Appendix 18

Patient Reference Group Patient Experience Survey 

Agreed Action Plan

Q1. How easy do you find getting into the building at the surgery?
Even though we have had an excellent response to this question, it is always a subject that is high on the Westgate Practice agenda and we will fully support any future changes to the building to improve access.
Q2.  How clean is the GP Surgery?

We are extremely pleased with the response to this question.  Maintaining a high level of cleanliness is vital and so we will continue to monitor it to ensure a hygienic environment for our patients.  

Q3. In the Reception Area, can other patients overhear what you say to the receptionist?
We are aware that this is an issue and one that we would very much like to address.  The Westgate Practice are tenants in the Health Centre building and so we are limited as to how much we can improve the overall lay out of the reception area.  Many GP Practices find that this affects them.  Detailed below is our proposed plan of action:
1. Confidentiality is a fundamental topic for the practice, so we will continue with staff training on this subject.
2. To make sure patients are aware that if they feel uncomfortable discussing an issue at the front desk, we have always been more than happy to discuss it with them in a separate room.  Do this by putting new posters up in a highly visible place in the reception area inviting them to ask and adding a statement on the practice website.
Q4.  How helpful do you find the receptionists at the surgery?

This question received an outstanding response and we will continue to provide staff training on this.  
Q5.  How long after your appointment time do you normally have to wait to be seen? And Q6. How do you feel about how long you normally have to wait?

We are tremendously pleased that 70% of respondents feel that they are seen in a timely manner.  Due to the fact that question 5 and question 6 are regarding the same subject, the following proposed action plan is applicable to both:
1. Ensure appropriate use of appointments by continuing to educate patients about what can by discussed in a single 10 minute appointment.  After the initial appointment, if the doctor feels it is appropriate to be seen again on a double appointment, he/she will advise the patient to book one.   

2. Provide training to reception staff to inform patients when they arrive at the front desk that the doctor they are seeing is running a little behind and so they may not be seen on time.  
3. Put up posters and a notice on the website explaining that although doctors do try to run to time, they sometimes have to see a patient with a problem that cannot be dealt with in 10 minutes which unfortunately puts their other patients behind.  

