the PPG amended the first draft, which was then sent to the vPPG for their comments.

The final version of the survey was published and distributed during the month of September. Advertisements asking patients to complete the survey were put up in the waiting room and in the Local Village news publication. The survey was also put on the website so that patients could complete and send it to us electronically. This is also allowed patients whose first language is not English to understand and complete a survey as our website and all its contents can be translated in to which ever language a user requires.
The results were collated and published on October 17th. These results were sent to the vPPG with the following message: 

Dear Members,

 

Please find attached the results of our recent practice survey.

 

I would appreciate your suggestions on how to improve on the areas that patients have highlighted that they are not happy with. The main areas being:

· The phone system

· Appointment system

· Premises

· Car park

For example, patients do not like the automated telephone system but it is essential to deal with the number of calls coming into the practice so how can it be made more user friendly? Would you prefer to put a preferred date in and see if there are any appointments on that day or would you like the option of am or pm? Can you think of any other way to improve the system?

 

Think of the other areas highlighted - what can be done to improve these areas?

 

Thank you in advance for taking the time to read the survey results and come up with some suggestions. Your responses will be taken to the next PPG meeting on November 23rd where we will formulate an action plan to start implementing some of the agreed suggestions.
Yours faithfully,

Sarah

 

During the PPG meeting on November 23rd, the members discussed the results (see Appendix B) and suggestions given by the vPPG members and came up with the action plan detailed below.

Action Plan

At this meeting it was agreed that all matters would be taken into consideration but would be prioritised in the following order:

1. Pathology
The survey showed that 75% of patients would rather sit and wait to have their bloods taken after seeing the GP than make an appointment and come back another day.

· Action

Run the phlebotomy clinic five days and week and provide seating outside the phlebotomy room to allow patients to sit and wait to be seen

As of October 2011, the practice now runs Phlebotomy clinics 5 mornings a week.
2. Staff
Due to the layout of the building, non-receptionist staff who are not trained on reception, have to walk passed the reception desk to their work stations. The PPG highlighted that as a patient this looks like staff are just ignoring the patients waiting to be served at reception. They suggested that staff from each department wear different coloured shirts to inform patients which members of staff can help them.

· Action
Colour co-ordinate the staff as follows:

· Receptionists – pink shirts

· Dispensers – turquoise shirts

· Administrators – lime green shirts

· Managers – purple shirts

As of November 2011, the staff were given uniform as described above.
3. Directions to clinical rooms
The PPG highlighted that there was no indication for patients in the waiting room as to where to go when they were called by the GP or practice nurse.

· Action
i. Number the clinical rooms

ii. Install a board in the waiting room indicating the room number of each clinician and which corridor to go down to find their room

iii. Label the corridors A and B

iv. Give this information on the signing in machine when the patient registers for their appointment
These actions were achieved in October 2011.
4. Sample box
The PPG voiced their concern that patients do not like standing in the queue with urine and faecal samples that the GP has requested they bring in.

· Action
Install a box in the foyer for patients to post their samples into rather than having to stand in the queue to hand them in at the desk.

Sample box was installed in October 2011.

5. Visual display board

The PPG also observed that it is often difficult to hear when you are being called over the noise in the waiting room and this must be especially difficult for patients that are hard of hearing.

The survey showed that 84% of patients agreed this was a good idea

· Action

i. Install two flat screen televisions in the waiting room (one in each waiting room) to provide a visual display of who the GP has called
ii. Use this display to advertise clinics, services and events at the practice
Visual Display boards were installed in March 2012.
6. Appointments

The survey highlighted positive and negative aspects of the current appointment system: 

· Positive aspects
i. Patients can always be seen the same day if they require an urgent appointment

· Negative Aspects

i. Continuity of care – Patients cannot often see their preferred doctor for follow-ups, as appointments are booked by patients weeks in advance

ii. Waiting times - Patients do not want to have to wait more than 15 minutes after their appointment time.

· Action

The current appointment system will be changed to encompass these points:

· Patients who require an urgent appointment will continue to ring on the day for an appointment. 

· Consider triaging calls for urgent appointments.

· Pre-booked appointments will only be bookable two weeks in advance

· Patients who require follow-up by the GP will be given their appointment by the GP during their consultation.

· As waiting times cannot be avoided if a previous patient is seriously ill or the GP is called out on an emergency, if the GP is running more than 30 minutes late patients will be informed of this so they can decide if they want to wait to see the doctor or reschedule their appointment.

New appointment system started in January and is under constant review.
7. Telephones
The survey showed that the vast majority of patients preferred to contact the surgery by phone. With the volume of calls received by the practice the use of an auto-attendant to answer the calls is a necessity, however the PPG have come up with several ways to improve it:

· Action
· The welcome message will be re-recorded to say “to book, check or change a doctor’s appointment press 1”  - to make it clear that the automated system is for use for GP appointments only Achieved January 2012
· The options to find an appointment will be modified to include a filter of male or female GP and specific date Not changed as yet as appointment system has effected the use of this filter
· The GPs will record on pathology results if the patient can be informed of the result so that when patients select the option for results they can be advised without speaking to the GP. Actioned November 2011
· Ultimately when the practice has been granted paper-lite status and the patient notes do not need to be stored in the reception area, new desks will be installed in their place. This will allow additional phones to be installed and answered away from the reception desk.
As of March 2012, the Practice has applied for Paper-lite status and is waiting for a response from NHS Lincolnshire.
8. Nurses’ room
Several comments were made about the nurses’ rooms, expressing dissatisfaction that the rooms are adjoining and although a curtain is pulled across when patients walk through this provides little privacy for the patient.

· Action
· Only one practice nurse clinic will be run from the rooms at any one time.

· The second nurse will use a GP consulting room and see patients with long term conditions where no equipment is required.

· The smaller nurses’ room will become a dedicated treatment room and the larger room a consultation area.

Achieved January 2012.
9. Advertising 111
From the survey 21% of patients who had attended A&E in the previous twelve months did not contact Out-of hours, the NHS 111 service or NHS Direct because they were unaware that these services existed.

· Action
Advertise these services to existing patients via the website, notice boards in the waiting room and through the receptionists and also to new patients by including this information in the registration pack.
Information has been added to the website, answer phone, waiting room and visual display board as of March 2012

10. Practice Premises
The practice has completely out-grown its existing premises and car park but with the changes going on in the health service at present it seems unlikely that funding for a new building will be forthcoming in the foreseeable future. However it was agreed that the PPG would continue to seek the help and support of our local MP, Mark Simmons.

· Action
The Chairwomen of the PPG will continue to write to Mark Simmons to seek his support

One of the problems that lack of space causes is that patients all have to join the same queue for collecting medication, making appointments or anything else. Dispensers also use the same window to give out medication prescribed by the doctor during surgery. This leads to congestion and little confidentiality for the patients. The PPG suggested that one solution could be to move the dispensary away from the reception desk.

From the survey 57% of patients agreed this was a good idea. However, as moving dispensary would be a time-consuming and costly exercise which would greatly disrupt the day to day working of the practice, the decision to carry out the work needs to be carefully considered. Therefore the PPG agreed that this action would be a work in progress.

Ideas for the location of the dispensary have included:

· Converting the bike sheds

· Extending Dr Latchem’s room and re-locating the dispensary there. An additional room would then have to be built perhaps using the existing phlebotomy room as a corridor and preferably building a two story extension to include consulting rooms and administration offices. 

· Action
PPG to continue to discuss options and look into this as a potential solution.
The PPG and practice will continue their campaign to be awarded a new building. 
Appendix A

Old Leake Medical Centre

Patient Survey 2011
Our Patient Practice Group (PPG) would like to know your views on the areas they believe need focusing on within the surgery. 

As this survey is an important review of services for all patients, it would be appreciated if you would take the time to complete and return to the Old Leake Medical Centre by 30th September 2011.
Thank you.

Q1. How do you normally book your appointments to see a doctor? (please tick all that apply)
	
	Yes
	No
	Comments


	In person
	
	
	

	By phone
	
	
	

	Using the automated telephone system
	
	
	

	Online
	
	
	


Q2. If you require advice or need to ask a question, what would be your preferred method of contacting the surgery? (please tick)
	
	Yes
	No
	Comments


	In person
	
	
	

	By phone
	
	
	

	Via email
	
	
	

	Via SystmOnline
	
	
	


Q3. Think about the last time you tried to see a doctor urgently. Were you able to see a doctor, not necessarily your preferred doctor, on the same day?
	Yes 
	

	No
	

	Can’t remember
	


Q4. The last time you saw a doctor at the surgery how good was he/she at each of the following? 

Please put a tick in one box for each 
	
	Very good
	good
	Neither good nor poor
	poor
	Very poor
	Doesn’t apply

	Giving you enough time?
	
	
	
	
	
	

	Asking about your symptoms?
	
	
	
	
	
	

	Listening?
	
	
	
	
	
	

	Explaining tests and treatments?
	
	
	
	
	
	

	Involving you in decisions about your care?
	
	
	
	
	
	

	Discussing your needs and options available?
	
	
	
	
	
	

	Treating you with care and concern?
	
	
	
	
	
	

	Taking your problems seriously?
	
	
	
	
	
	

	Comments


	


Q5. The last time you saw a nurse at the surgery how good was she at each of the following? 

Please put a tick in one box for each 
	
	Very good
	good
	Neither good nor poor
	poor
	Very poor
	Doesn’t apply

	Giving you enough time?
	
	
	
	
	
	

	Asking about your symptoms?
	
	
	
	
	
	

	Listening?
	
	
	
	
	
	

	Explaining tests and treatments?
	
	
	
	
	
	

	Involving you in decisions about your care?
	
	
	
	
	
	

	Discussing your needs and options available?
	
	
	
	
	
	

	Treating you with care and concern?
	
	
	
	
	
	

	Taking your problems seriously?
	
	
	
	
	
	

	Comments


	


Q6. How long after your appointment time do you normally wait to be seen?

	
	Time waited
	Is this acceptable? 
	Comments

	I am normally seen on time
	
	Yes

No

(Please circle)
	

	5-15 minutes
	
	
	

	15-30 minutes
	
	
	

	More than 30 minutes
	
	
	


Q7. How satisfied are you with the opening hours at the surgery?

	
	Please tick
	Comments

	I am satisfied
	
	

	Neither satisfied nor dissatisfied
	
	

	I am not satisfied
	
	

	Don’t know opening hours
	
	


Q8. How easy do you find getting into the building at the surgery?

	
	Please tick
	Comments

	Very easy 
	
	

	Fairly easy
	
	

	Not very easy
	
	


Q9. How clean is Old Leake Medical Centre?

	
	Please tick
	Comments

	Very clean
	
	

	Fairly clean
	
	

	Not very clean
	
	


Q10. In the last 12 months have you attended A&E (at any hospital)?
	Yes between 8am and 6.30pm
Please go to Q11
	

	Yes after 6.30pm and before 8am

Please go to Q11
	

	No Please go to Q12
	


Q11. If it was not a 999 call, did you seek advice from any of the following before attending A&E?

	
	Please tick all that apply
	Comments

	Your GP
	
	

	NHS 111 Service (including the Out-of-hours service)
	
	

	NHS Direct
	
	

	No, I wasn’t aware of these services
	
	


Q12. Would you prefer all requests for ‘urgent’ appointments be triaged by a GP so that minor ailments can be diagnosed over the phone and medication prescribed without being seen?
(Triage is the process of determining the priority of patients' treatments based on the severity of their condition)
	
	Please tick
	Comments

	Yes 
	
	

	No
	
	


Q13. If a doctor asks you to have bloods taken during your consultation, would you prefer to make an appointment for the future or sit and wait to be seen after seeing the GP?
	
	Please tick
	Comments

	Make an appointment
	
	

	Sit and wait after seeing GP
	
	


Q14. In the past 6 months how easy have you found the following?

	
	Haven’t tried
	Very easy
	Not easy
	Comments

	Getting through on the phone?
	
	
	
	

	Speaking to the doctor on the phone?
	
	
	
	

	Speaking to the nurse on the phone?
	
	
	
	

	Obtaining test results by phone?
	
	
	
	

	Ordering Medication on the phone?
	
	
	
	


Q15. Would it be helpful if staff from different departments wore a different coloured uniform to other staff to easily identity which staff members can help you?
	
	Please tick
	Comments

	Yes 
	
	

	No
	
	


Q16. Would you like a map in the waiting room to help you find the doctors and nurses’ rooms?

	
	Please tick
	Comments

	Yes 
	
	

	No
	
	


Q17. Would you like a visual display board in the waiting room so you can see, as well as hear, when you have been called by the GP or nurse?
	
	Please tick
	Comments

	Yes 
	
	

	No
	
	


Q18. As a dispensing Practice we make up over 15,000 prescriptions every month. Do you think any of the suggestions below would help improve the service? Please put a tick in one box for each
	
	Yes
	No
	I don’t know

	Lowering the age of patients eligible for delivery? (To help with queues)
	
	
	

	Opening longer hours and/or Saturdays for patients to collect prescriptions?
	
	
	

	Moving Dispensary to the opposite end of the waiting room to separate the queue from patients who DO NOT wish to collect a prescription
	
	
	

	Aligning medication so that all drugs run out at the same time (avoiding more than one visit to the surgery per month)
	
	
	

	Any other suggestions?



 Q19. Are there any other services that you would like to see at the surgery?

	
	Please tick
	Comments

	Yes


	
	

	No
	
	


Q20. About you:



Male □ 

Female □
Age: Group 
Under 16 
□ 
17 – 24 
□
25 – 34 
□
35 – 44

□
45 – 54 
□ 
55 – 64
 
□
65 – 74 
□ 
75 – 84 
□      Over 84 
□
White:

British Group □ 

Irish □


European □

Mixed:

White & Black Caribbean □ 
White & Black African □ 
White & Asian □
Asian or Asian British:
Indian □ 

Pakistani □ 

Bangladeshi □
Black or Black British:

Caribbean □ 

African □
Chinese or other ethnic Group:
Chinese □ 

Any Other □
How would you describe how often you come to the practice?

Regularly □

Occasionally □


Very rarely □
Which of the following best describes you? (please tick one box)
Employed (full or part-time, including self-employed) □ 
Looking after your home/family □
Unemployed and looking for work □ 


Retired from paid work □
At school or in full time education □ 



Other □ (please describe)……………...

Unable to work due to long term sickness □


…………………………………...
Thank you for taking the time to fill in this survey. The results, and the actions agreed with the Patient Practice Group, will be posted on the website www.oldleakemed.com and in the waiting room.
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Old Leake Medical Centre

2011 Patient Survey Results

Published: 17th October 2011 

Thank you to all that haven taken part in this survey

	Question 1 
	How do you normally book your appointments? 

	
	

	 
	Total method of communication over 212 Patients 

	169
	By Phone

	77
	In person

	23
	Online

	17
	Patient Partner 

	286
	 

	 
	 

	74 of the 212 Patients used more than one method of booking appointments. 

	
	

	Below is the first choice contact method for the 212 patients

	 
	 

	56%
	By phone

	36%
	In Person

	5%
	Online

	3%
	Patient Partner

	 
	 

	100%
	 


	Question 2 
	If you require advice, what would be your preferred contact method? 

	
	

	205 Patients responded to the above Question and selected the following method

	 
	 

	128
	By Phone          (60%)

	63
	In person           (30%)

	5
	Via Email           (2%)

	9
	Via SystmOnline (5%)

	7
	 Abstained          (3%)

	212
	 

	 
	 


	Question 3 
	Were you able to see a doctor for an urgent appt on the same day? 

	
	

	202 Patients responded to the above Question and selected the following - 

	 
	 

	145
	Yes                   (68%)

	35
	No                     (17%)

	22
	N/A                   (10%)

	10
	Abstained          (5%)

	212
	 

	Question 4
	The last time you saw a doctor, how was he/she at each of the following? 

	 
	 

	4a Giving you enough time? 

	 
	 

	137
	Very Good                   (65%)

	57
	Good                           (27%)

	10
	Doesn't apply               (5%)

	8
	Neither good nor bad     (3%)

	212
	 

	 
	 


	4b Asking about your symptoms?

	 
	 

	130
	Very Good                   (61%)

	63
	Good                           (30%)

	14
	Doesn't apply               (7%)

	5
	Neither good nor bad     (2%)

	212
	 

	 
	 


	4c Listening?
	 

	 
	 

	135
	Very Good                   (64%)

	57
	Good                           (27%)

	12
	Doesn't apply               (5%)

	8
	Neither good nor bad     (4%)

	212
	 


	4d Explaining tests and treatments 

	 
	 

	118
	Very Good                   (56%)

	49
	Good                           (23%)

	19
	Doesn't apply               (9%)

	9
	Neither good nor bad     (4%)

	2
	Very Poor                    (1%)

	15
	Abstained                    (7%)

	212
	 


	4e Involving you in decisions about your care

	 
	 

	107
	Very Good                   (51%)

	53
	Good                           (25%)

	37
	Doesn't apply               (17%)

	8
	Neither good nor bad     (4%)

	7
	Very Poor                    (3%)

	212
	 


	4f Discussing your needs and options available

	 
	 

	108
	Very Good                   (51%)

	52
	Good                           (25%)

	39
	Doesn't apply               (18%)

	11
	Neither good nor bad     (5%)

	2
	Very Poor                    (1%)

	212
	 


	4g Treating you with care and concern?

	 
	 

	132
	Very Good                   (62%)

	54
	Good                           (25%)

	17
	Doesn't apply               (8%)

	7
	Neither good nor bad     (3%)

	2
	Very Poor                    (2%)

	212
	 


	4h Taking your problems seriously?

	 
	 

	136
	Very Good                   (64%)

	47
	Good                           (22%)

	17
	Doesn't apply               (8%)

	9
	Neither good nor bad     (4%)

	3
	Very Poor                    (2%)

	212
	 


	Question 5
	The last time you saw a Nurse how good was she at each of the following? 

	
	

	5a Giving you enough time? 

	 
	 

	130
	Very Good                   (61%)

	54
	Good                           (25%)

	21
	Doesn't apply               (11%)

	7
	Neither good nor bad     (3%)

	212
	 


	5b Asking about your symptoms?

	 
	 

	101
	Very Good                   (47%)

	52
	Good                           (25%)

	48
	Doesn't apply               (23%)

	11
	Neither good nor bad     (5%)

	212
	 


	5c listening?
	 

	 
	 

	121
	Very Good                   (57%)

	53
	Good                           (25%)

	28
	Doesn't apply               (13%)

	8
	Neither good nor bad   (4%)

	2
	Very Poor                    (1%)

	212
	 


	5d Explaining tests and treatments 

	 
	 

	113
	Very Good                   (53%)

	41
	Good                           (20%)

	44
	Doesn't apply              (21%)

	9
	Neither good nor bad   (4%)

	5
	Very Poor                    (2%)

	212
	 


	5e Involving you in decisions about your care

	 
	 

	96
	Very Good                   (45%)

	36
	Good                           (17%)

	64
	Doesn't apply               (30%)

	14
	Neither good nor bad   (7%)

	2
	Very Poor                    (1%)

	212
	 


	5f Discussing your needs and options available

	 
	 

	95
	Very Good                   (45%)

	37
	Good                           (17%)

	64
	Doesn't apply               (30%)

	13
	Neither good nor bad   (6%)

	3
	Very Poor                    (2%)

	212
	 


	5g Treating you with care and concern?

	 
	 

	131
	Very Good                   (62%)

	48
	Good                            (23%)

	27
	Doesn't apply               (13%)

	6
	Neither good nor bad   (2%)

	0
	Very Poor                     (0%)

	212
	 


	5h Taking your problems seriously?

	 
	 

	119
	Very Good                   (56%)

	42
	Good                           (20%)

	42
	Doesn't apply               (20%)

	7
	Neither good nor bad   (3%)

	2
	Very Poor                    (1%)

	Question 6 
	How long after your appointment do you normally wait to be seen? 

	 
	 

	A total of 198 of 212 patients surveyed answered Question 6 

	 
	 

	79
	Patients waited 5-15 minutes to be seen                      (37%)

	70
	Patients waited 15-30 minutes to be seen                    (34%)

	34
	Patients waited >30 minutes to be seen                       (16%)

	11
	Patients were normally seen on time                            (5%)

	18
	Patients abstained from answering the question           (8%)

	212
	 


	5-15 minutes - Did you find the waiting time acceptable

	 
	 

	79 Patients selected 5-15 minutes 

	 
	 

	76
	Found this period of time acceptable to wait                  (96%)

	3
	Found this period of time unacceptable to wait              (4%)

	79
	 


	15-30 minutes - Did you find the waiting time acceptable

	 
	 

	70 Patients selected 15-30 minutes 

	 
	 

	33
	Found this period of time acceptable to wait                 (47%)

	37
	Found this period of time unacceptable to wait             (53%)

	70
	 


	30+ minutes - Did you find the waiting time acceptable

	 
	 

	34 Patients selected 30+ minutes 

	 
	 

	4
	Found this period of time acceptable to wait                 (12%)

	30
	Found this period of time unacceptable to wait             (88%)

	34
	 


	Seen on time - Did you find the waiting time acceptable

	 
	 

	11 Patients were seen on time

	 
	 

	11
	Found this period of time acceptable to wait                 (100%)

	0
	Found this period of time unacceptable to wait              (0%)

	11
	 


	Overall Percentage figures on all appointment times

	 
	 

	124
	Found the period in which they waited to be seen acceptable          (58%)

	74
	Found the Period in which the waited to be seen unacceptable   (35%)

	18
	Abstained from answering Question 6                                                (8%)

	216
	 


	Question 7 
	How satisfied are you with the opening hours at the surgery? 

	 
	 

	187 Patients answered Question 7 

	 
	 

	161
	Patients found the opening hours at the surgery satisfactory        (76%) 

	19
	Patients found the opening hours at the surgery unsatisfactory     (9%)

	7
	Patients don’t know the opening hours at the surgery                   (3%)

	25
	Patients abstained from answering the question                           (12%)

	212
	 


	Question 8 
	How easy do you find getting into the building at the surgery? 

	 
	 

	205 Patients answered Question 8 

	 
	 

	147
	Patients found it Very easy getting into the building     (70%)

	47
	Patients found it Fairly easy getting into the building    (22%)

	11
	Patients found it not easy getting into the building        (11%)

	7
	Patients abstained from answering the question           (7%)

	212
	 


	Question 9 
	How clean is Old Leake Medical Centre? 

	 
	 

	197 Patients answered Question 9 

	 
	 

	116
	Very clean                                                             (55%)

	78
	Fairly clean                                                            (37%)

	3
	Not very clean                                                        (1%)

	15
	Patients abstained from answering                        (7%)

	212
	 


	Question 10
	In the last 12 months have you attended A&E (at any hospital)?

	 
	 

	205 Patients answered Question 10

	 
	 

	36
	Yes between 8am and 6.30pm                                 (17%)       

	18
	Yes between 6.30pm and 8am                                 (8%)

	9
	Both - During both time periods                                (4%)

	142
	No I haven’t attended A&E in the last 12 months     (68%)

	7
	Patients abstained from answering the question      (3%)

	212
	 


	Question 11
	If it wasn’t a 999 call, did you seek advice from any of the below before attending A&E? 

	
	

	55 Patients of a possible 63 who attended A&E in the last 12 months answered Question 11

	 
	 

	21
	OOH/111 service                                        (33%)

	13
	GP                                                            (21%)

	7
	NHS Direct                                                (11%)

	13
	None                                                         (21%)             

	1
	All of the above                                           (1%)

	8
	Abstained from answering the question         (13%)

	63
	 


	Question 12
	Would you prefer all requests for 'urgent appts to be triaged by a GP so that minor ailments can be diagnosed over the phone

	 
	 

	206 Patients answered Question 12

	 
	 

	140
	Would prefer appointments to be Triaged            (66%)

	66
	Don’t prefer Triage for Urgent appointments         (31%)

	6
	Abstained from answering the question               (3%)

	212
	 


	Question 13
	If a Doctor requests a blood test during your consultation would you rather sit and wait after seeing the GP

	 
	 

	210 Patients answered Question 13 

	 
	 

	159
	Sit and Wait after seeing GP                   (75%)          

	51
	Make an appointment                             (24%)

	2
	Abstained from answering the question    (1%)

	212
	 


	Question 14
	In the last 6 months how easy have you found the following?

	14a Getting through on the phone?

	 
	 

	207 Patients answered Question 14a

	 
	 

	128
	Not easy                            (60%)  

	60
	Very easy                          (28%)

	19
	Haven't tried                       (9%)

	5
	Abstained from Answering   (3%)

	212
	 


	14b Speaking to the doctor on the phone?

	 
	 

	198 Patients answered Question 14b

	 
	 

	48
	Not easy                            (23%)  

	76
	Very easy                          (36%)

	74
	Haven't tried                       (35%)

	14
	Abstained from Answering   (6%)

	212
	 


	14c Speaking to the nurse on the phone?

	 
	 

	187 Patients answered Question 14c

	 
	 

	36
	Not easy                            (17%)  

	41
	Very easy                          (19%)

	110
	Haven't tried                       (52%)

	25
	Abstained from Answering   (12%)

	212
	 


	14d Obtaining test results by phone?

	 
	 

	195 Patients answered Question 14d

	 
	 

	44
	Not easy                            (21%)  

	67
	Very easy                          (31%)

	84
	Haven't tried                       (40%)

	17
	Abstained from Answering   (8%)

	212
	 


	14e Ordering medication on the phone?

	 
	 

	201 Patients answered Question 14e

	 
	 

	40
	Not easy                            (19%)  

	100
	Very easy                          (47%)

	61
	Haven't tried                       (29%)

	11
	Abstained from Answering   (5%)

	212
	 


	Question 15
	Would it be helpful if staff from different departments wore different coloured uniforms?

	 
	 

	194 Patients answered Question 15

	 
	 

	121
	Yes - Different coloured uniforms would help          (57%)

	73
	No -   Different coloured uniforms will not help        (35%)

	18
	Abstained from answering                                        (8%)

	212
	 


	Question 16
	Would you like a map in the waiting room to help find the Dr & Nurses’ rooms?

	 
	 

	196 Patients answered Question 16

	 
	 

	124
	Yes - Would like a map in the waiting area      (58%)

	72
	No - Would not like a map in the waiting area  (34%)

	16
	Abstained from answering                              (8%)

	212
	 


	Question 17
	Would you like a visual display board in the waiting room so you can see when called

	 
	 

	205 Patients answered Question 17

	 
	 

	179
	Yes - Would like a visual display board in the waiting room         (84%)

	26
	No - Would not like a visual display board in the waiting room     (12%)

	7
	Abstained from answering                                                        (4%)

	212
	 


	Question 18
	Do you think any of the suggestions will help improve the dispensing service? 

	
	

	Lowering the age of patients eligible for delivery (To help with queues)?

	 
	 

	110
	Patients were in favour of lowering the age of patients   (52%) 

	102
	Patients were not in favour of lowering the age.            (48%) 

	212
	 

	 
	 

	 
	 


	Opening longer hours and/ or Saturdays for patients to collect prescriptions?

	 
	 

	84
	Patients were in favour of opening longer and/ or Saturdays   (40%) 

	128
	Patients were not in favour of changing the opening times      (60%) 

	212
	 

	 
	 

	 
	 


	Moving dispensary to the opposite end of the waiting room?

	 
	 

	120
	Patients were in favour of moving dispensary          (57%) 

	92
	Patients were not in favour of moving dispensary     (43%) 

	212
	 

	 
	 

	 
	 


	Aligning medication so that all drugs run out at the same time? 

	 
	 

	110
	Patients were in favour of medication being aligned           (52%) 

	102
	Patients were not in favour of medication being aligned      (48%) 

	212
	 

	 
	 

	 
	 


	Question 19
	Are there any other services that you would like to see at the surgery?

	 
	 

	82
	Would not like other services at the surgery       (39%)

	64
	Would like new services at the surgery              (30%)

	66
	Abstained from answering                                 (31%)

	212
	 

	 
	 

	A list of the extra services patients have suggested is published on the comments form.

	 
	 


	Question 20 
	About you? 

	
	

	Sex?
	 

	 
	 

	A total of 212 Patients participated in our survey

	 
	 

	132
	Female     (62%)

	80
	Male         (38%)

	212
	 


	Age group?
	 

	 
	 

	Under 24
	3 Patients     (1%)

	25-34
	4 Patients     (2%)

	35-44
	12 Patients   (6%)

	45-54
	26 Patients   (12%)

	55-64
	53 Patients   (25%)

	65-74
	60 Patients   (28%)

	75-84
	25 Patients   (12%)

	Over 84
	29 Patients   (14%)

	 
	 

	 
	 

	 
	 


	Ethnicity?
	 

	 
	 

	British
	206 Patients      (97%) 

	Indian
	2 Patients         (1%)

	Thai
	1 Patient           (1%)

	European
	2 Patients         (1%)

	How often do you come to the practice?

	 
	 

	Regularly
	90 Patients     (42%) 

	Occasionally
	92 Patients     (43%) 

	Very Rarely
	20 Patients     (10%) 

	Abstained
	10 Patients     (5%) 

	 
	 


	Which of the following best describes you? 

	 
	 

	Employed 
	46 Patients           (22%) 

	Unemployed
	1 Patient               (1%) 

	Full time Ed
	0 Patients             (0%) 

	Unable to work
	14 Patients           (7%) 

	Retired 
	133 Patients         (63%) 

	Looking after home
	11 Patients           (5%) 

	Abstained
	7 Patients             (2%) 

	 
	 

	 
	 


During this survey we welcomed your constructive comments during each question, printed below are the comments Patients made during this survey.

Please note for the purpose of the reader some comments have been modified slightly to help understand what they relate to.
Question 1 

How do you normally book your appointments to see a doctor?

I come in to make appointments as can't get through on phone.

Not keen on automated system, takes too long.

Would be useful for option to skip PP
Reception Queue is too long.
Question 2

If you require advice or need to ask a question, what would be your preferred method of contacting the surgery? 

Didn't know able to contact surgery via email and system online.
Phone difficult to get through
Question 3

Think about the last time you tried to see a doctor urgently. Were you able to see a doctor, not necessarily your preferred doctor on the same day?

Sat and waited 2 hours gave up and went to A & E
Question 4

The last time you saw a doctor at the surgery how good was he/she at each of the following? 

Very pleased with all of this aspect.
Very Good - "Dr Douglas is all of these things"
Doctors are excellent.

I will only see one GP, so it does make it difficult. He is marvellous.
Dr Madhu is fantastic, very reassuring.

Question 5

The last time you saw a Nurse at the surgery how good was she at each of the following? 

Unable to attend surgery so District Nurse calls but always seems rushed.
Nurses excellent.

Nurses’ room not private.

Not using alcohol swabs before taking blood.

Nurses are always lovely and helpful
Question 6

How long after your appointments do you normally wait to be seen?

Would like to be advised if GP is running more than 20 minutes late.

I want an explanation if being kept waiting for a long time.

Time is important and should not be wasted waiting for attention
Surgery needs expanding and more GP's
Would like board to inform of doctor delay
Dr Douglas is so popular that waiting is part of the process
Waiting not acceptable as have other appointments to keep

I feel that a doctor should not rush appointments, so a delay is sometimes inevitable.

Expect to wait - GP doesn't know how long each patient will need

I don't mind waiting if a Doctors surgery is over running, I like to assume I will also be treated in a manner that is not clock watched.

Question 7

How satisfied are you with the opening hours at the surgery?

Saturday morning opening for prescription collection
Would like to see Sat morning phone consultations
Should be late surgeries five nights per week
Saturday morning opening

I think evening appointments should be for people who work.
Question 8

How easy do you find it getting in the building?

New carpet, dark wood ceiling lightened
The door should have a new closure system
Queues at reception cause an obstruction
17 x Patients commented that parking is very difficult

The outer doors can be difficult. Self-opening ones would be easier. Particularly for people with crutches or in wheelchairs.
Reception area too small - causes congestion

Question 9

How clean is Old Leake Medical Centre?

Sello-tape still up in reception room from Christmas & dusty nurses room
Cleanliness credit to staff involved
Building worn out, needs facelift
Outside very shabby, notice boards cluttered - very hot in reception
Generally a very tired appearance

Carpet and furniture require attention

Question 10

In the last 12 months have you attended A&E (at any hospital)?

No comments placed
Question 11 

If it was not a 999 call, did you seek advice from any of the following before attending A&E?

A&E better and quicker than the surgery
Couldn’t get past the receptionist

Question 12 

Would you prefer all requests for ‘urgent appointments be triaged by a GP so that minor ailments can be diagnosed over the phone and medication prescribed without being seen?

Potentially dangerous to triage over phone
Not confident in the doctors to handle this.
How would you know yourself if it was minor?
People take urgent appointments as there is too long a wait for next available appointment

No confidence in triage over the phone
Could save everyone time
Triage = excellent time saver
Question 13

If a doctor asks you have bloods taken during your consultation, would you prefer to make an appointment for the future or sit and wait to be seen after seeing the GP?

Both options for blood tests should be offered
Would prefer to go to Pilgrim phlebotomy as people here sometimes struggle to obtain a sample
So long as not an extensive wait
Question14

In the last 6 months how easy have you found the following?

Getting through on the phone?

Speaking to the doctor on the phone? 

Speaking to the nurse on the phone?

Obtaining test results by phone?

Ordering medication on the phone?

Long wait for answer on repeat line
Much better now there's more staff
Didn't know I able to talk to GP and nurse on phone
Never enough receptionists to talk to about test results in private
Can take 10 minutes to get through on the phone
I have phoned at 11 and still got answer phone saying opening times
Getting through on phone is a nightmare
Question 15 

Would it be helpful if staff from different departments wore a different coloured uniform to other staff to easily identify which members of staff can help you?
Should always have a receptionist at the window ready to acknowledge people
Staff very helpful, some patients very awkward and rude to staff.
Only if the colour code is known
Makes no difference
Would like board with photos and name of all staff on
Reception staff often appear stressed and unhelpful not sure a uniform will change that.

Question 16 

Would you like a map in the waiting room to help you find doctors and nurses’ rooms?

Will help especially if you have new Dr's.
I can understand the need for new patients
A map would be a great help
Question 17

Would you like a visual display board in the waiting room so you can see, as well as hear, when you have been called by the GP or nurse?

When children playing it is hard to hear when called.
When the waiting room is busy, especially with children in the play area, it can be very difficult to hear the tannoy.
Would be useful but an unnecessary expense.
It is comforting to be asked (fetched) to go to the surgery by the presence of a Dr/Nurse.
There was one where I used to live and found it very helpful because of my hearing.
Cannot hear clearly the name spoken, it would help the deaf.
Often waiting room is noisy. This would definitely help
Good as sometimes noisy

On visual display board would like ETA time for being seen and how far behind your GP is.
Question 18

As a dispensing practice we make up over 15,000 prescriptions every month. Do you think any of the suggestions below would help improve the service?

a)Lowering the age of patients eligible for delivery (To help with queues)

b) Opening longer hours and/or Saturdays for patients to collect prescriptions?

c) Moving dispensary to the opposite end of the waiting room to separate the        queue from patients who DO NOT wish to collect a prescription

d) Aligning medication so that all drugs run out at the same time?

Extension to building
Staff walk past desk and it appears patient waiting to be helped is invisible, no acknowledgement
Reception is not private and confusing
Would it not be possible to have a ticket system for prescriptions ( as in hospitals) then at least one would know how long and could sit and wait. Then the queue would only be for other related medical issues. It is frustrating that the receptionist have to answer the phones (which is understandable) which can sometimes be a long time, can there not be a designated telephonist for busy times?
Having choice between surgery and chemist for prescriptions to avoid 5 day wait
The dispensary has always been a problem but, of late, there appears to be an improvement. Keep it up and do not return to the past

Moving disp. Best solution for queuing
Bigger premises is the answer, long term
Choice to take prescription elsewhere to be dispensed
Create larger reception area
New building, on new site, better parking
I sometimes have great sympathy for reception staff, which has to wade through long queues when there are only two. Surely, there could be greater diversity of labour at busy times.
I have found that the waiting time when I collect my prescription has improved
Have separate phone numbers for different depts.

Being given an ETA for delivery would help
Definitely feel dispensary should be split from reception
Previous surgery had a voicemail repeat line so patients could just leave message of what they wanted for
Question 19

Are there any other services you would like to see at the surgery?

Make the Newsletter available online. I usually only see one or two editions a year as I am not a regular visitor to the surgery.
Routine health screens - e.g. cholesterol, weight checks etc in certain age groups to diagnose diabetes before other symptoms for example.
Chiropody x 4

Radio for background music
More information leaflets
Phones removed from repeat prescription window, children’s toy area moved due to noise and germs on toys, waiting room too noisy
Improved parking x 4

To be able to email the GP of your choice with small queries
"Non-judgemental weight loss clinic" and a clinic for people just suffering from depression
Counselling.
Would like water to be available in reception
Specialist lead clinics by practice GP's would help but premises not big enough
Tea/coffee machine for patient use
Acupuncture and physiotherapy 

I would like all referral letters to be sent out ASAP and not take 2 weeks!
Eye tests
Place not large enough for additional services
Minor ops
More routine procedures and X-ray machine
Physiotherapy and chiropody.

A different way of making appointments (doesn't specify what)
Improved parking facilities
Would like a water dispenser
Question 19 also generated some general comments and these are listed below

Not very private for receptionist answering telephone to customers
At counter, same member of staff is answering the phone and the queue - this makes for long queues, sometimes going out of the door.
"Fabulous bunch of ladies"
"I think you do a great job"
Would like the surgery to be bigger, I have been onto Highways Dept about the state of the road outside the surgery

“I think we have a good medical centre"
I would like to thank you all for the service you provide and for all your hard work
Thanks for all you do everybody, a superb job.
I think it would be helpful if one person dealt with repeat prescriptions at the counter rather than a string of people waiting for all sorts of things and 3 or 4 members of staff walking backwards and forwards ignoring the queue of people!
Patient cannot get to surgery.  Asked if she could see GP at same time as housebound husband who she can't leave and was told no. Takes ages to get through on phone only to be told "don't know".  Finds it very frustrating when meds are owing.  As husbands carer would like more back up from surgery.
Appendix C 

Opening hours and the method for obtaining access to services throughout the core hours

Opening Hours: 

Monday to Friday 8.30am to 6.30pm 

Contact Numbers: 

01205 870666 (Appointments & Advice)
01205 871381 (10am- 6.30 pm Prescriptions)
Appointments

To make an appointment dial 01205 870666 and press 1 to use the automated service. 

This allows you to make routine doctor’s appointments 24 hours a day 7 days a week without speaking to a receptionist. 

You can also book routine appointments with the doctor or phlebotomy clinic online. Visit www.oldleakemed.com
If you need to make an appointment to see someone other than a doctor, or if you need to see a GP urgently, dial 01205 870666 and press 3 to speak to a receptionist. 

You will then be allocated an appointment with the first available doctor on the day you call. 

Phone Calls

You are able to book telephone appointments with your doctor after morning surgery to receive your test results, ask for advice or discuss any concerns you may have. To book a phone call with the doctor please contact the surgery after 9am and before 12noon.
Please note the doctors can only do a certain number of phone calls per day as they have to go out on visits before the evening surgery. Therefore you may have to wait a day or two for your phone call.

You are also able to request a telephone call from the nurse to discuss any areas of concern. The nurses fit their phone calls in throughout the day so please ensure the telephone number you give the receptionist when you book a call is a number you are available on all day.

Visits

The Doctors visit patients who are too ill to come up to the surgery. If you need a home visit please endeavour to phone the receptionists before 10.30am on 01205 870666 option 3.
It is helpful if you can give the receptionists brief details of your symptoms. The doctors do their visits after morning surgery.

Ordering Prescriptions
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OLMC is a dispensing practice. Repeat prescriptions can be ordered in person at the surgery; by completing your repeats slip and posting it in the box at reception. 
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On-line using SystmOnline, visit our website www.oldleakemed.com or over the phone on 01205 871381 between 10am and 6.30pm. 

Repeat medication will be ready to collect from the surgery five working days after ordering. 

If you need your medication urgently please contact the receptionists who will endeavour to help 
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