Action points agreed by the Patient
Participation Group 2012/2013
Analysis of the results of the patient participation survey have resulted in
three main areas where we will make changes within the surgery to improve
services and communication.
1.Overhearing what patients are saying, patient confidentiality at reception.
This was an issue highlighted by the patient group and survey. After the result of last
year’s survey, we have tried to improve this aspect of our service by putting up a
poster at the reception desk advising that patients can speak in a private area away
from reception if they choose. However, 26.25% of respondents to the survey said
they were worried about patients overhearing ‘what you say at reception’.
We have discussed this matter further and will advertise the information regarding
the opportunity to speak in a private area away from reception more widely. This
information will be publicised on the website and patient display boards within the
practice as well as the surgery leaflet.
2. Regarding patients that went to A&E during surgery hours.
35% of patients said they had tried to call the surgery to try and get medical
attention before going to A&E. This issue has been discussed in detail.
There are two main areas which we will look at.
Firstly, we will try and improve how quickly the phones are answered[see point 3]
and secondly, we will look to see whether there is a training need for the reception
staff to ensure patients that need to be seen urgently will be offered an appointment
for that day. The practice manager will do scenario training with the receptionists to
ensure they are asking the appropriate questions to ascertain the urgency of the
situation, so that patients are only redirected to A&E if this is the correct course of
action after discussion with the doctor, as we are keen to provide greater access
opportunities for patients to be seen and assessed in the surgery whenever
appropriate.
3.How quickly patients were able to get through to the surgery by phone
This is an issue which the patient group would like the practice to address.
The survey showed that 35% of people got through on the phone either extremely or
very quickly, but obviously we are keen to improve these figures
.
As this is a concern highlighted by both the patient group and the survey, the
practice as a result of this will now make sure that there are two reception staff
available to answer the phones at all times. This will mean that the surgery will
review its reception administration rotas to make sure that we accommodate this
new procedure as soon as possible. We will also work to publicise the facility for

online booking of routine appointments, to encourage patients to use this method as
often as possible so as to ease pressure on the phone lines.

