RISEDALE SURGERY

PATIENT SURVEY JANUARY 2013


The Surgery and Friends of Risedale Surgery would like to thank all of the patients who took time to participate in the recent Reception Customer Satisfaction Survey.

Our Patient Representative Group FORS designed the survey looking at customer satisfaction loosely based on how people are greeted when they come into the Surgery.  The environment being clean & tidy, how satisfied was the patient with how they were treated by the Reception Staff.

We received 100 responses over a 2-week period; the survey was available in the waiting area.

They opted to keep the survey short so only had 6 questions in the survey with an area for comments at the end

Public Entrance being clearly marked

The environment being clean & tidy

Being treated with respect

The Receptionist listened carefully to me

The Receptionist was able to handle my problem/query quickly
Was I satisfied with the way I was handled

The Survey was marked on a scale of 1 to 10, 10 strongly agreeable with
Question 1 scored 74% strongly agreed

Question 2 scored 83% strongly agreed

Question 3 scored 85 % strongly agreed

Question 4 scored 90% strongly agreed

Question 5 scored 83% strongly agreed

Question 6 scored 84% strongly agreed

Comments

· The amount of time you have to wait for an appointment.

· Sometimes difficult to get an appointment

· No privacy if you wish to speak to a receptionist

· When I first came I was unsure where the entrance was
· This is a top class Doctors, every member of staff is kind, friendly & helpful – we couldn’t fault you.

· Great when you can get in.

· Thank you.

· I would prefer to being able to see Dr Jolliffe all the time as its hard to get in to see him, I had to wait over a month for an appointment with him.

· Appointments with my Doctor are very hard to get – 3-week wait sometime this is not satisfactory.

· All perfect.

· Would recommend surgery to other people.

· It is really difficult to get an appointment with your doctor or even any doctor lately – the length of time is bad.

· The atmosphere is always friendly even when busy.

· Doctors could be better with the patients.

· More available appointments with my chosen doctor and not having to wait a month!

· Keep up the good you all do.

· Keep up the good work.

· Staff are always welcoming and polite.  Queries on telephone are dealt with in a friendly and efficient manner and if requested a doctor will call you back to give advice – thank you!!

· Sally is the best.

· Waiting for an appointment is too long.

· You are all great – thank you.

· Face to face access to a Doctor was difficult although I recognise that this was due to unusual circumstances and therefore the problem/query couldn’t be dealt with despite efforts made.

· The toilet looks scruffy – missing paint and rusty towel holder. 
Agreed Actions with Patient Group;-

Access – the Surgery needs better visual material available to patients about ‘Access’.  Changes were made last year – comments suggest this has not been fully resolved.  Practice Manager agreed to feed this back to the Partners.  Larger patient notices have been printed at are now up in the waiting area.
Patients Toilet – Practice Manager confirmed that the Decorators are booked and that the Practice was also going to update the hand towel dispenser and put a fixed soap dispenser in the bathroom, and a baby changing unit will be installed.

Waiting Room Chairs – These had been commented on in last year’s survey to inform everyone that we have managed to source antibacterial wipe able chairs – they are now in the waiting area.
