QUAYSIDE MEDICAL PRACTICE
PATIENT PARTICIPATION GROUP

	Document:
	Notes and actions from Patient Participation Group meeting on Tuesday 11th March 2014 @ 6.30pm



	Purpose of Document:
	The purpose of this document is to record in summary form the decisions agreed and actions required
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	Apologies:
	Mr Alan Hill, Mr Alan Keys, Mrs Renata Knust (withdrawn from group), Mr John Mackey, Mrs Vi Mackey, Mrs Norma Pearce, Mrs Marion Stanley


	Chair:


	Dr Alex Tait

	Author:
	Mrs Karen Ford, Clerk 


	Date:
	17th March 2014



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

	2
	Proposal for a Vice Chair
- AT welcomed new members MH, SR and RR to the group
- AT presented the case for electing a Vice Chair
	- AT duly proposed PK who confirmed that she would be happy to stand

- It was agreed that as there had been no other nominees for Chair or prior nominees for Vice Chair to proceed with election 
- PK was elected unanimously


	
	
	
	

	3


	Notes of Previous Meeting 

3.1 Accuracy
3.2 Actions

- KF confirmed actions and provided update on roll out of new services 
	- Approved

- It was agreed that the meeting dates for the rest of the year should be published on the electronic display board and website 

	- KF to publish dates 
	KF
	31.3.14
	

	4
	Practice News
4.1 New Services Update

- Update fully covered under previous item
- KF advised that Dr Deborah Sharp would be retiring on 31.7.14 after 26 years service  
	- It was noted that arrangements were underway to provide clinical backfill for her
	
	
	
	

	5
	Patient Stories
5.1 Practice Level 
– AT tabled 2 stories for discussion: 
i) patient attended at reception with concern about blood in eye, advised no appointments left, offered telephone appointment or to attend A&E – patient questioning procedure for accessing “urgent” care

ii) patient’s appointment delayed by 40 mins, patient approached reception after 25 mins late to enquire about delay and received vague response
6.2 Provider Level

- AT tabled 1 story for discussion:
iii) question re procedure for supporting post surgery vulnerable patients discharged on Fridays over the weekend 

	- It was noted that the procedure should offer clinical triage phone call to determine whether verbal advice or face to face consultation was more appropriate, alternatively; On Call GP to be called, contact Community Pharmacist, attend local Minor Injuries Unit, telephone 111 
- It was noted that the system for notifying patients of running delays needed improving and applying consistently
- It was noted that support should be provided through the East Sussex 

Re-ablement Team


	- KF to remind reception team of procedure and provide update training as required

- KF to address system failure and implement improvement measures

- RR to provide update on the development of this service at the December meeting
	KF

KF

RR
	5.6.14

5.6.14

4.12.14

	

	6
	Moving Forward 
6.1 Communication 
- AT led a discussion on how best to communicate with patients and share information that would be of interest or supportive to them, such as a newsletter
- Discussion focused on the value of local groups and classes 
-  GH spoke to recent collaborative working discussions with the Newhaven Community Development Association and the potential for securing engagement from a captive audience 
6.2 Patient Survey Report

- GH presented the detailed analysis of the 2013/14 survey, highlighting key variances on the previous year
- Discussion focused on the areas of satisfaction that had fallen and were  referenced by the additional comments 
6.3 Out of Hours Service

- Item deferred to next meeting due to overrun of previous items
	- The need to develop a communication strategy was recognised 
- The positive track record was noted of the OTAGO programme that is being delivered locally 

- The potential to reach out to younger patients through the NCDA was noted 

- It was agreed that GH would liaise with Chapel Street PPG and facilitate a joint PPG meeting with NCDA 
- It was noted that the survey demonstrated a consistently high level of patient satisfaction and that the age demographic for responses had broadened with the highest number being received from 41 – 54 years 

- The key areas identified for further consideration and review were; phone access, online access, same day access, communication of delays in surgery running times by reception, provision of additional hours, moving the PPG forward
- It was agreed that KF would capture the discussion and actions and incorporate within the survey report document

	- Communication strategy to remain a standing agenda item

- SR to provide feedback on the programme at the June meeting

- GH to liaise with TB/BK and NCDA to organise an

extraordinary meeting  
- KF to include action plan in survey report document

- KF to agenda for next meeting

	KF

SR

GH

KF

KF
	Ongoing
5.6.14

30.4.14

31.3.14

5.6.14
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	7
	Any Other Business

- None

	
	
	
	
	

	
	Date of Next Meeting
	Thursday 5th June 2013 @ 6.30pm
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Comments from Patient survey 2013-14

Number 4:

· I feel at times 15 mins is not always enough, I was told to make another appointment, which is not always easy as I’m over 85 years old.

Number 15: 


· Doctors need to be on time, waited here for an hour!


Number 17:

· It would be a good idea if you visit the doctor and he says you need a blood test, if you could have it done then, to save coming back 3 days later, would save everyone time, maybe a nurse on standby would do the trick


Number 23:


· I have seen 4 different doctors in recent months due to post-operative care & all were excellent.


· Also nurses, as I have regular blood tests & changing dressing after a dog bite 


Number 26:


· Excellent care from all members of staff over many years


Number 28:

· I am hard of hearing and I find the constant radio playing makes it very difficult to understand what reception staff are saying to me

· Also difficult to hear when doctor is call me to surgery room. This is inspite of radio cutting out when doctor calls


· Also music chosen is very horrible and obviously meant for younger audience. It spoils visit to surgery


Number 30:


· Would like to be able to order prescriptions over the internet


Number 31:


· My experience of the Quayside Surgery, the various doctors and nurses and the ladies at the reception desk have been outstanding helpful and friendly.


Number 33: 


· Extremely happy with all services

Number 34:


· I am a very satisfied patient 

Number 53:


· It would be wonderful for everyone that want it to have a 20 minute appointment to discuss health issues once in a while – this could aid prevention


· Everyone in the practice should be given a blood test every visit (unless declined) and once a year a full blood test to catch things early & save us all money & poor health.


Number 54:


· I have been a patient for over 20 years and I have always found this practice exceptionally good. Thank you for the excellent service that you have provided not just to me but to my family. 16 years ago we faced a very difficult time and Dr X was always there for us. Without this support I don’t know how we would have coped. Thank you so much.

Number 60:


· Please make leaflets about joining the Patient Participation Group available and visible. They are kept in a draw round the back and I would not have known about the group if someone had not told me to ask for a form. Wider participation in this would benefit the practice.


Number 65:


· If early surgery hours were to become available – times would be important and avail those going to work only.

Number 67:


· I come once or twice a week to see Nurse X. She always makes time for me and I never feel rushed and she explains everything very well. Don’t let her leave


· It is a pain if you need to see a doctor having to phone in at 8.30. But what really annoys me is when a doctor asks to see you again and some receptionist refuse to book over the counter and says phone in nearer the time. But mostly they are nice especially X.


Number 68:


· I find some of the information on your screen is not left on for long enough for me to understand the format.


· Some of the community nurses have mentioned to me they find it difficult to contact you by phone


· I would like to help this practice as much as I can and thank them for all the help they have given me.


Number 72:


· I am very happy with Quayside – the reception staff are cheerful and helpful. My doctor is Dr X and he has been brilliant – have no complaints at all.


Number 75:


· Site – situation poor – eg parking & in a cul de sac 


Number 76:


· I have no problems at all at Quayside and I’m just glad not to be with Chapel Street


Number 81:


· As I have just joined your practice I feel that I am unable to answer all your questions that is why I have left some blank. 
Also my health issues are ongoing.


Number 82:


· I have only been a patient here for about a year but I have always been very happy


Number 84:


· My repeat prescriptions go to the co-op. When I was 37 weeks pregnant I sent in a prescription(repeat request) on a Monday and it took until the following Monday with countless phone calls and visits to both the surgery and co-op to get it. This was extremely stressful and irritating when heavily pregnant, diabetic with a toddler in tow.

Number 86:


· As I am a foster carer it is important that I can access medical help for any of the children I have in placement easily and that has always been the case with the reception staff being helpful and supportive. Thank you


Number 91:


· It is more important to me to spend enough time with a doctor – being listened to and understood than for appointments to run to time. Dr Y is a brilliant doctor, always gives time – though I know some complain about late appointments. Other doctors rush sometimes – feel I can’t explain fully.


Number 101:


· Very helpful when my partner was dying – nothing was too much trouble. Thank you.


Number 103:


· There seems to be insufficient doctors’ appointments and this leads to difficulty in booking 


· The information displays out of date information

Number 109:


· Over the years I have been coming to the surgery I feel I have received very good service. Although sometimes I have found the reception staff especially the newer ones not always approachable. I am able to talk on my own self but older people who lack capacity may struggle with the telephone system and less knowledgeable staff. X and X are always exceptional and can never do enough to help. The overall service is amazing. Thank you. 

Number 113:


· Depending on what receptionist you are talking with, some are very nice & helpful, others treat you with an air of distain and really do need to work on their people skills, this causes unnecessary friction. The problem really does need to be addressed, it would seem for some that the position of receptionist has gone to their heads.

Number 114:


· This is an excellent practice on every level.


Number 115:


· Overall the medical practice is very good with all areas. We are very lucky to have such a good medical practice, the doctors & staff are very good & there is a good friendly clean atmosphere which helps people relax.


Number 116:


· It can be very difficult to speak to the receptionist on the phone as it is engaged often.


Number 118:


· To my knowledge it is not in the surgeries control as to increasing opening hours but I do feel that due to high demand in need of health aid, surgeries opening on a Saturday all day would be beneficial for patients. Many thanks.


Number 119:


· Making appointments on the day is sometimes difficult. Is there an online service?


Number 121:


· After being diagnosed with type2 diabetes & high BP, X has been brilliant. Always there if needed and making things easier to understand.


Number 123:

· If there can be alternative ways of making non-urgent appointments and repeat prescriptions on-line I think it may improve service for all staff & patients. Other than that it’s a great surgery. 


Number 129:


· Waiting times can be very long. Have waited an hour & 15 minutes.


· Difficult to make an appointment with certain doctors. Can be up to 2 weeks to see a doctor for regular appointments.


· Took 25 minutes to make an appointment on the day 

· Some doctors more helpful than others.


Number 136:


· The only time I have a problem getting an appointment the same day is when I ask to see Dr X then sometimes I have to wait till the next day.


Online (4 Patients):

· Car Parking is difficult but probably due to space available it always will be. Paid car park along the road means a walk to the Surgery which is not easy with cars passing too close to the RH path 


· Everyone very friendly and helpful. Thank you 
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Patient Survey Report 2013/14 

Background

The Quayside Patient Participation Group has met five times during 2013; 17th January, 13th March, 13th June, 4th September and 28th November. The first four meetings were chaired by the elected patient Chair, Mrs Margaret Whiting. At the September meeting Mrs Whiting tendered her resignation due to her forthcoming move out of area. Nominations were sought for a new patient Chair and Dr Alex Tait was duly elected at the November meeting. 

The agendas for meetings have been informed by discussions amongst the group and in response to patient requests. The Chair meets with Mrs Karen Ford, Practice Business Manager (Clerk to the PPG) in advance to confirm the items for discussion. The agenda is circulated to the group either via email or post. Hard copies are available to patients on request at reception. All meetings are published on the electronic display board in the waiting room and on the practice website.

As well as practice specific topics, such as the ongoing works in the car park, the agendas have included updates on the work of the High Weald Lewes Havens Clinical Commissioning Group and the Lewes Havens Locality Patient Participation Forum. The agendas have included a standing item for Patient Stories both at Practice Level and Provider Level which is an opportunity for patients to share both positive and negative experiences.


Meeting attendance during the year has varied with the minimum number of attendees being six. Dr Giles Hazan (GP Partner) and Mrs Karen Ford attend the meetings as practice representatives. Although some founding members of the group resigned during the course of the year for personal reasons, the group has welcomed new members, which has broadened the patient demographic. Any member of the group who feels they are no longer able to commit to attending meetings regularly is provided with the option of remaining on the agenda/minutes circulation list.


Members of the group range in age from 39 to 82 years, 75% of who are female. The demographic provides representation for patients with long term chronic conditions, disabilities, carers, mature citizens and young families. The group nevertheless remains committed to widening the membership and in particular encouraging engagement from the under 30s. 

At the November meeting, it was agreed to actively promote the group by refreshing the PPG slides on the electronic display board in the waiting room and updating the practice website. Since this has been done, two patients have come forward, both of whom are within the 39 to 82 years age range.

Patient Survey 2013 / 2014

The practice is committed to the continuous improvement of the care it provides to all patients and therefore recognises the value of obtaining patient feedback. This is sourced in a variety ways, including a Suggestions Box in the waiting room and the annual Patient Survey which is generally run in February.

The focus of the meeting held in January 2013 was to update the format of the practice survey in response to the feedback received from patients in 2012. This was achieved through small group working and the outcome was a more streamlined survey designed to canvass a broader opinion and give patients the opportunity to comment further. The survey results for 2012/13 showed that 99% of patients found it easy to complete. It was therefore decided to use the same format for 2013/14.

The patient survey was run throughout February 2014 and was publicised widely within the practice and on the website. Clinicians handed surveys to patients at the end of their consultation / treatment. Surveys were also available at reception.

The total number of surveys completed was 139, 4 of which were online. This represents 1.57% of the practice population of 8832 and a slight decrease on last year’s rate. 64% of respondents were female which is comparable to last year. 11.5% of respondents were 18 - 29 years and 23% (highest number of responses) were 41 – 54 years, both of which represent increases on last year.  


The survey results were presented and discussed at the Patient Participation Group meeting on 11th March 2014.


Survey Results

The survey demonstrated a consistently high level of patient satisfaction. In particular; clear explanation of the reasons for any treatment or action by the doctor or nurse during the consultation, provision of enough time to discuss your health issue with the nurse during the appointment, clear explanation of the nature of the treatment by the nurse during the appointment, helpfulness of reception team and overall satisfaction with the service the practice provides - all scored 100%.

Out of 23 questions, 2 had the same % achievement as last year; provision of enough time to discuss your health issue with the nurse during the appointment (100%) and ease of completing the survey (99%). 14 questions had a higher % achievement and 7 questions a lower %. 

Ability to access same day urgent face to face or telephone care from a doctor / treatment from a nurse had fallen by 3% to 86%. The highest rate of drop in satisfaction at 10% was the ability to get through to the practice on the phone, only scoring 51%. 

41 respondents chose to provide additional comments. These generally reinforced the high level of satisfaction with the care and service provided by the whole practice team. Suggestions for improving service included; increased availability of extended appointments, offer of annual health screening for all patients, availability of early morning / Saturday appointments, online access for booking appointments and ordering repeat prescriptions, improved car parking, reduced  waiting times and improved telephone access.

The full survey results can be viewed by clicking the links below:

Patient Survey Analysis - 2013-14.xls

Patient Survey Comments (Anonymised) - 2013-14.doc

The discussion identified key areas for further consideration and review. These are set out in the action plan below: 


Action Plan


		Area

		Action 

		By Whom

		By When

		Status



		Phone access

		Review of administrative rota to increase call handling capacity at peak times



		KF / CM

		5.6.14

		Ongoing



		Online access

		Monitor online appointment booking and repeat prescription service, including registration uptake and analysis of ratio between appointments booked online and over the phone



		KF / ZC

		5.6.14

		Ongoing



		Same day access

		Review of management of requests for urgent appointments



		Partners

		5.6.14

		Ongoing



		Communication of delays in surgery running times by reception 



		Implement improved system to inform patients of running times

		KF / CM

		5.6.14

		Ongoing



		Provision of additional hours

		Review of surgery hours post clarification of requirements of new GP contract



		Partners

		5.6.14

		Ongoing



		Moving the PPG forward

		Develop a strategy for the PPG to improve patient engagement and broaden the demographic



		PPG

		31.12.14

		Ongoing
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		Number		Question		Statement				1		2		3		4		5		6		7		8		9		10		11		12		13		14		15		16		17		18		19		20		21		22		23		24		25		26		27		28		29		30		31		32		33		34		35		36		37		38		39		40		41		42		43		44		45		46		47		48		49		50		51		52		53		54		55		56		57		58		59		60		61		62		63		64		65		66		67		68		69		70		71		72		73		74		75		76		77		78		79		80		81		82		83		84		85		86		87		88		89		90		91		92		93		94		95		96		97		98		99		100		101		102		103		104		105		106		107		108		109		110		111		112		113		114		115		116		117		118		119		120		121		122		123		124		125		126		127		128		129		130		131		132		133		134		135		136		Online (4)		Response		Question		Total		Hit Rate

		1		Are you male or female?		Male						1		1								1				1						1				1														1		1								1				1						1		1				1		1				1												1										1				1										1		1				1										1						1										1										1						1				1																1						1				1		1		1														1				1		1										1																1												1																		1						1		40		1		110		36%

						Female				1						1		1		1				1				1						1						1		1		1		1		1						1								1				1		1												1						1		1		1		1				1		1		1		1				1						1				1						1				1										1		1				1		1		1		1				1		1		1						1		1								1		1		1		1		1				1				1						1								1		1						1						1												1				1				1		1		1		1		1				1						1		1								1						1				1						1		3		70		1				64%

		2		How old are you?		Under 18																		1																																																																																																																																				1																																																																																																																						1										3		2		113		3%

						18 – 29														1														1										1																																																																																																																																1		1		1		1														1		1								1																																										1				1																																		1		13		2				12%

						30-40												1								1		1																																																												1				1																										1																														1																																				1				1																																																																				1																												10		2				9%

						41-54						1																								1				1								1																				1																						1								1								1						1																										1				1				1														1										1										1						1												1		1														1				1								1										1				1																														1										1		1		26		2				23%

						55-64								1								1																								1				1																																				1										1												1								1																		1																1												1		1																																1																				1																		1																				1										1																		1		18		2				16%

						65-74				1																						1										1										1														1												1																						1		1																				1		1		1																										1		1																																																																										1		1								1								1																														1								18		2				16%

						75 – 84																																																1						1				1								1				1				1		1												1										1																1																				1				1																						1																																						1						1										1												1										1																		1																						1		20		2				18%

						85 and over										1																																														1								1																																																																		1																																																																																																																										1																										5		2				4%

		3		Which of these best describes you?		Full-time paid work																		1		1																																										1										1										1				1																				1						1																1				1																								1												1				1		1								1						1		1		1																1												1										1				1						1								1										1																		2		27		3		113		24%

						Part-time paid work																												1		1								1								1																																		1										1		1																																																1																		1								1												1		1																1														1																																1																																				15		3				13%

						Full-time education																																																																																																																																																						1																																																																																																																						1										2		3				2%

						Unemployed						1						1										1																						1																																																																																																				1																																																																				1																																						1																												7		3				6%

						Permanently sick or disabled								1																										1						1														1																																																								1																										1																		1										1																														1																																																																																1				10		3				9%

						Fully retired from work				1						1						1										1										1												1								1		1		1						1				1				1		1												1						1		1		1				1												1		1		1												1				1				1								1		1												1																																						1						1										1								1		1		1						1				1																1																		1						1		38		3				34%

						Looking after the home														1																												1																						1																				1																1																				1																						1																												1																																																										1										1																1										1												1		13		3				12%

						Doing something else																																																																																																																																																																																										1																																																																																												1		3				1%

		4		What is your ethnic group?		White		British		1		1		1		1		1		1		1		1		1		1				1		1		1				1		1		1		1		1		1				1						1		1		1		1		1		1		1				1		1		1		1				1		1		1		1		1		1				1		1		1		1		1				1				1				1		1		1		1								1		1		1		1		1		1		1		1		1		1		1		1				1		1		1		1				1		1		1		1				1				1		1		1				1		1		1		1		1		1		1						1				1		1		1		1						1		1		1		1		1		1		1		1		1		1		1		1						1		1		1		1				1						1				1		1				1		4		109		4		113		96%

								Irish																																																																																																																																																																																																																																																																																				0		4				0%

								Any other white background																																																																																										1																																																																																1																																																																																																										2		4				2%

						Mixed		White & Black Caribbean																																																																																																																																																																																																																																																																																				0		4				0%

								White & Black African																																																																																																																																																																																																																																																																																				0		4				0%

								White & Asian																																																																																																																																																																																																																																																																																				0		4				0%

								Any other Mixed background																																																																																																																																																																																																																																																																																				0		4				0%

						Asian or Asia British		Indian																																																																																																														1																																																																																																																																																																						1		4				1%

								Pakistani																																																																																																																																																																																																																																																																																				0		4				0%

								Bangladeshi																																																																																																																																																																																																																																																																																				0		4				0%

								Any other Asian background																																												1																																																																																																																																																																																																																																								1		4				1%

						Black or Black British		Caribbean																																																																																																																																																																																																																																																																																				0		4				0%

								African																																																																																																																																																																																																																																																																																				0		4				0%

								Any other Black background																																																																																																																																																																																																																																																																																				0		4				0%

						Chinese or Other Ethnic Group		Chinese																																																																																																																																																																																																																																																																																				0		4				0%

								Any other ethnic group																																																																																																																																																																																																																																																																																				0		4				0%

		5		Which of these best describes how you think of yourself?		Heterosexual/Straight				1		1		1		1		1		1		1		1		1		1				1		1		1				1		1		1		1		1		1				1								1		1				1				1				1		1		1		1				1		1		1		1		1		1		1		1		1		1		1		1				1				1		1		1		1		1		1								1		1		1		1		1		1		1		1				1		1		1				1		1		1		1				1		1		1		1		1		1				1		1		1				1						1		1		1		1						1				1		1		1		1						1		1				1		1				1		1		1		1		1		1						1		1				1				1						1				1		1				1		4		103		5		112		92%

						Gay/Lesbian																																																																																																																																																1																																																																																						1																																																2		5				2%

						Bisexual																																																																																																																																																																																																																																																																																						0		5				0%

						Transgender																																																																																																																																																																																																																																																																																						0		5				0%

						I would prefer not to say																																														1								1						1				1																																																																																																																												1																																				1																												1																										7		5				6%

		6		Which of the following best describes your religion?		Buddhist																																																																																																																1																																																																																																																																																																						1		6		112		1%

						Christian – all denominations						1		1								1										1								1		1				1		1						1						1		1		1		1		1								1				1		1												1		1		1		1		1		1				1								1				1		1		1		1								1		1		1		1								1				1												1		1				1				1				1						1										1		1		1				1								1						1				1								1		1		1		1				1		1		1				1								1				1		1				1												1						3		64		6				57%

						Hindhu																																																																																																																																																																																																																																																																																						0		6				0%

						Jewish				1																																																																																																																																																																																																																																																																																		1		6				1%

						Muslim																				1																										1																																																																																																																																																																																																																																								2		6				2%

						None										1								1				1								1								1																												1						1								1		1		1		1														1						1																																1		1										1						1										1				1				1						1		1												1				1										1																						1												1								1														1												1		30		6				27%

						Other																																												1																																																																																																								1																																																																																										1																																								3		6				3%

						Sikh																																																																																																																																																																																																																																																																																						0		6				0%

						I would prefer not to say												1		1														1																																				1																																																																								1																		1																																1																										1								1																																																1						1				11		6				10%

		7		Do you have a long-standing health problem or disability?		Yes								1		1		1				1						1				1				1				1				1		1		1												1		1		1		1						1				1						1								1						1								1				1								1				1		1		1												1				1		1		1				1						1						1		1		1		1				1		1														1										1		1		1		1		1						1								1		1						1		1				1		1		1		1				1		1										1																						1				1		2		60		7		109		55%

						No				1		1								1				1		1								1								1								1		1		1														1		1								1		1						1		1				1		1				1		1		1				1						1						1								1								1				1								1						1				1																		1		1		1		1				1				1				1		1																				1		1														1										1						1										1		1						1						1												2		49		7				45%

		8		Do you have carer responsibilities for any one in your household with a long-standing health problem or disability?		Yes				1				1																												1						1																																1																																																																																				1																1														1																																																																																										8		8		112		7%

						No						1				1		1		1		1		1		1		1				1		1		1				1				1		1				1		1		1								1		1		1		1		1		1				1		1				1				1		1		1		1		1		1		1		1		1		1		1		1				1				1		1		1		1		1		1								1		1		1		1		1		1		1		1		1		1		1		1				1		1				1				1		1		1		1		1						1		1		1				1				1		1		1		1		1						1				1		1		1		1						1		1		1		1		1		1		1		1		1		1		1		1						1		1		1		1				1						1				1		1				1		4		104		8				93%
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Survey Results

		Number		Question		Statement		1		2		3		4		5		6		7		8		9		10		11		12		13		14		15		16		17		18		19		20		21		22		23		24		25		26		27		28		29		30		31		32		33		34		35		36		37		38		39		40		41		42		43		44		45		46		47		48		49		50		51		52		53		54		55		56		57		58		59		60		61		62		63		64		65		66		67		68		69		70		71		72		73		74		75		76		77		78		79		80		81		82		83		84		85		86		87		88		89		90		91		92		93		94		95		96		97		98		99		100		101		102		103		104		105		106		107		108		109		110		111		112		113		114		115		116		117		118		119		120		121		122		123		124		125		126		127		128		129		130		131		132		133		134		135		136		Online (4)		Response		Total		Hit Rate		Aggregated  Answer		Aggregate Result

		1		Have you seen one of our doctors in the last 12 months?		Yes		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1		1		1				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		4		136		139		98%		Strong		98%

						No																																																																																												1																																										1																																																								1																																																																																						3				2%		Weak		2%

		2		If you have asked to see a doctor urgently, have you been able to access care either face to face or over the phone on the same day?		Yes		1				1				1		1		1		1		1		1		1		1		1		1		1		1				1		1				1				1		1		1		1		1		1				1		1				1				1		1		1		1		1		1		1		1				1		1		1		1		1		1		1		1						1		1		1		1								1		1				1				1								1		1				1		1		1		1		1		1		1		1				1				1		1		1		1		1		1		1		1				1								1		1		1				1		1				1				1				1		1		1		1				1		1		1		1				1		1				1		1		1								1		1		1		1		1		1		1		1				1		3		102		119		86%		Strong		86%

						No				1																																				1				1																								1																																						1										1																						1																												1																						1		1																1				1														1																1								1																						1				1		17				14%		Weak		14%

		3		How satisfied are you with the ability to make appointments with a doctor?		Very Satisfied		1		1				1		1		1				1		1		1		1												1		1		1										1				1								1		1		1		1				1		1		1		1				1		1										1						1		1				1				1		1		1								1				1								1						1				1		1		1				1		1																				1																								1		1				1						1								1										1		1								1								1		1		1						1										1								1		2		57		139		41%		Strong		88%

						Satisfied						1								1										1		1		1		1												1		1		1				1				1		1		1										1										1						1				1						1		1						1				1								1		1						1						1		1										1								1						1		1		1		1		1		1				1		1						1		1		1		1		1		1		1						1						1				1								1		1				1		1		1		1						1		1		1				1				1								1		1						1		1		1				1		1						1		65				47%

						Dissatisfied																																1																																																						1				1																												1																1																																								1																																				1																														1										1																				1				1		11				8%		Weak		12%

						Very Dissatisfied																																								1																																																																																																1																																																						1		1														1																																																		1																				6				4%

		4		At your most recent consultation did you feel the doctor listened carefully to what you had to say?		Yes definitely		1		1		1		1		1		1				1		1		1		1		1		1		1				1				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1						1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1		1		1				1		1				1		1		1		1		1		1		1		1		1		1		1		1		1		1								1		1		1		1				1		1		1		1				1		1		1		1				1		1										1		1		1		1		1		1		1		1		1		1				1		1		1		1		1		1		1		1				1		1								1		1		1		4		117		136		86%		Strong		99%

						Yes to some extent														1																1																																																						1		1																																																						1																														1		1		1										1										1										1						1		1		1																								1																								1		1		1										18				13%

						Not sufficiently																																																																																																																																																																																																																																																																1																				1				1%		Weak		1%

						Not at all																																																																																																																																																																																																																																																																																				0				0%

		5		During your consultation how involved did you feel in any decisions about your care?		Very Involved		1		1		1				1		1				1		1		1		1		1								1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1		1		1		1		1		1						1				1		1		1		1		1		1		1		1		1		1		1		1		1		1				1		1				1				1				1		1				1		1		1		1		1		1		1		1		1		1						1		1								1		1		1		1				1				1		1				1		1		1		1		1		1		1				1				1		1				1		1		1		1		1		1				1						1		1		1		1		1		1		1						1						1				1		1		4		107		138		78%		Strong		99%

						Involved to some extent								1						1												1		1		1																																								1														1		1				1																														1										1										1																						1		1								1		1										1				1						1																1				1						1														1				1		1																		1				1		1				1								29				21%

						Not sufficiently																																																																																																																																																																										1																																																																																																										1				1%		Weak		1%

						Not at all																																																																																																																																																																																																																																																																1																				1				1%

		6		During the consultation were you given enough time to discuss your health issue?		Yes definitely		1		1						1		1						1		1				1		1		1				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1		1		1				1		1		1		1						1		1		1		1		1		1		1		1						1		1		1				1		1				1		1		1		1		1				1		1		1		1				1		1		1		1				1		1						1		1		1		1		1		1				1		1				1		1				1						1		1		1		1		1		1		1		1		1		1		1						1		1		1		1		1		1		1		1						1								1		1		1		3		108		137		79%		Strong		98%

						Yes to some extent						1								1		1						1																																																																								1										1		1																		1																1												1										1										1						1		1														1						1						1				1		1																								1		1																				1				1		1		1								1		26				19%

						Not sufficiently								1																																																																														1																																																																																																																																																																																														2				1%		Weak		2%

						Not at all																																																																																																																																																																																																																																																																1																				1				1%

		7		During the consultation did the doctor explain the reasons for any treatment or action in a way that you could understand?		Yes definitely		1		1		1		1		1		1				1		1		1		1		1		1		1				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1		1		1		1		1		1		1		1				1				1		1		1		1		1		1				1		1		1		1		1		1		1		1		1		1				1		1		1				1		1				1		1		1		1		1		1		1		1		1		1				1		1		1		1				1		1				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1		1		1		1		1		1		1		1						1				1		1		1		1		1		4		124		138		90%		Strong		100%

						Yes to some extent														1																1																																						1																		1				1														1																																				1																						1										1						1																																																												1																		1		1				1														14				10%

						Not clearly																																																																																																																																																																																																																																																																																				0				0%		Weak		0%

						Not at all																																																																																																																																																																																																																																																																																				0				0%

		8		After the consultation did you feel better able to understand and cope with your health issue?		Yes		1		1		1				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1		1		1		1		1		1		1		1				1		1		1		1		1		1		1		1		1		1				1		1		1		1		1		1		1		1				1		1								1		1		1		1		1		1		1		1		1		1		1		1				1		1		1				1				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1		1		1		1		1		1		1		1		3		126		135		93%		Strong		93%

						No								1																																																												1																		1																																														1				1																																		1				1																																																																																		1																		1		9				7%		Weak		7%

		9		Have you seen one of our nurses in the last 12 months?		Yes		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1						1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1		1		1		1		1				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1				1		1		1		1		1		1		1		1		1		1		1		1		1		1						1		1		1		1		1				1				1		1				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1		1		1		1		1		1		1		1		1		1		1				1		1		1		1		1		1				1		3		125		138		91%		Strong		91%

						No																																								1		1																																						1												1																																						1																														1		1												1				1						1																																																1																								1														1						13				9%		Weak		9%

		10		If you have asked to see a nurse urgently, have you been able to access treatment on the same day?		Yes										1		1		1						1		1		1		1				1		1				1		1						1		1						1								1				1		1				1		1		1		1		1		1		1						1						1		1		1		1								1		1		1		1										1				1				1		1						1				1		1				1		1						1						1		1		1				1				1												1						1		1		1		1		1		1				1		1						1		1		1		1		1		1				1						1		1				1						1		1		1						1				1		1		1		1		1		1		1		78		94		83%		Strong		83%

						No				1		1																												1																1				1				1										1																		1				1																																																1																																								1								1																				1																																		1														1																				1		16				17%		Weak		17%

		11		How satisfied were you with the ability to make appointments with a nurse?		Very Satisfied		1		1				1		1		1						1		1		1		1		1										1		1						1				1				1								1		1		1		1		1								1		1		1		1																1		1				1				1		1		1		1		1		1				1		1				1				1		1				1		1		1		1		1		1		1		1		1				1						1		1						1								1										1				1		1		1				1		1				1		1				1		1				1		1						1		1						1								1		1				1										1				1		1								2		75		127		59%		Strong		94%

						Satisfied						1								1		1												1		1				1						1						1				1				1		1		1												1		1		1										1				1						1		1										1														1						1																														1												1		1						1		1				1						1				1								1												1												1		1								1				1		1								1				1						1				1								1		1		1		44				35%

						Dissatisfied																																1																																																						1				1																																																																																				1												1																																																																				1																						6				5%		Weak		6%

						Very Dissatisfied																																																																																																																																																																																																														1																																																																				1		2				2%

		12		At the most recent appointment were you given enough time to discuss your health issue?		Yes definitely		1		1		1				1		1		1		1		1		1		1		1		1		1				1		1		1		1		1				1		1		1		1		1				1		1		1		1				1		1		1		1		1		1		1		1		1		1				1		1				1		1		1		1								1		1		1		1		1		1		1		1		1		1		1				1		1		1		1		1		1		1		1		1		1		1		1		1		1						1		1		1				1				1				1		1				1		1		1				1		1		1		1		1		1				1						1		1				1		1		1		1		1						1		1				1				1		1		1		1		1		1						1				1		1				1		1		3		109		124		88%		Strong		100%

						Yes to some extent																														1																								1										1																						1																		1		1																																																																1				1																																1				1		1																										1																				1				1												1		15				12%

						Not sufficiently																																																																																																																																																																																																																																																																																				0				0%		Weak		0%

						Not at all																																																																																																																																																																																																																																																																																				0				0%

		13		During the appointment did the nurse explain the nature of the treatment in a way you could understand?		Yes definitely		1		1		1				1		1		1		1		1		1		1		1		1		1				1		1		1		1		1						1		1		1		1				1		1		1		1		1		1		1				1		1		1		1		1		1				1		1		1				1		1		1		1				1				1		1		1		1		1		1		1				1				1				1		1		1		1		1		1		1		1		1		1		1		1		1		1						1		1		1		1		1				1				1		1				1		1		1				1		1		1		1		1		1		1		1		1				1		1				1		1		1		1		1						1		1				1				1		1		1		1										1				1		1				1		1		3		108		121		89%		Strong		100%

						Yes to some extent																														1														1										1																1														1																						1																																																																				1																																						1																										1																1				1				1												1		13				11%

						Not clearly																																																																																																																																																																																																																																																																																				0				0%		Weak		0%

						Not at all																																																																																																																																																																																																																																																																																				0				0%

		14		After the appointment did you feel better able to understand and cope with your health issue?		Yes		1		1		1				1		1		1		1		1		1		1		1		1				1		1		1		1		1		1				1		1		1		1		1		1		1		1		1						1		1		1		1		1		1		1		1		1		1		1		1		1				1		1		1		1				1		1		1		1		1		1		1		1		1				1		1		1				1		1		1		1		1		1		1		1		1		1		1		1		1		1						1		1		1		1		1				1				1		1				1		1		1				1		1		1		1		1		1		1		1		1		1		1		1				1		1		1		1		1						1		1		1		1				1		1		1		1								1		1		1		1		1				1		1		3		116		117		99%		Strong		99%

						No																																																																																																																																																																														1																																																																																																						1				1%		Weak		1%

		15		Do the current opening hours enable you to access the care you need?		Yes easily		1		1		1				1		1		1				1		1										1				1				1				1		1		1				1		1				1						1		1		1		1				1		1				1		1		1						1				1						1		1				1		1		1		1		1		1		1		1				1		1				1				1		1				1		1		1		1				1		1		1								1						1				1		1										1		1		1		1				1		1		1		1		1		1		1						1				1		1						1		1		1		1				1		1		1								1										1										1		1						1		3		83		134		62%		Strong		95%

						Yes to some extent								1								1						1		1		1		1				1				1				1								1						1				1		1																1								1		1				1				1		1																								1						1				1						1										1								1		1		1						1				1						1		1		1																														1												1										1										1						1		1		1		1						1		1		1								1						44				33%

						Not easily																																																																						1																																																																																																														1										1																1						1																										1																																				1		7				5%		Weak		5%

						Not at all																																																																																																																																																																																																																																																																																				0				0%

		16		What additional hours would enable you to access the care you need more easily		Early mornings												1				1																										1																										1																1																										1		1																		1								1				1																																		1																		1																														1																								1																		1										15		161		9%

						Evenings						1										1		1				1		1		1		1		1		1				1				1								1												1						1				1				1		1								1				1								1														1				1								1				1				1												1		1		1		1		1						1				1				1		1		1				1		1				1		1				1				1		1				1												1		1																		1						1				1										1		1										1				1		1						1		1		2		57				35%

						Saturdays		1		1						1				1		1				1		1				1										1				1														1				1		1								1				1				1						1		1						1				1										1		1																		1				1		1										1		1						1				1		1		1		1		1		1						1																				1		1		1		1		1										1				1		1		1		1												1		1		1				1		1		1						1		1				1						1		1		1												2		59				37%

						None								1																										1				1						1		1				1						1						1		1														1		1						1						1						1		1								1								1		1														1				1																																		1												1				1												1		1		1		1																1		1																						1																																30				19%

		17		How easily do you find it to get through to the practice on the phone?		Very easy				1				1												1										1								1																		1						1														1				1																				1										1		1		1		1												1																1																						1																				1																1																																												1																				1								3		24		134		18%		Strong		51%

						Easy		1								1		1				1		1						1												1						1						1				1						1						1		1				1				1								1		1								1						1						1																		1		1						1								1												1		1		1						1				1								1						1		1				1												1																				1								1		1		1				1				1								1				1																1						1						44				33%

						Difficult						1								1								1						1																1		1				1										1								1				1						1								1								1		1										1												1								1						1		1						1		1				1												1				1								1				1		1						1								1				1				1		1				1				1		1				1						1										1				1				1		1										1		1		1								1														45				34%		Weak		49%

						Very Difficult																										1						1		1						1														1																																		1		1																		1																												1												1								1												1																				1				1														1						1										1																																				1		1												1		1		21				16%

		18		Is it helpful being advised where you are in the queue?		Yes		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1				1		1		1		1		1		1		1		1		1		1		1		1		1				1		1		1		1		1		1		1		1		1		1		1		1				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1						1		1		1		1				1		1		1		1		1		1		1		1		1		1		1				1		1		1		1		1		1				1				1		1		1				1		1		4		129		133		97%		Strong		97%

						No																																												1																																																																																																																																																																		1		1																																																				1																4				3%		Weak		3%

		19		How helpful do you find the reception team?		Very helpful		1		1				1		1		1		1		1		1		1		1		1		1				1						1		1				1		1		1		1		1		1				1		1		1		1				1				1		1		1		1		1		1		1		1				1				1				1		1		1						1		1		1		1		1		1				1		1		1		1		1				1		1		1				1		1		1				1		1		1				1		1				1		1								1		1				1		1		1		1		1		1				1				1		1				1		1		1		1		1		1		1		1				1		1		1				1		1		1		1		1		1						1		1				1				1										1		1				1		1		3		102		133		77%		Strong		100%

						Helpful						1																						1				1		1						1														1										1				1																		1				1				1										1														1												1																1								1						1								1		1						1														1				1						1																										1														1								1				1						1		1		1												1		31				23%

						Unhelpful																																																																																																																																																																																																																																																																																				0				0%		Weak		0%

						Very Unhelpful																																																																																																																																																																																																																																																																																				0				0%

		20		Are delays in surgery running times communicated by the reception team?		Yes				1						1								1				1		1		1		1								1		1						1								1		1		1		1								1		1		1		1		1				1		1		1						1				1		1		1		1		1						1				1		1		1				1						1										1				1				1		1						1		1				1				1				1		1				1				1				1		1		1		1				1		1						1		1				1		1		1		1		1				1		1				1								1								1		1		1				1				1														1		1		1								2		73		130		56%		Strong		56%

						No		1				1						1		1		1				1										1		1		1						1		1				1		1		1										1				1												1								1		1				1														1				1												1		1				1		1		1		1				1				1						1		1						1				1				1						1				1				1										1						1		1						1												1										1		1						1		1		1												1				1		1						1		1										1		1		2		57				44%		Weak		44%

		21		How satisfied are you with our repeat prescription service?		Very Satisfied		1		1		1		1		1		1				1		1		1		1		1												1		1								1		1		1		1		1		1						1		1		1				1								1		1		1				1		1				1				1		1		1		1				1		1		1		1		1		1						1				1		1				1						1						1		1		1		1		1		1				1		1												1				1		1		1								1				1				1		1				1		1										1		1		1		1		1						1		1				1								1				1				1										1				1		1		1						2		79		127		62%		Strong		98%

						Satisfied														1								1						1		1		1		1						1		1		1														1		1								1				1		1		1								1						1				1																														1										1						1		1														1								1		1				1				1								1		1		1								1						1								1		1																1						1				1		1		1				1				1														1										1		2		45				35%

						Dissatisfied																																																																																																																																																																								1																																												1																																																																2				2%		Weak		2%

						Very Dissatisfied																																																																																																																																								1																																																																																																																																												1				1%

		22		If you had a query regarding your repeat prescription, how satisfied were you with how it was handled?		Very Satisfied		1		1						1		1						1		1		1		1												1		1								1				1		1		1		1		1				1		1		1						1		1				1		1		1						1				1				1		1		1		1				1		1		1				1		1				1		1				1						1						1						1		1		1		1		1						1																				1		1		1														1		1				1		1												1		1		1		1																				1				1						1												1		1		1		1				1		65		119		55%		Strong		97%

						Satisfied						1		1						1		1												1		1		1		1						1		1		1																1								1		1						1								1		1				1				1																								1						1				1												1		1												1		1				1						1						1				1										1		1												1								1						1												1				1		1				1		1		1				1				1		1								1				1										1		3		50				42%

						Dissatisfied																																																																																																																																								1																																																																										1		1																																																																3				3%		Weak		3%

						Very Dissatisfied																																																																																																																																																																								1																																																																																																												1				1%

		23		How satisfied overall are you with the service we provide?		Very Satisfied		1		1				1		1		1						1		1		1		1										1		1		1				1				1		1				1				1		1		1		1		1		1		1		1		1		1		1		1		1		1				1						1						1		1		1		1				1		1		1		1		1						1		1		1		1				1				1		1		1				1		1		1				1						1		1												1						1		1		1														1		1				1		1				1						1		1		1		1		1						1		1		1		1								1		1		1		1																1		1		1				1		3		84		130		65%		Strong		100%

						Satisfied						1								1		1												1		1		1								1				1						1				1																														1				1		1						1										1																								1				1								1								1				1		1						1		1		1		1		1				1		1								1		1		1				1		1						1						1				1		1														1										1		1		1										1		1								1		1												1		46				35%

						Dissatisfied																																																																																																																																																																																																																																																																																				0				0%		Weak		0%

						Very Dissatisfied																																																																																																																																																																																																																																																																																				0				0%

		24		Have you found this survey easy to complete?		Yes		1		1		1		1		1		1		1		1		1		1		1		1				1				1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1				1		1		1		1		1		1		1		1		1		1		1		1		1		1				1		1		1		1		1		1		1		1		1		4		136		137		99%		Strong		99%

						No																														1																																																																																																																																																																																																																																																						1				1%		Weak		1%






