Action plan based on results of 24-25 Practice patient survey

Problem to address: The 2024 National GP patient survey highlighted that patients find it difficult to get through to us via phone.

What did we want to know and why: Why patients phone the surgery – if the reason they are calling, can be done via a method other than phone, we can look to increase usage / promote that.

What were the results:
- 63% of respondents called to make an appointment with the Nursing team;
- 46% called to obtain test results;
- 31% called to discuss medication.

What are our SMART targets based on these results:
- Enable some Nursing team appointments to be booked via GP Online Services (GPOS) by the beginning of Q3 25-26.
- Enable further Nursing team appointments to be booked via our phone system’s automated management service by the beginning of Q3 25-26 (can currently book Long-term condition reviews, Cervical screens, and Child immunisations).

- Conduct a targeted e-mail-based awareness raising campaign, to promote patients using the Contact Your Surgery Online button on our website, when they want to discuss medication.

- Reduce the number of patients selecting option ‘three’ (to obtain test results) on our phone system by 0.3% when compared to Q3 24-25 (3.3% of callers), by the end of Q3 25-26, by raising awareness of patients being able to use GPOS to obtain their results, by adding a slide to our waiting room TV screens and increasing staff awareness (adding again to the Monthly practice newsletter, agenda’ing at staff group meetings).


Problem to address: The 2024 National GP patient survey highlighted that less respondents than the 2023 survey found our Reception & Administrative staff to be friendly and helpful.

What did we want to know and why: Of the expected qualities of staff in Reception & Administrative positions, which ones did patients perceive staff to have the least of – we can then tailor our ongoing staff training, to focus on these elements of customer service.

What were the results:
- just over a quarter of respondents thought staff were Thorough;
- just under one third thought staff were Empathetic;
- just under half thought staff were Good communicators.

What are our SMART targets based on these results:
- Reception & Administrative staff are to have Customer service training delivered to them by the end of Q4 25-26.
- The Practice Manager has taken the temperature of staff morale and wonders whether the service being delivered, and the responses relating to Empathy & Thoroughness, is impacted by frequent verbal abuse staff receive, which can be demoralising, therefore will continue and expand work being undertaken surrounding staff well-being by the end of Q4 25-26.


Problem to address: The 2024 National GP patient survey highlighted that patients find it difficult to see / speak to their preferred healthcare professional.

What did we want to know and why: What would help patients get an appointment with their preferred GP, within the confines of the services we are able to deliver – if we know the main reason, we can look to increase awareness / promote that. 

What were the results: 
- over half of respondents were willing to have a phone appointment;
- just under half thought it would be helpful to know the working day / pattern of their preferred GP;

What are our SMART targets based on these results: 
- Reduce the waiting time for the ‘third available appointment’ by 0.5 days when compared to Q3 24-25 (21.2 days), by the end of Q3 25-26, by:
	- adding a slide to our waiting room TV screens promoting phone appointments;
	- a targeted e-mail-based awareness raising campaign promoting phone appointments;
- updating the comments GPs leave on test results so that the course of action patients need to take is clear (to try and reduce the booking of appointments ‘just to check’, thereby reducing appointment availability).


Problem to address: The 2024 National GP patient survey showed that the surgery was below both local & national averages for satisfaction surrounding waiting times for appointments. 

What did we want to know and why: What would help patients get an appointment sooner than currently, within the confines of the services we are able to deliver – if we know the main reason, we can look to increase awareness / promote that. 

What were the results: 
- nearly two thirds of respondents were willing to have a phone appointment;
- nearly three fifths were both willing to see a healthcare professional other than a GP, and have an appointment outside of ‘core hours’ (i.e. 8.00am to 6.30pm, Mon. to Fri.) even if this was not with a GP employed by us, or didn’t take place at the Health Centre (appointments at these times / with these staff / at these locations, are known as ‘Enhanced Access (EA)’.

What are our SMART targets based on these results: 
- Reduce the waiting time for the ‘third available appointment’ by 0.5 days when compared to Q3 24-25 (21.2 days), by the end of Q3 25-26, by:
- promoting the ‘Additional Roles’ staff (e.g. surgery Pharmacist, Physician Associate etc.) and what they can do, in surgery by adding a slide to our waiting room TV screens, and creating a dedicated wall display;
- conducting the actions above, aimed at helping patients get an appointment with their preferred GP;
- promote EA in surgery by adding a slide to our waiting room TV screens, and changing the background of our self-check-in touchscreens to an EA promotional image; 
- adding a message to our phone system at the times when we are closed, advising how patients can book an EA appointment.



Problem to address: The 2024 National GP patient survey highlighted that less respondents than the 2023 survey found it easy to contact us via our website.
What did we want to know and why: What would encourage patients to contact us via our website (we had raised awareness of how patients could contact us via the website, on our survey form) – if more patients make an enquiry that they would previously have done over the phone, via the form on our website instead, it will reduce the demand on our phone system. 
What were the results: 
- nearly 70% of respondents wanted to be able to make an appointment;
- nearly half of respondents wanted a quick response.

What are our SMART targets based on these results: 
- conducting the actions above aimed at promoting patients using the Contact Your Surgery Online button on our website (this allows patients to make an appointment);
- create and implement a standardised process for keeping patients who have made enquires via the website, updated, that all Administrative staff (who deal with enquiries made via website) follow, by the end of Q1 25-26;
- review the confirmatory message that patients who have made enquires via the website receive, to ensure that patient expectations are managed, by the end of Q1 25-26.





