Patient Experience Survey – Access to General Medical Services
Feedback Report

	Practice Name
	
	Mount Surgery


	Local Health Board
	Neath Port Talbot


Introduction

	The Access DES survey began in the practice on 05/02/08 with the last of the required surveys being given to patients and completed on 18/02/08. Enough surveys were distributed to ensure that we collected 25 per 1000 patients. 
The surveys were randomly distributed to patients attending for an appointment with a member of the primary care team.
In total 
281 surveys were distributed with 
242 being returned for analysis, giving a response rate of 
86.12%.

The percentage responses given below are based on the number of patients that answered each question rather than the total number of surveys returned, since not all patients answered all the questions in the survey. 
Frequency distribution graphs are shown at the bottom of the report, showing the numbers of answers per question.


Breakdown of Results

	Q1. 

This showed that 
95.6% (
93.4%) of patients were able to consult with an appropriate member of the primary care team within 24 hours. 
Just 
4.4% (
6.6%) of patients reported that they were unable to do this.

Q2. 

This shows that 
78.9% (
66.3%) of patients were able to book a consultation up to two weeks in advance.

Meanwhile 
21.1% (
33.7%) reported that this was not possible. 
Q3.


79.9% (
77.6%) of patients that telephone the practice were satisfied with the system currently in use at the practice. 

Meanwhile, 
20.1% (
22.4%) of patients answered that they were not satisfied at being able to get through on the phones here. 
Q4.


89.6% (
79.8%) of patients were able to make an appointment with a doctor of their choice within 4 weeks.

Just 
10.4% (
20.2%) of patients felt that they were unable to do this. 

Q5.
Overall 34.6% of patients were satisfied with the current opening hours of the practice. Of the 155 patients that would like further opening hours, 19.4% would like more hours in the morning, 17.4% at lunch times, 45.2% in the evening, and 56.8% at weekends.

Q6.
In the past 12 months 69% of patients have seen a doctor more than 3 times, 39.7% of patients have seen a doctor more than 5 times, and 4.6% were making their first visit.

Q7.

Asked whether a phone consultation would be preferable for routine appointments, to save a trip to the practice, 64.9% of patients expressed their opposition to this idea.

Q8, 9 & 10

The demographic questions showed that:

· 40.3% of respondents were male and 59.7% were female.

· 60.3% were older than 45 years.

· 98.7% were white, 0.4% were black/black British, 0.4% were mixed, and 0.4% were Chinese ethnic backgrounds.




Summary of Comments

	Comments on why a level of service has seemingly not been met, have been split into their applicable questions.
Q1.
· No appointments available with the doctor I wanted to see.

· I wished to see a particular doctor who was not available for 48 hours.

· Requested later appt.
· Wanted a medical.

· I had to phone back 2 days later to book my appointment.

Q2.
· Appointment only given on the day you ring.

· Got to phone 8.30 on the day you want app.

· Have not tried.

· Told to keep contacting on daily basis, not able to pre-book.

· Phone on the day.

· It’s the way the practice runs.

· Not aware of prebook appts.

· Told I had to phone 8.30.

· The doctor I wanted to see was booked up.

· I was told to phone back.

· Appointments full.

· Ring up the day you want the appointment.

· Only booking for the following day.

· Because the books were not ready for that week.

· No appointments.

· All pre-booked appointments had gone, but only for coming week.

· Advanced booking is not available, apart from limited bookings next day.

· None left.

· Only book in on the day.

· Can only make appointment on day.

· Can't remember.

· Have never been made aware of this.

· Staff said I had to ring on the day.

· Haven't tried.

· They told me I'm not allowed. Got to book on the day.

· One weeks notice only.

· Was told you need to phone on the day at 8.30.

· Phone on day.

Q3.

· The line is often very congested in the morning. If travelling to work this causes problems in trying to get through before leaving.

· Most app gone by the time you get through.
· Lines always busy.
· Long waiting times.

· Unable to get through until 9am.

· Sometimes you're on hold for over 15 mins.
· Usually a queue.

· Always engaged.

· It takes forever to get through.

· Should be more lines.
· Takes me at least 20 mins to get through.

· When you get through the doctor is full, plus the price of the calls.

· Engaged. Mad rush at 8.30.

· Holding on phone too long.

· Expensive to ring.

· Because it cost a fortune and you are sometimes on hold for about 15 mins.

· Telephone number has too many digits.

· Don't like auto service.

· Much too lengthy wait time.

· Takes ages.

· Don't like not getting through direct.

· Ansaphone

· Line busy.

· Waiting time.

· Waiting too long.

· Early morning call.

· All appointment gone by 9am.

· Very difficult to get through at 8.30 and most of the time GP is already booked up by 8.45.

· Never usually get through 8.30 as phone cuts you off.

· Waited 20 mins & still on hold.

· Waited 30 mins in the phone queue.

· Problems getting through, customer care of staff poor.

· Difficult to arrange appointment if not contacted surgery by 8.30am.
· Takes too long and you lose the doctor you require.

· Hard to get through.

· Had to call several times. Peak rate number.

· Held in long queues & when get through no appts left.

· Your system is too long-winded.

· Too long on phone.
Q4.
· Doctor selected for me.

· Told to keep contacting on daily basis, not able to pre-book.

· But always same day.

· Working full-time I can only phone on my day off. Not available.

· Book closed.

· Only 2 weeks allowed.

· Not sure. Wasn't asked.

· Advanced booking not permitted.

· Unavailable.

· Not able to pre-book 4 weeks in advance.

· Can only make appointment on day.

· Ring on the day.

· Never asked.

· Never needed to.

· One weeks notice only.

· Appointments not available 4 weeks in advance.

· Always booked.



Conclusions

	The practice continues to provide a high level of access to our services for patients.
We have again improved the access patients have in being able to see a primary care practitioner within 24 hours.

Our patients are now more aware of the fact that we can offer appointments that can be booked up to two weeks in advance, but there still remains a group of patients we need to make aware of this. Also, many more patients are now able to see a GP of their choice within 4 weeks.
The work we have carried out to improve phone access at peak times has paid dividends in that more patients are now satisfied with being able to contact us by phone, however there remains room for improvement still.
A large group of patients would like to see the practice provide alternative opening times. The practice is committed to investigating the best way in which to provide this to our patients.

As an alternative way of having a GP consultation for routine matters, the majority of patients are opposed to the use of phone consultations and would prefer to visit the practice.

In summation, overall we have seen a positive improvement in all areas of our access to services provided to our patients. 




1. When you last contacted the practice were you able to consult with an appropriate member of the primary care team within 24 hours?
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2. When you last contacted the practice to make an appointment for a problem which was not urgent could you pre book an appointment up to 2 weeks ahead?

[image: image2.emf]Q2. Appointment 2 weeks ahead?
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3. Are you satisfied with the ability to get through to your practice on the telephone?
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4. When you last contacted the practice with a problem that was not urgent were you able to make an appointment with a particular GP of your choice, if you wished to, within 4 weeks?
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5. If you would like the practice to offer additional hours, would you like the practice to be open
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6. In the past 12 months, how many times have you seen a doctor from your practice?
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7. Would you like to be able to have your consultation over the phone, rather than visiting the practice?
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8. Sex

[image: image8.emf]Q8. Male / Female
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9. Age
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10. Ethnicity
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