Walford Mill Medical Centre
Patient Reference Group
Practice Appointments Survey March 2012

Survey Results – Summary of Findings

Update January 2013 – Outcomes of Recommendations for Action

The following summarises the results of the recent Appointments Survey and sets out the practice’s proposed action plan to address the priorities arising from the survey.  You are invited to comment on these results and proposals and confirm your approval of them.

	Respondents are mostly occasional users of the service and they are familiar with the different types of GP consultation offered by our appointments system.


Practice Recommendations for Action: We will continue to provide new patients with an information leaflet explaining the appointment system.  This leaflet will also continue to be available for download on our website as well as being displayed in the surgery waiting room.  We will continue to provide prompts for patients by way of recorded verbal messages when they contact us by telephone.  

OUTCOME:  Our information leaflet is widely available in the surgery and via our website.  All new patients receive a copy in their new patient information pack.  This has led to a greater understanding of our appointment system for patients.

Most respondents have experienced several of the different types of GP appointments we currently offer.

	Of those who have experienced a telephone consultation, the majority found it fairly or very easy to arrange this for a time that suited them and were happy with the consultation.


	Of those who have experienced a face to face consultation, the majority found it fairly easy to arrange this for a time that suited them, although just over a quarter did not find it easy.  The experience of a face to face appointment was rated very highly.


	A clear majority of respondents favour being able to consult with a GP on the same day of their choice but also think a mix of appointment types is the fairest way of meeting the high demand for a consultation with a GP.


Practice Recommendations for Action:   To  continue with our principal of ‘same day access’ to a GP but also to review the number of face to face consultations offered as a % of our overall allocation of appointments to see if these could be increased.

OUTCOME: Our ‘same day’ appointment system continues to offer patients the opportunity to consult with a GP on the day they contact us as long as the requests is made before 11am.  Same day telephone consultations with a GP help us manage the demand for these appointments during peak times and periods of particularly high demand and ensures everyone has quick access to a GP for help and advice. This has enabled us to increase the allocation of face to face consultations during less busy times. 

Up to 3 days is the timeframe that the majority of respondents would wish to wait for a face to face appointment.   

	A first come, first served system is not popular, however, the guaranteed same day telephone consultation is considered the fairest system by over a quarter of patients. Also, a clear majority of patients feel a Doctor is the best person to assess the clinical urgency of medical problems. 

The majority of respondents felt it was fairly important to consult with a specific GP.



Practice Recommendations for Action: We will seek to ‘fine tune’ the appointments system to try and ensure patients can consult with the most appropriate GP within an acceptable time frame.  Our suggestions to achieve this are:

Same Day Telephone Consultations : These would be used for ‘triaging’ or assessing the medical urgency of all requests by patients wishing to consult with a Doctor on the day they contact us.. There would be no limit on the daily allocation of this type of consultation but patients would be asked to contact us by 11am.   The Doctors would then telephone patients in the first instance to discuss the problem and together agree the best way forward.  The outcome will be different for each patient and may be one of the following:
Advice given for self- management or sign posting / referral to other health services as appropriate.  Also, advise on what to do if the problem does not resolve within an expected timeframe or worsens.
Advice given and prescription issued for collection at patient’s convenience.
Further tests arranged in the first instance so that the Doctor can review these and then agree the best way forward with the patient. 
Further assessment and physical examination is agreed as necessary and a time for this is arranged with the patient.  This may be that same day depending on the medical urgency of the problem.

OUTCOME:  The same day telephone consultations are now a key feature of our appointment system.  It enables patients to receive prompt help and advice directly from a GP. Patients may also benefit by not having to make unnecessary visits to the surgery saving them time, transport costs and absences from work.

Pre-Bookable Consultations:  A set allocation of appointments available for reception staff to offer to patients who wish to plan up to 2 weeks ahead for either a telephone or face to face consultation.  The times of these appointments would include our extended hours sessions which run on Mondays and Thursdays evenings from 6.30pm and once a month on a Saturday morning. This type of appointment may not be available on day’s of high demand (i.e. Mondays and Fridays, and days following a bank holiday) and when there is reduced availability of Doctors due to annual leave or sickness.
 
OUTCOME: Pre-bookable consultations are available for patients who prefer to plan ahead.  Our twice weekly late evening sessions and once a month Saturday morning sessions are all pre-bookable in advance and are particularly popular with patients who have day time commitments that make it difficult to attend during normal hours.


Follow up Consultations:  A set daily allocation of appointments for use by GPs only so that they may be utilised to arrange a follow up consultation for patients where this may be necessary (either face to face or on the telephone). This will also help to ensure continuity for the patient and GP. For example:

For a physical examination following an initial telephone consultation.
For a problem that is not resolving following the initial treatment plan and/or advice.
To discuss results of previous tests and investigations and agree next steps.
To review an on-going chronic problem that requires long-term management.

OUTCOME:  All GPs have an allocation of ‘doctor’s use only’ appointments to assist them to manage cases needing a greater degree clinical input.  
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