Risedale Surgery – Patient Survey 2014 Results & Report


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 appointments and telephone access.  How satisfied was the patient with how they were able to make an appointment, get through on the telephone and would they recommend the Surgery to other?
We received 55 responses over a 2-week period; the survey was available in the waiting area & on line.

FORS opted to keep the survey short so only had 7 questions in the survey with an area for comments at the end and also some information from last year’s Survey – you said and we did!

Do you prefer to consult a named/your own Doctors?     


      

Do you know you can make an appointment for the Doctor to telephone you?



Tell us about your experience when you telephone the surgery;

Do you know how to access urgent care at the Surgery?





How would you prefer to make your appointment? 

How satisfied are you with the opening hours offered by the Surgery 

Would you recommend your Doctor’s Surgery to a new arrival to the community?
The Survey was marked with Yes/No answers and room for comment.

Question 1 Scored 75% would like to consult their own Doctor.

Question 2 Scored 96% - people were aware they make an appointment for Doctor to phone.

Question 3 Scored 87% - Telephone experience & call being answered promptly

Question 4 Scored 49% people knew how to access Urgent Care

Question 5 Scored 24% like to make appointments in person, 60% by phone

Question 6 Scored 91% satisfied with Surgery opening hours

Question 7 Scored 96% would recommend the Surgery to a new arrival to the community

Comments 

· Shorter waiting.

· More Receptionists for making appointments

· Very satisfied. (13)

· OK (3)

· I am satisfied with surgery hours.  It’s getting to see Doctor of your choice that’s the problem.

· Saturday am only would be helpful for collection of scripts or results.

· Opening hours cater for people getting appointments if possible out of working hours.

· Good (3)

· Very (5)

· Have no problems.

· Very good (2)

· Very good can be better.

· Not sure about “out of hours”/emergency availability.

· Could have more early morning and late opening.

· Yes.

· Satisfied (3)

· No problem.  Think OK as they are.

· Adequate hours.

· I appreciate you can get an appointment at 7.00 am prior to work.

· Satisfactory.

· More than happy as 7.00 am appointments are available as well as late evening and weekend (Saturday)

· Fairly satisfied.

· Excellent.

· Would prefer longer hours ie weekends.

· Would like to see some weekend cover.

· Satisfied just wish you could get seen a lot quicker.

· Very satisfied but as I tend to use after 1.30 pm or in the school holidays.

· Very impressed and satisfied.

· Not too bad opening hours.  Saturday would be good to open 8.00 am to 2.00 pm.

Agreed Actions with Patient Group;-

Urgent Care – we need to define what this means for patients.  Although we have posters in the waiting room explaining the different types of access following on from last year’s survey we obviously need to have some information in the waiting area & on the website defining what is meant by ‘urgent care’ – Doctors will work on this & produce some information for FORS to review prior to publication.

Making Appointments – We have Patient On-line Access via our clinical database Emis Web but people are still not aware of this and are not using it.  This is displayed in the Surgery in the form of Posters in the Waiting area & practice leaflet– you can do this via laptop; mobile phone etc. There is direct access to Patient Access via the website.  Patients need to setup an account with Patient Access and then they are able to login to Emis Web  to book appointments – there are currently appointments bookable online with all Doctors at the Surgery.  We need to review other ways of promoting this service in-house.
Consulting with your own Doctor – Theoretically this is impossible to achieve but if patient’s are happy to wait a few days or a week then they can but it is impossible to see the Doctor of choice on the same day as 15% have indicated in the survey.
