Results of the Patient Satisfaction Questionnaire on Accessibility

We had 50 questionnaires completed by patients and if you were one of those may I thank you very much, the results are very encouraging.
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	When booking appointments 70% of patients stated they had no problems getting through on the phone.

6% used the internet to book their appointments which is very encouraging.  If you would like to book your appointments or order your prescriptions on line please ask our reception staff for a form which will provide you with all the information you need to get started.
4% came to the desk and personally made their appointments.

20% stated they did have problems getting through on the phone, the most difficult time being between 08:00 and 09:00, however it was quite noticeable that 50% of the patients who were booking a routine appointment were phoning in at 8 o’clock in the morning.  If you are after booking a non urgent i.e. routine appointment try and ring in after 11 am.
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	96% of patients who were requesting an urgent on the day appointment were given one.

There is still some concern that patients are stating they have an urgent problem and are “by-passing” the system to get an appointment earlier.

To clarify, an urgent on the day appointment is a newly occurring problem which is so acute you need to see a doctor urgently on the day.  Examples are acute tonsillitis, acute stomach pain, new onset of any acute pain.  It is not for renewing sick notes, getting repeat medication, ongoing chronic disease management (unless there is an acute flare up of your condition which requires urgent attention by a GP) etc.
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	Out of 24 patients who requested a routine appointment to see a GP of their choice 88% were given one.  The other 12% were not given their GP of choice as either the GP was off sick or off on annual leave.

	

	


Things to do for Swanlow Medical Centre
· Educate and advertise to patients the best times to ring in for appointments
· If you require an urgent on the day appointment, this means that you have an illness/problem which needs attention from either a GP or a Nurse Practitioner on the day you are ringing in.  By the very nature of this you must be available to come to the surgery any time from 8.30am to 6pm at a time specified by the surgery.  The appointments have to be given out in order of time and you cannot insist on being seen after work on an emergency appointment. You will also not have a choice of GP, you will be seen by either the GP on call or our Nurse Practitioner, Jeanette.  Jeanette is fully qualified to prescribe, refer and consult as a GP would.  

· If you require a routine appointment this can be made up to 4 weeks in advance with a doctor or your choice.  Please try and plan ahead for your routine appointments and then we will be able to offer you more choice of time and date.  

Please ring in from 8.00 onwards if you require an urgent appointment.

Please ring in after 11am for a routine appointment.

Please ring before 10am if you require a home visit as these are allocated to the Doctors at 10am.



Please ring in after 2pm for any laboratory results.
· Encourage more patients to join the “booking on line” system
· If you would like to either book your appointments on line or order your repeat medication on line please come to the surgery and ask the reception staff for the details to enable you to set your own account up allowing you to do this.

· Consider different ways of providing consultations e.g. Skype.

