William Fisher Medical Centre

Commentary on the 2013/14 Patient Survey conducted in Feb/Mar 2014

 Comments on survey method.

In previous years the annual patient surveys have either been posted or delivered by hand to a sample of patients in the villages the Medical Centre serves. This year, in order to economise on the cost, it was decided to rely on responses from the Virtual Patient Participation Group (V-PPG), which currently stands at 132, and an additional 220 questionnaires handed out by receptionists at the Medical Centre.

A total of 186 registered patients completed the patient survey (just four less than the 2012/13 survey), of which, 49 completed the survey online via the practice website, and 137 completed the paper form of the questionnaire. This represents 3% of the 5,962 patients registered with the practice. The low response of 37% by V-PPG members was disappointing considering that all V-PPG members were initially sent an email when the survey was opened, which included a hyperlink to the actual website survey page. A further reminder was sent halfway through the survey period. 

If this is the percentage of survey returns we can expect from the V-PPG then the practice and PPG committee needs to try and increase the V-PPG membership to about 600 in order to get around 200 survey returns. 

The survey addressed the following aspects of the Medical Centre:

· Appointments at the GP Surgery or Health Centre 
· Getting through on the phone
· Arriving for your appointment
· Seeing a Doctor
· Seeing the Doctor you prefer
· Opening Hours
· Planning your care
· Overall Satisfaction
All results from returned paper questionnaires have been  manually entered into the on line questionnaire in order to complete the analysis. 
Survey Results

Appointments at your GP Surgery or Health Centre
Q1. When did you last see a Doctor at the Health Centre?
The majority of respondents have had an appointment within the last six months (92%), of which 77% had an appointment within the last three months.

Q2. If you haven’t seen a doctor in the past 6 months, why is that?
All respondents who have not had an appointment within the last past 6 months indicated they had no need to see a Doctor.

Getting through on the phone
Q1. In the past 6 months how easy have you found getting through on the phone?

Of those that responded, 8% had not tried to phone the Medical Centre. Of those that did phone, 90% found it 'very' (41%), or, 'fairly' (49%) easy, and 10% found it 'not very easy' (7%), or, 'not at all easy' (3%) to get through. 

There was just two written comment regarding getting through on the phone i.e. 
· Hard to get through on phone.
· Hard to get through on a Monday morning.
Q2. In the past 6 months how easy have you found getting to speak to a Doctor on the phone?
Of those that responded, 77% had not tried to phone a Doctor.

Of those that did try to speak to a Dr, 65% found it 'very' (37%), or, 'fairly' (28%) easy, and 24% found it 'not very easy' (19%), or, 'not at all easy' (5%).

Q3. In the past 6 months how easy have you found getting to speak to a Nurse on the phone?
Of those that responded, 74% had not tried to phone a Nurse. Of those that did try to speak to a nurse, 85% found it 'very easy' (38%), or, 'fairly easy' (47%) easy.

Q4. In the past 6 months how easy have you found obtaining test results on the phone?
Of those that responded, 67% had not tried to phone for test results. Of the 29% that did try to obtain test results, 88% found it 'very easy' (78%), or, 'fairly easy' (10%), and 7% found it 'not very easy’.

Q5. At present all calls are answered by our receptionists, which inevitably results in delays at busy times. A new telephone system with four incoming lines as installed in January 2014.

Do you find it easier to get through with the new system?

The majority of respondents who had tried to get through since the change, 81%, found it easier to get through, but 19% did not find it any easier. Of the total respondents  27% had not tried to get through since the new system had been installed, and 7% did not respond.

Arriving for your appointment

Q6. How easy do you find getting into the building at the Health Centre?
The majority of respondents, 100%, found it 'very' (87%), or, 'fairly' (13%) easy to get into the building. 

Q7. How did you find the cleanliness of the Health Centre?
The majority of respondents (99%) were happy with the cleanliness of the Medical Centre, of which 70% found it 'very clean' and 29%, 'fairly clean'.
Seeing a Doctor
Q8. In the past 6 months have you tried to see a Doctor fairly quickly? 

A total of 66% of respondents had tried to see a Doctor fairly quickly.
Q9. Think about the last time you tried to see a doctor fairly quickly. Were you able to see a doctor on the same day or in the next two weekdays that the Health Centre was open.
Of those who had tried to book ahead 76% were able to see a Doctor on the same day or in the next two days. A total of 20% were not able to, and 4% couldn’t remember.
Q10. If you weren’t able to be seen during the next 2 weekdays that the Health
Centre was open, why was that?

Of 20% of  respondents who were not able to be seen they reported:

· There weren’t any appointments 65%
· Times offered didn’t suit 10%
· Appointment was with a Doctor who I didn’t want to see 5%
· A nurse was free but I wanted to see a Doctor 5%
· Don't know 15%
Q1. In the past 6 months, have you tried to book ahead for an appointment with a Dr?

A total of 66% had tried to book ahead for an appointment.
Q11. Last time you tried, were you able to get an appointment with a Dr more than 2 weekdays in advance
A total of 67% of respondents who tried to book ahead were able to. A total of 25% were not able to, 7% could not remember, and 8% can’t remember.
Comments from respondents not able book ahead are as follows:
· I can only get an appointment to see a doctor on the same day if I phone up as an emergency, if I'm lucky?
· I have had to wait 2 weeks for an appointment to see a specified doctor. 
· The main annoyance is the urgent appointment system, which entails calling exactly at 8am. There have been many times where I have got through at 8.10-8.15 and all the appointments are taken, which means I then have to try again at 2pm. My family have always been seen the same day, but it becomes very hard to plan the day ahead when you have to wait until 2pm before calling again. This makes school runs etc extremely difficult to manage. 
· We need another Dr Bowton. She is a wonderful doctor, just have to wait a long time for an appointment 
· Could there be more availability to book routine appointments a few days in advance? 
· Would like to see own doctor more. 
· Get more doctors you could then see one more easily
Seeing the Doctor you prefer
Q1. Is there a particular Dr you prefer to see at the Health Centre?
A total of 70% of respondents prefer to see a particular Doctor.
Q2. How often do you see the Dr you prefer?
Of the 69% of respondents who prefer to see a particular most (85%)

are able to see their Dr of choice much of the time:
· 'always or most of the time' (68%),

· 'a lot of the time' (28%)

· 'some of the time' (17%)

· Never or almost never (1%)

· Not tried at this Health Centre (1%)

Opening Hours
Q3. How satisfied are you with the opening hours at the Health Centre?
The majority of respondents (92%) were 'very' (65%), or, 'fairly satisfied (27%) with the opening hours.
· Very (65%)

· Fairly (27%)

· Neither satisfied or dissatisfied(5%)

· Quit dissatisfied (1%)

· No response (5%)
Q4. In a normal week can you access our services at the hours we are open ?
A total of 89% of respondents are able to access the services of the Medical Centre during the hours they are open, whereas 10% reported having difficulty.
Q5. If accessing our services is difficult, when would you like us to be open?
Of those that made written proposals for changes to access times for appointments (33), the following indicates the preferences for the availability of extended services:








2014        2013







         Survey    Survey


· Earlier morning appointments

          13%
       9%
· Lunch time appointments 



6%
      22%
· Later / more late evening appointments 

34%
      25%
· Saturday - mainly morning appointments 
34%
      34%
· Weekends





6%
      Nil
Although 89% of respondents are happy with opening hours, there is a significant demand for the extension of opening hours, particularly additional late evening, and a Saturday surgery. 

Planning your care
Q6. Do you have any long-standing health problem, disability or infirmity? 
Of those who responded 59% indicated they have long-standing health problems. The practice statistics show 29% with long-standing health problems.
Q7. Have you had discussions in the past 12 months with a Doctor or Nurse about how best to deal with your long-standing health problems?
Of patients who have long standing health problem, 92% have had discussions with a Doctor or Nurse regarding their long-standing health problem within the last 12 months.
In these discussions…..
Q8. Did the doctor or nurse take notice of your views about how to deal with your health problem?

A total of 94% who reported long-standing health concerns, indicated that the Doctor or Nurse did take notice of their views, and 3% didn’t know.
Q9. Did the doctor or nurse give you information about the things you might do to deal with your health problem?
A total of 92% who reported long-standing health concern were given information related to their health concern, 3% indicated this was not applicable to them.
Q10. Did you and the doctor or nurse agree how best to manage your health problem?
Of those with long standing health concern 89% indicated there was agreement between the respondent and the Doctor or Nurse on how to manage their health concern. On this question 8% didn’t know, or, didn’t consider it applicable..

Q11. Did the doctor or nurse give you a written document about managing your health problem?
Only 18% of respondents who reported a long-standing health concern had been given written documents about managing their health concern, and 75% reported they had not. On this question 8% didn’t know, or, didn’t consider it applicable.
Q12. Would you have liked a written plan summarising your discussion with the doctor or nurse?
Of those with long-term health concerns, only 23% reported they would like written documents about managing their health concern, and 58% didn’t. On this question 18%  'didn't know' (8%),or,  indicated it wasn't applicable (10%), 

Q13. Do you think that having these discussions with your doctor or nurse has helped improve how you manage your health problems?
On this question 95% indicated the discussions 'helped to improve the management' (57%), or, 'helped to some extent' (37%), 6% reported ‘No’, or ; Didn’t know/Can’t remember.
Q14. In the past 6 months have you had enough support from local services or organisations to help you manage your long-term health condition(s)?
 A total of 62% considered they had 'enough' (45%), or, 'to some extent enough' (17%) support to manage their health concern, 24% reported they hadn’t needed such support. 2% didn’t know or can’t remember.
Overall satisfaction

Q33. In general, how satisfied are you with the level of care you get at the William Fisher Medical Centre?

The overall majority (99%) were either 'very satisfied' (81%), or, 'fairly satisfied' (18%) with the care they receive.
Q34. Would you recommend the William Fisher Medical Centre to someone who has just moved in to your local area.

The majority of respondents, 99%, would recommend (96%), or, might (3%) recommend the Medical Centre.
Commentary on respondent’s text comments.
Respondents recorded 94 separate written comments of which 54 (57%) are positive comments about Doctors, medical, administrative staff and the dispensary.
Commentary on how the respondents of the survey compares to the demographics of the practices patient list.
There are 50% Females and 50% Males on the patient list, whereas the survey percentages, of those who responded, are Male 26% and females 74%. Note! 6% made no response.
Correlation of age demographics between the practices patient registration list compared to the survey sample is as follows:
	
	Patient List
	Survey

	Under 18
	21%
	3%

	18 to 24
	  8%
	6%

	25 to 34
	10%
	9%

	35 to 44
	12%
	15%

	45 to 54
	16%
	18%

	55 to 64
	13%
	12%

	65 to 74
	12%
	25%

	75 to 84
	  6%
	8%

	85 and over
	  2%
	3%


Note! 11% of respondents did not reveal  their age.
The under 18 percentage in the patient list includes all ages, including infants.
The over representation the by the 65 to 85 age group is also to be expected as this is the age group that is probably the most frequent users of the GP services and are more likely to complete a survey.

Ethnicity of the survey sample was 97% white and 1% mixed race.  Note! 5% did not respond. The practice list data is not available for comparison.

Description of respondents:

Full-time paid work (30 hours or more per week)
24%

Part=time paid work (30 hours or more per week)
19%
Full time education (school, college, university) 
  2%

Unemployed






  1%

Permanently sick or disabled



  3%

Fully retired from work




 32%

Looking after the home




 14%

Doing something else




  5%

Note! 7% did not respond to this question.

