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	Attendees:
	Mrs Minnie  Adams

Mr Kevin Alderton

Mr Alan Baty

Ms Sally-Anne Chitty

Mr Peter Flood
Mrs Anne Hallyburton
Mrs Gill Hart

Mr Alan Hill

Mr John Mackey
Mrs Violet Mackey

Ms Lel Meleyal
Mrs Norma Pearce

Mr Nick Phillips
Mrs Marian Stanley

Mr Alex Tait

Mrs Margaret Whiting

Dr Giles Hazan

Mrs Karen Ford


	MA
KA

AB

SC

PF

AHn

GH

AH

JM

VM

LM

NM

NP
MSt

AT

MW

GH

KF
	Registered Patient

Registered Patient

Registered Patient

Registered Patient

Registered Patient / Carer

Registered Patient

Registered Patient

Registered Patient

Registered Patient

Registered Patient

Registered Patient

Registered Patient

Registered Patient
Registered Patient

Registered Patient

Registered Patient
Partner

Practice Business Manager


	Apologies:
	Mrs Christine Geoghan, Mrs Margaret Gill, Mr William Harrop, Ms Teresa Penn, Mrs Annette Redmond, Mr Barry Redmond, Mr Melvyn Simmons, Mrs Sharon Stocker, Mrs Jo Virgo, Maureen Lawrence (ex-officio – LINK)

	Author:
	Mrs Karen Ford, Clerk 


	Date:
	25th October 2011




	Agenda Item
	Discussion Point
	Decision Agreed
	Action
	By Whom
	By When
	Attachments

	2
	Notes of Previous Meeting - approved

	Minutes to continue to be circulated after meeting rather than with agenda.
	Spare copies of minutes / agenda to be available at meeting.
	KF
	Ongoing
	

	3
	Patient Survey 2011
3.1 Approval of Working Party Draft – explanation of rationale for structure and format of survey and commitment to canvas a representative view of the patient population
3.2 Process for Survey – explanation of rationale for process of survey and development of practice website
	Patient Survey formally approved subject to agreed minor formatting changes:
· Heading = Inaugural Patient Survey – 2011-12

· Introduction = Please only complete one survey, date for completion by

· Specific doctor / nurse to be in bold

· Checking in to read scheduled appointment times
· No 25 = replace and with /

· Answer options to be reduced from six to five ( 2 middle 2) plus option of no view

· Sub headings to be added for each area of experience = doctors, nurses, practice services

· Transgender option to be added to patient demographic

· Survey to be publicised  via Website, Automated Arrivals, Electronic Display Board

· Completion to be available on line or hard copy in surgery

· Doctors / nurses to have supply of surveys in consulting rooms

· Postal distribution to randomised search of housebound / residential home patients

· Survey to be run to 31st January 2012
	Formatting to be applied.
(reformatted version embedded)
Process to be implemented by practice.
	KF
KF
	30.11.11
31.12.12
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	4
	Hot Topic Discussion
4.1 Appointment System – explanation of ethos and fundamental principles behind the design of the appointment system = commitment to maintain access for patients in need of urgent care by providing a balanced economy of pre-bookable and book on the day appointments. Access to care, including process for non clinical and clinical triage, clarified by Patient Pathway flow chart (tabled).
4.2 Repeat Prescriptions – deferred to next meeting because of overrun.

4.3 Parking – deferred to next meeting because of overrun.

4.4 Programme for Hot Topics – deferred to next meeting because of overrun.
	Raised awareness of complexities of managing appointment demand, in particular fluctuations in flow and retaining capacity to meet urgent need.
Importance of correct use of language by reception team, in particular when triaging.
Need for patients to feel assured that confidentiality is preserved.

Need to raise patients’ awareness of how to access services.

Need to reduce number of missed appointments month on month.


	Review of number of pre-bookable appointments available each day.

Delivery of triage training to reception team.
Introduction of text reminder service.

Implementation of on line facility via website to pre-book appointments.
Provision of hard copies of electronic display slides in waiting room.

Practice Leaflet to be updated in line with website.
	GH/KF

KF
KF

GH/KF

KF

GH/KF

KF

KF

KF
	31.3.12

31.3.12
31.3.12
31.3.12

31.12.12

31.3.12

24.1.12

24.1.12

24.1.12
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	5
	Any Other Business
	None

	
	
	
	

	
	Date of Next Meeting
	Tuesday 24th January 2012 @ 6.30pm
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QUAYSIDE MEDICAL PRACTICE

INAUGURAL PATIENT SURVEY – 2011-12

Dear Patient,


Your views are important to us. 

We would therefore be grateful if you would complete this survey about your experience of the service we provide. This will enable us to identify areas that may need improvement and help us ensure that we provide the highest standard of care to all our patients.


Please answer all the questions that apply to you, by placing a tick in the box under the statement that most accurately reflects your experience. You may expand on any answer by using the comment box at the end. We would ask that you only complete one survey.


Please be assured that your individual responses will remain anonymous.

The closing date for this year’s survey is 31st January 2012.


Thank you so much for your time.

		Please consider your experience of our doctors:






		1. How many times have you seen a doctor in the last year?




		None

		One or Two

		Three or


Four

		Five  or   Six

		Seven or Eight

		Nine or More



		

		(



		(

		(

		(

		(

		(



		2. If none why?




		Not Required

		Unsure How to Contact Practice



		Unable to Get an Appointment

		Unable to See Doctor of Choice

		Not Comfortable Visiting the Practice

		Other



		

		(



		(

		(

		(

		(

		(



		3. If you have needed to see a doctor urgently, have you been seen on the same day?




		No View

		Never

		Not Always

		Usually

		Frequently

		Always



		

		(

		(

		(

		(

		(

		(



		4. If you have asked to see a doctor urgently and the bookable appointments for the day have already been allocated, has a doctor or nurse provided a telephone consultation?




		No View



		Never

		Not Always

		Usually

		Frequently

		Always



		

		(



		(

		(

		(

		(

		(



		5. If the outcome of the telephone consultation was that the doctor or nurse felt that you needed to be seen, were you provided with an appointment or home visit that day?




		No

		Yes




		

		

		

		



		

		(



		(

		

		

		

		



		6. When you have asked to see a doctor, within what number of days have you been provided with an appointment?




		None Available

		Same Day

		Next Working Day

		Two Working


Days




		Five Working Days

		Ten Working Days



		

		(



		(

		(

		(

		(

		(



		7. When you have asked to see a specific doctor, within what number of days have you been provided with an appointment?




		None Available

		Same Day

		Next Working Day

		Two Working


Days




		Five Working Days

		Ten Working Days



		

		(



		(

		(

		(

		(

		(



		8. How easy has it been for you to pre-book an appointment with a doctor up to 2 weeks in advance?




		No View

		Very Difficult

		Less than Easy

		Easy

		More than Easy

		Very Easy



		

		(



		(

		(

		(

		(

		(



		9. How easy has it been for you to pre-book an appointment with a specific doctor up to 2 weeks in advance? 




		No View

		Very Difficult

		Less than Easy

		Easy

		More than Easy

		Very Easy



		

		(

		(

		(

		(

		(

		(



		10. How many minutes do you usually have to wait after your scheduled appointment time before seeing your doctor?




		Five or Less

		Six to Ten

		Eleven to Twenty

		Twenty One to Thirty

		Thirty One to Forty Five

		Forty Six or More



		

		(



		(

		(

		(

		(

		(



		11. How satisfied are you with waiting times to see a doctor?




		No View

		Very Dissatisfied

		Less than Satisfied

		Satisfied

		More than


Satisfied

		Very 

Satisfied



		

		(



		(

		(

		(

		(

		(



		12. How satisfied were you with your most recent consultation with a doctor?




		No View

		Very Dissatisfied

		Less than Satisfied

		Satisfied

		More than


Satisfied

		Very 

Satisfied



		

		(



		(

		(

		(

		(

		(



		13. During the consultation did you feel the doctor listened to what you had to say?




		No

		Yes




		

		

		

		



		

		(



		(

		

		

		

		



		14. During the consultation did you feel involved in the decisions about your care?




		No

		Yes




		

		

		

		



		

		(



		(

		

		

		

		



		15. After the consultation did you feel better able to understand and cope with your health issue?




		No

		Yes




		

		

		

		



		

		(

		(

		

		

		

		



		Please consider your experience of our nurses:






		16. How many times have you seen a nurse in the last year?




		None

		One or Two

		Three or


Four

		Five  or   Six

		Seven or Eight

		Nine or More



		

		(



		(

		(

		(

		(

		(



		17. If none why?




		Not Required

		Unsure How to Contact Practice



		Unable to Get an Appointment

		Unable to See Nurse of Choice

		Not Comfortable Visiting the Practice

		Other



		

		(



		(

		(

		(

		(

		(



		18. If you have needed to see a nurse urgently, have you been seen on the same day?




		No View

		Never

		Not Always

		Usually

		Frequently

		Always



		

		(



		(

		(

		(

		(

		(



		19. When you have asked to see a nurse, within what number of days have you been provided with an appointment?




		None Available

		Same Day

		Next Working Day

		Two Working


Days




		Five Working Days

		Ten Working Days



		

		(



		(

		(

		(

		(

		(



		20. When you have asked to see a specific nurse, within what number of days have you been provided with an appointment?




		None Available

		Same Day

		Next Working Day

		Two Working


Days




		Five Working Days

		Ten Working Days



		

		(



		(

		(

		(

		(

		(



		21. How easy has it been for you to pre-book an appointment with a nurse up to 3 months in advance? 




		No View

		Very Difficult

		Less than Easy

		Easy

		More than Easy

		Very Easy



		

		(

		(

		(

		(

		(

		(



		22. How easy has it been for you to pre-book an appointment with a specific nurse up to 3 months in advance? 




		No View

		Very Difficult

		Less than Easy

		Easy

		More than Easy

		Very Easy



		

		(



		(

		(

		(

		(

		(



		23. How many minutes do you usually have to wait after your scheduled appointment time before seeing your nurse?




		Five or Less

		Six to Ten

		Eleven to Twenty

		Twenty One to Thirty

		Thirty One to Forty Five

		Forty Six or More



		

		(



		(

		(

		(

		(

		(



		24. How satisfied are you with waiting times to see a nurse?




		No View

		Very Dissatisfied

		Less than Satisfied

		Satisfied

		More than


Satisfied

		Very 

Satisfied



		

		(



		(

		(

		(

		(

		(



		25. How satisfied were you with the care / information provided at your most recent appointment with a nurse?




		No View

		Very Dissatisfied

		Less than Satisfied

		Satisfied

		More than


Satisfied

		Very 

Satisfied



		

		(



		(

		(

		(

		(

		(



		26. After the appointment did you feel better able to understand and cope with your health issue?




		No

		Yes




		

		

		

		



		

		(



		(

		

		

		

		



		Please consider your experience of our practice services:






		27. Do the current opening hours enable you to access the care you need?




		No View

		Very Difficult

		Less than Easy

		Easy

		More than Easy

		Very Easy



		

		(



		(

		(

		(

		(

		(



		28. What additional hours would enable you to access the care you need more easily? 




		No View

		Early Mornings

		Lunch Breaks

		Evenings

		Saturdays

		None



		

		(



		(

		(

		(

		(

		(



		29. How easy do you find it to get through to the practice on the phone?




		No View

		Very Difficult

		Less than Easy

		Easy

		More than Easy

		Very Easy



		

		(



		(

		(

		(

		(

		(



		30. Has the new automated telephone system made it easier to get through on the phone?




		No 

		Yes




		

		

		

		



		

		(



		(

		

		

		

		



		31. Is it helpful being advised where you are in the queue?




		No

		Yes




		

		

		

		



		

		(



		(

		

		

		

		



		32. How helpful do you find the reception team?




		No View

		Very


Unhelpful

		Less than Helpful

		Helpful

		More than Helpful



		Very Helpful



		

		(



		(

		(

		(

		(

		(



		33. How useful do you find the information provided by the reception team?




		No View

		Useless

		Less than

Useful

		Useful

		More than Useful

		Very

Useful



		

		(



		(

		(

		(

		(

		(



		34. Are delays in surgery running times communicated by the reception team? 




		No

		Yes

		

		

		

		



		

		(



		(

		

		

		

		



		35. How satisfied are you with our repeat prescription service?




		No View

		Very Dissatisfied

		Less than Satisfied

		Satisfied

		More than


Satisfied

		Very 

Satisfied



		

		(



		(

		(

		(

		(

		(



		36. Was your repeat prescription ready within two complete working days?




		No

		Yes




		

		

		

		



		

		(



		(

		

		

		

		



		37. Was your repeat prescription correctly issued?




		No

		Yes




		

		

		

		



		

		(



		(

		

		

		

		



		38. If you had a query regarding your repeat prescription, how satisfied were you with how it was handled?




		No View

		Very Dissatisfied

		Less than Satisfied

		Satisfied

		More than


Satisfied

		Very 

Satisfied



		

		(



		(

		(

		(

		(

		(



		39. How satisfied are you with the availability of parking?




		No View

		Very Dissatisfied

		Less than Satisfied

		Satisfied

		More than


Satisfied

		Very 

Satisfied



		

		(



		(

		(

		(

		(

		(



		40. How satisfied overall are you with the service we provide?




		No View

		Very Dissatisfied

		Less than Satisfied

		Satisfied

		More than


Satisfied

		Very 

Satisfied



		

		(



		(

		(

		(

		(

		(





		Please use this comment box if you wish to expand on any answers you have given:








Please help us ensure we are meeting the needs of all our patients by providing some additional information about you – please place a tick in the relevant box:

1. Are you male or female?


		Male

		



		Female

		





2. How old are you?


		Under 18

		

		55 – 64

		



		18 – 24

		

		65 – 74

		



		25 – 34

		

		75 – 84

		



		35 – 44

		

		85 and over

		



		45 - 54

		

		

		





3. Which of these best describes you?


		Full-time paid work (30 hrs or more per week)

		



		Part-time paid work (under 30 hrs per week)

		



		Full-time education (school, college, university)

		



		Unemployed

		



		Permanently sick or disabled

		



		Fully retired from work

		



		Looking after the home

		



		Doing something else

		





4. What is your ethnic group?


		White

		

		



		

		British

		



		

		Irish

		



		

		Any other white background

		



		Mixed

		

		



		

		White & Black Caribbean

		



		

		White & Black African

		



		

		White & Asian

		



		

		Any other Mixed background

		



		Asian or Asia British

		

		



		

		Indian

		



		

		Pakistani

		



		

		Bangladeshi

		



		

		Any other Asian background

		



		Black or Black British

		

		



		

		Caribbean

		



		

		African

		



		

		Any other Black background

		



		Chinese or other ethnic group

		

		



		

		Chinese

		



		

		Any other ethnic group

		





5. Which of these best describes how you think of yourself?


		Heterosexual/Straight

		



		Gay/Lesbian

		



		Bisexual

		



		Transgender

		



		I would prefer not to say

		





6. Which of the following best describes your religion?


		None

		



		Buddhist

		



		Christian – all denominations

		



		Hindhu

		



		Jewish

		



		Muslim

		



		Sikh

		



		Other

		



		I would prefer not to say

		





7. In general, would you say your health is?


		Excellent

		



		Very good

		



		Good

		



		Fair

		



		Poor

		





8. Do you have any of the following conditions?


		Deafness or severe hearing impairment

		



		Blindness or severe visual impairment

		



		A condition that substantially limits one or more basic physical activities, such as walking, climbing stairs, lifting or carrying

		



		A learning difficulty

		



		A long-standing psychological or emotional condition

		



		Other, including any long-standing physical condition

		



		I do not have a long-standing condition

		





9. Do you have Carer responsibilities for anyone in your household with a long-standing health problem or disability?


		Yes

		



		No

		





10. Have you found this survey easy to complete?


		Yes

		



		No

		





		Please use this comment box if you wish to expand on any answers you have given:
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