Patient Access Survey

Summer 2018
Please indicate your age range
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Please indicate your gender
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Please also indicate which best describes your status
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How satisfied are you with our opening hours?
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We noticed that patients who stated the opening hours were ‘satisfactory’ or ‘not satisfactory’ were employed. One comment we also had on this section was that our opening hours would be good if they didn’t work full time or if they could stand outside the door at 1.45pm for an appointment. 

Here at Crystal Peaks Medical Centre we try our best to cater our services for all demographic of patients. We run a late night surgery on a Wednesday until 7pm and an early morning clinic on both a Tuesday and a Friday from 7.30am. We also open one Saturday per month and have always been open at full capacity on a Thursday afternoon unlike neighbouring practices. We now also have the satellite unit at Woodhouse Health Centre. This allows us to book our patients into clinics at Woodhouse Health Centre which is open until 10pm, 7 days a week. 
What is your experience of telephone access to the surgery?
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As you can see from the above percentages, the majority of patients felt telephone access to the surgery was ‘excellent’ or ‘very good’. One comment that a patient left was that the lines at 2pm to get a cancellation with the GP are congested and by the time they get through the appointments have gone. The problem with telephone access was highlighted some years ago and since then we have put in a place an options telephone message so you can choose where your call gets directed. This includes booking an appointment, a prescription query, a referral query or for test results. This was to try and cut down on the waiting time a patient has to wait before the call is answered. We understand that sometimes as lines are extremely busy, even by selecting the option you need, there is still a wait. Unfortunately demand of telephone calls is out of our hands but we always try our best to ensure calls are answered in a timely manner. Looking at the figures the majority of our patients are happy with this. 

We would like to encourage patients to sign up to Online Services; this allows you to book your own appointments with the GP or book an appointment for blood tests. You can also order repeat prescriptions or send prescription queries. In addition to this, you have the option of viewing your coded record (this includes problems such as major operations you may have had or illnesses) along with viewing your vaccinations. Cancellations that become available at 2pm are available to book online. There is also an app to log onto Online Services from your mobile phone. This will help stop patients having to wait in a queue to be answered and effectively lines may not be as congested for patients who need urgent advice. 
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 figures, the majority of patients find access of speaking to a GP on the telephone ‘excellent’ ‘very good’ or ‘satisfactory’. As part of a national roll out, we are now engaging with Care Navigation. Care Navigation is whereby our receptionists are trained to ask particular questions so they can help direct you to the most appropriate clinician/ service. Sometimes a GP isn’t the best option. This means that before they pass your query to the GP or ask a GP to call you back they are trained to direct you more appropriately. These services include physiotherapy, community support workers, district nurses, pharmacists and opticians for acute eye problems. 
In addition to this, if you leave a message with the receptionist, they will pass this on to the GP and after they have sought advice they may call you back themselves instead of the GP doing so. 

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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The majority of patients find our ‘Urgent Access Clinic’ ‘excellent’. This allows on the day problems to be dealt with as soon as possible by a GP. ‘Urgent Access’ is run every morning between 10.30am - 12.30pm. Patients are advised to ring at 8am for an ‘Urgent Access’ appointment. 
How would you describe your experience of booking appointments in advance for routine matters?
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The majority of patients find pre-bookable appointments ‘very good’ however there are a number of patients that find the service ‘not satisfactory’. We believe this is due to the length of time patients have to wait to see their preferred GP. We currently have 6 GP’s, 2 registrars and 1 pharmacist. We are aware the waiting time for a routine appointment can be longer than expected however please see below our figures compared with the national average: 
During 1 working week (Monday – Friday) we offer on average including GP’s, nurses, pharmacist, HCA’s, phlebotomists: 

678 appointments (531 are GP appointments)

During 1 working week (Monday – Friday) the national average number of appointments for GP appointments is:
420 appointments

As you can see from the above figures, we are above the national average for GP appointments. Our appointment figures do not take into account our additional Saturday clinic which we run once per month together with the Satellite Hub at Woodhouse. As per Practice Index, recent analysis shows that practices routinely offering more than 70 appointments per 1,000 registered patients per week were able to meet patient demand and therefore offer greater patient satisfaction.
Which statement best describes your views on telephone consultations? (Tick as many as apply) 
1. I would always prefer a face to face appointment 
2. Telephone consultations are acceptable for me for certain problems 
3. If it means more appointments are available overall, I would sacrifice face to face appointments to permit more telephone consultations

4. Telephone consultations are only acceptable to me if I have an appropriate time slow (e.g. 40 minutes) when I know I will be called 
From all options above, the vast majority of patients chose option 2, ‘telephone consultations are acceptable for me for certain problems’, second option with the majority of votes was ‘ I would always prefer a face to face appointment’. This suggests to us that patients value our face to appointments but would welcome a telephone consultation if they felt this could be dealt with appropriately. On a daily basis, GP’s do triage our patients via the message book, if this can be dealt with over the telephone, this is done so however if the GP feels that in their clinical judgment the patient needs to be seen face to face an appropriate appointment, with a doctor or nurse, will be booked for the patient. As this is the system we currently use and the one our patients like the most, we will continue to see the majority of patients face to face and will triage messages that go into the message book via telephone if appropriate. 

How do you feel about the access to your preferred GP?
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The majority of patients find access to their preferred GP ‘’excellent’ however there are a strong number of patients who do not find it satisfactory. In the feedback comments, the reason patients feel this way is due to the length of time they have to wait to see their preferred GP. As you will have seen previously, we offer on average 678 appointments Monday – Friday. This does not include our Saturday clinics or the use of the Woodhouse Satellite Hub, it also doesn’t take into consideration the number of home visits the GP has to do on a daily basis. 
We do not give patients a choice as to the GP they see in ‘Urgent Access’ however we feel that due to the nature of the problems that are relevant for ‘Urgent Access’ it wouldn’t make a great deal of difference to see your preferred GP or not. We understand that patients build up a rapport and good relationship with a specific GP but if you ever need to be seen urgently, this is always available. 
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, the majority of feel we should prioritise ‘Urgent Access’ slots. We run ‘Urgent Access’ on a daily basis and use the majority of our morning surgery for urgent appointments only. However, a good amount of patients still feel we should prioritise routine pre-bookable appointments therefore our current system of offering both types of appointments is accommodating different needs of our practice population. 
_1596361316

_1596365669

_1600156452

_1600157044

_1600157282

_1596366281

_1596364598

_1596360903

_1596361036

_1596360714

