DISCUSSION OF LOCAL SURVEY FINDINGS AND ACTION PLAN FOR
HEATHVILLE MEDICAL PRACTICE, 5 HEATHVILLE ROAD, GLOUCESTER

DATE: WEDNESDAY 18TH JANUARY 2012
 (
Patient reference group (PRG) members present:
Mrs S H
Mr D B
Feedback  from Mr A F Aged 15
Not attended: Mrs J J 
)




 (
2.
Practice Staff (and designation) present:
Dr A Seymour  - Partner
Mrs C Barnfield – Office Manager
Mrs V Bassett – Practice Administrator
)




 (
3.
Key Findings from this local survey:  see separate sheet
)

 (
4.
 Which responses were most positive?
See separate Sheet – Seeing practitioner of choice/ waiting time/telephone access/speaking to GP on the phone.  Feedback:  You can’t improve on excellence/ Always friendly/excellent service and deserves to have better premises. 
)




 (
5. 
Which responses were least positive?
See separate Sheet – Comfort of waiting room/ Appointment Bookings/Opening Hours/Building could be bigger/Parking problems.  
)




 (
6.
In which areas did you deviate most from the national benchmark? Can you explain why this might be?
Comfort of Waiting Room – This may be due to the age/suitability of the premises.  No major alterations can be done although we can discuss minor improvements with PRG/Partners.
Opening Hours of Satisfaction – This may be due to patient’s perception and we feel they need to be re-educated on the services we provide. 
)





 (
What are the main priorities identified by the PRG?
The agenda was set and the PRG agreed the areas of concern.
They were comfort of waiting room.
Noise from reception
Improvement of toys/magazines and children’s books.
Pre-booking appointment system and evening appointments. 
The intercom system/parking problems.
The prescription turnaround.  
Blood test results 
 The signage of the waiting room to the consulting rooms.
)











 (
What are the main priorities identified by the practice staff?
On looking at the survey results, we set the agenda as documented.  
)









HEATHVILLE MEDICAL PRACTICE ACTION PLAN FOR 2011/2012

[bookmark: _GoBack]The chosen areas, both the practice and the patient participation group have agreed as priorities and intervention.

	Priority for action
	Proposed changes
	Who needs to be involved?
	What is an achievable time frame?

	
Waiting Room improvements





	Up to date magazines
Check signage proximity.
Reception Staff to be made aware of Noise issues.
Look into one or two higher chairs with arms for use by elderly patients. 
Look at providing a water dispenser. 
Children’s Books to be updated. 
The signage needs to be re-located to make it clearer to patients. 
	Practice Staff
Office Manager

Office Manager/Reception

Practice Administrator


Office Manager

General Maintenance
	Magazines/Books to be looked at immediately and to be reviewed monthly. 

All other areas to be completed within 2 months.

	
Appointment System/Bookings 
Evening Appointments





	Patient re-education, involving a flyer drop on all prescription requests.  Website News-Flash.
Receptionist Refresher Training.
Posters in waiting areas.
	Office Manager & Reception Staff
	Starting week commencing 22nd January and to continue for 1 month.

	

Intercom System




	On balance it was felt not feasible to purchase a new system in light of our impending new building but we agreed to look at ways we could help patients if they do not hear.  It was agreed to add posters in the waiting room highlighting that patients can ask reception to look out for them.

	Reception Staff
	Immediately

	
Parking Problem






	It was agreed by all parties that there is nothing we can do to improve the situation currently.
	Practice Staff
	This should be addressed when we move in to new purpose built premises.

	Areas of concern that cannot be changed:
Prescription Turnaround – We currently turnaround prescriptions within 48 hours.  Due to the volume of scripts daily, the safety and the procedure involved, it was agreed this was a suitable timescale and did not need improvement. 

Blood Test Results Time – After discussing with the PRG the procedure and the need for full concentration in the results being given out, it was agreed a set timeslot was a necessity but the practice agreed to review case by case if required. 






Submitted by:	Mrs C R Barnfield		Signed:
Name: Mrs C R Barnfield
Job Title:  Office Manager
Heathville Medical Practice, 5 Heathville Road, Gloucester, GL1 3DP

