Patient Access Questionnaire Results March/ April 2015

Throughout April we have handed out Patient Access Questionnaires during both morning and afternoon surgery to gain a better, broader understanding of what types of appointments patients prefer. Please see below the results.
Please could you indicate your age range and gender.
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As you can see from the above chart, the majority of the patients completing the forms are female patients 60+, in relation to our Practice Population over 60’s make up 26.3% of our patients, this shows that nearly a quarter of our patients are over 60 and therefore to gain a better understanding of what our patients want, the majority of the questionnaires filled in has proved to be by patients over 60 years of age. However females over the age of 16 make up 43.8% of our practice population, this shows that more females attend our practice more regularly than our male population.
Please also tick which best describes your status 
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As you can see from the above chart, the questionnaire suggests that the majority of patients completing the survey are employed or retired.  

How satisfied are you with our opening hours?
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From the above you can see that the majority of the patients who have completed the questionnaire are satisfied with our opening hours. Unfortunately a small percentage of the patients are not satisfied (14%) with our opening hours. Please see below some of the comments left on our questionnaires:
‘Too long to wait for an appointment’ – not satisfactory
‘Up to now suits me’ – excellent 
‘Long wait to achieve appointments, particularly when in full time employment’ – not satisfactory
‘With working lates I’m not up in a morning to phone up’ – not satisfactory
‘The early morning appointments and late night appointments should be kept for people that work’ – satisfactory

‘7 days opening would be welcome’ – satisfactory 
‘An early appointment would be beneficial’ – satisfactory
 ‘Would like access on Saturday am (non-urgent) – satisfactory
‘Long waiting times for the week and evenings’ – satisfactory
‘Should not close for lunch’ – satisfactory
We understand that the waiting times for our pre-bookable appointments are too long however if a problem is deemed urgent, the patient can be seen that day during our ‘Urgent Access’ clinic (if you are unable to contact the surgery yourself, a family member or friend can book you an appointment). Patients are also advised to ring at 2pm for any cancellations. If an urgent problem arises during evening surgery, the GP will endeavour to ensure the patient is seen or some sort of medical advice is given.
On average here at the surgery, we offer 44,106 appointments per year. Government guidelines state that each practice should offer 5.3 appointments per patient which would amount to 35,876 appointments based on the practice population here at Crystal Peaks Medical Centre.  We are exceeding this target by around 8,200 appointments each year. We also open 1 Saturday per month which creates another 120 GP appointments per year. The surgery remains open on a Wednesday dinner time and whilst the surgery is closed for ‘dinnertime’ on the other days, the GP is on home visits or completing their admin duties before evening surgery begins. 
Unfortunately we are unable to ‘save’ early appointments and late night appointments for patients who are employed as this would be discrimination, in addition to this from our questionnaire the majority of patients who completed the survey are in fact employed and have stated they are satisfied or find the opening times very good or excellent.

What is your experience of telephone access to the surgery?
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From the above you can see that the majority of the patients who have completed the questionnaire are satisfied with telephone access to the surgery. Please see below some of the comments left on our questionnaires:
‘Depends on the time of day’ – very good/ satisfactory
‘When asked to phone at 8am and 2pm, cannot get through and then the appointments have been taken’ – not satisfactory

‘Have previously called 87 times @ 8am before I got through’ – not satisfactory

‘Difficult to get through but appreciate this is due to the volume of calls’ – not satisfactory

‘Lunchtime calls’- satisfactory

‘Have had to try calling many times to get through’ – satisfactory

‘Difficult to get through for appointments’ – satisfactory

‘Never get through or don’t answer’ – satisfactory

‘Sometimes it can be difficult and frustrating trying to get through to someone on the phone but it usually doesn’t take long’ – satisfactory

The busiest times for getting through to surgery are 8am in the morning and 2pm in the afternoon to book on the day appointments. We have 13 phones lines that all patient calls come through, they are in order and if you are put into a queue the call will be answered in turn. If a patient is trying to contact the surgery for something other than an on the day appointments such as results from a blood test we ask patients to ring after 3pm in the afternoon (your call should be answered more quickly as there is less volume of calls). 
At present, we are unable to have our phone lines open during the ‘dinnertime’ period due to GP’s being on home visits and also reception staff completing admin duties that they don’t have time to do during our surgery opening hours. 
What are your feelings on access to speaking with a GP on the telephone?
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As you can see from the above chart, most patients who have used the service find speaking to the GP on the telephone satisfactory, very good or excellent. 
How would you rate your satisfaction in getting seen the same day when you felt the problem was urgent (Urgent Access)?
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As you can see from the above chart, most of our patients are satisfied with our urgent access or feel the system is very good or excellent. Unfortunately some patients find ‘Urgent Access’ not satisfactory. We have tried many ways of booking urgent appointments over the years and have found that the ‘Urgent Access’ clinic we run every morning between 10am and 12 noon has worked the best so far and receives the most positive feedback from our patients.  
How would you describe your experience of booking appointments in advance for routine matters?
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From the above you can see that most of our patients are satisfied with booking an appointment in advance however some are not satisfied with this service. We believe this is due to the waiting times of booking a pre-bookable appointment. However as outlined in ‘How satisfied are you with our opening hours’, we offer 8,200 more appointments per year than national guidelines state. 
Which statement best describes your views on telephone consultations? (Tick as many as apply)
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As you can see from the above chart the majority of patients always prefer face to face appointments however a large percentage state that telephone consultations are acceptable for certain problems. Of the patients that completed the questionnaire only a small amount thought telephone consultations are acceptable when they have an appropriate timeslot. 
How do you feel about the access to your preferred GP?
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As you can see from the above, patients have rated access to their preferred GP as very good. The comments left include the waiting time for a pre-bookable appointment for the preferred GP. As outlined in the above, we already offer more appointments than what the government guidelines state, we also run extended hours that include early mornings, late nights and one Saturday per month. 
We currently offer both pre-bookable appointments (for routine matters) together with same day appointments (Urgent Access for acute problems). Please indicate which type of appointment you feel we need to prioritise.
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As you can see from the above chart, from the questionnaires completed the majority feel that Urgent Access should be prioritised, however pre-bookable appointments are still important to some a vast amount of patients and should also be prioritised. We currently offer pre-bookable appointments in the morning and afternoon and run our ‘Urgent Access’ clinic every morning following our pre-bookable appointments. Please see ‘Improving Patient Access’ audit for findings on percentages on types of appointments available to patients. 
Summary
Overall, the main issue with access to appointments seems to be the waiting times for routine pre-bookable appointments. The questionnaire has suggested that urgent book on the day appointments i.e. Urgent Access, is still very important to our patients and is a service our patients value, however understandably feel that the wait for pre-bookable appointments with a specific GP is too long. As outlined in the questions above, we run extended hours and do exceed the minimum guidelines for number of appointments offered per year in regards to our Practice Population by approximately 8200 a year; this is not taking into consideration our Saturday clinics. 
We currently only see patients face to face however on occasion the GP may contact the patient via telephone to discuss certain matters they feel acceptable to be discussed in such a way. The result of the questionnaire has suggested this is what patients prefer. 

In view of the results, both Urgent Access and pre-bookable appointments are important to different patients, routine appointments are used for chronic problems that have been ongoing for some time and medication reviews etc., urgent access is for acute onset problems that need urgent attention that day such as infections or a lump etc. 

In conclusion, we currently offer both book on the day and pre-bookable appointments and feel that due to different patient’s demands/ needs our appointment system is helping aid both types of appointments. 
Further comments:
‘Very good overall, everyone trying to accommodate’

‘Overall very good’

‘Both Urgent and pre-bookable appointments are important, what is urgent to one person another may not think that urgent’ – we have notices around reception and on our website informing what urgent access should be used for.

‘It is good you can get in for Urgent Access’

‘Waiting times on booked appointments always run late’ – due to emergencies that arise during surgery, running late cannot be avoided, also some patients may attend a 10 minute appointment with numerous problems. 

‘Overall excellent service, all staff, GP’s and nurses are lovely’

‘All reception staff and nurses always provide excellent service and go beyond what they should’

‘I’s satisfied with doctors surgery, no complaints’

‘Appointment waiting times too long’

‘Fab staff, all good for me!’

‘Receptionists excellent, I appreciate they cannot make appointments where there are no slot. GP’s excellent service. Weekend appointment would ease congestion and helpful to working patients or opening hours extended’
‘The receptionists always pleasant and helpful and work very hard’
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