RESULTS FROM PATIENT SURVEY

Perth & Scone Medical Group have always recognised the importance of the whole primary healthcare team working closely together to provide a high quality service to our patients.  We are fully committed to quality and continually strive to encourage, foster and maintain the highest possible standards of general practice.  Against his background the practice took the decision to apply for the RCGP Quality Practice Award in late 2002.  We were confident that the work involved in seeking to meet the relevant criteria would be carried out with commitment, hard work and enthusiasm by the whole team, and we were delighted with our success in achieving QPA in June 2004.

In the development of responsive, quality services, the importance of understanding consumer beliefs and experiences is widely acknowledged.  At Perth & Scone Medical Group we continue to look at ways to involve patients in giving us feedback on what they think of the service we offer, and how this can be improved.  We do this in a number of ways, including patient surveys, significant event analysis, qualitative interviewing, comments and suggestions box, and by ‘listening’ to what patients tell us.

One of the recommended patient questionnaires for use in general practice was the GPAQ questionnaire, which was developed to assess the aspects of care regarded as the most important by patients, which are detailed below.  To ensure a fair spread of patients across both our sites, therefore, we took the decision to post out questionnaires to 250 randomly selected patients.  Reception staff were also instructed to ask 20 consecutive patients attending different consulting sessions during one week in January 2006 if they would like to take part in the survey.  We were once again very pleased with the willingness of our patients to take part in this exercise, and we had a total of 141 (56%) postal questionnaires returned, and 259 completed in the surgery, giving a total of 400 completed questionnaires.  

According to Wensing (1998) satisfaction levels are likely to be greater where a high quality of service reflects the areas identified as being of the greatest importance to patients.  In this regard the questions in the GPAQ questionnaire looked to gather feedback in relation to these prime objectives – access and availability, communication skills, continuity of care, and inter-personal attributes.

1.
Access and Availability

In numerous studies on what patients value most from general practice, how quickly they can see their doctor is invariably shown to be of the greatest importance to them.

a)
Appointment Availability

Of the 374 respondents who requested an appointment with a particular doctor, 74% were seen the same day or the next working day, and 14% were seen within 2-3 days.  For those requesting an appointment with any doctor, 85% were seen on the same day or the next working day, and 11% were seen within 2-3 days.  When asked to rate this, 85% thought it was ‘excellent’, ‘very good’ or ‘good’.

When asked “if you need an urgent appointment to see a GP can you normally get one on the same day” 68% of the respondents said YES and 29% said they had never needed one. Only 3% said they could not get an urgent appointment on the same day, and although a very small minority, we were still a little surprised at this response, as our policy has always been to ensure that urgent appointments are always seen on the same day.  However, it may be that some people requesting an urgent, same day appointment want the doctor of their choice and are actually prepared to wait for an appointment.

Overall these results were very pleasing indeed, and confirmed the success of our robust management of the appointment system to ensure overall capacity and demand figures remain at the optimum level.

b)
Waiting Times

As a training practice we have operated 10 minute appointments for many years, but there is no doubt that if the GP is faced with a few complex problems, or indeed an emergency during a consultation session, this can lead to patients being held up.  However, once again the results were encouraging and showed that 79% of respondents waited between 5-10 minutes, and 19% between 11-20 minutes before seeing the doctor, and 75% rated this ‘excellent’, ‘very good’, or ‘good’.

It was interesting to note the very high percentage of 98% of respondents being seen within 20 minutes, yet concerning that only 75% of these rated this highly.    

c)
Opening Hours

When asked to rate how satisfied they were with our opening hours, 87% respondents thought they were ‘excellent’, ‘very good’ or ‘good’.

Of the 238 (44%) patients who responded to the question about additional hours they thought the practice should open, 90% would prefer these to be in the evenings or at the weekend.

d)
Telephone Access

Of the 390 respondents to this question, 83% thought that telephone access to the practice was ‘excellent’, ‘very good’ or ‘good’.

When asked to rate their satisfaction with phoning the doctor for advice, 79% of the 285 respondents thought this was ‘excellent’, ‘very good’ or ‘good’.

2.
Communication Skills

The vital part of every service industry is to be found in the interaction between the service provider and the service ‘customer’.  Staff in any service organisation, particularly in general practice, will occupy a key position in influencing customer perception of quality.  These meetings have been called “moments of truth” for an organisation – where the service is decisively judged by the client. 

a)
Receptionists

How reception staff communicate with patients will inevitably go some way to help form the patient’s opinion of the practice as a whole.  We are fully committed to staff training and development to ensure that as the first point of contact, all staff will have the necessary communication skills required to better cope with these “moments of truth” referred to above.

When asked to rate how helpful they found the receptionists, and how they found they are usually treated by the receptionists, nearly all respondents (96%) said they were ‘excellent’, ‘very good’ or ‘good’.

These very positive results were very rewarding to all concerned and they reflect the hard work and commitment of the reception and administration staff in refining and implementing our robust procedures and systems. We remain committed to ensuring ongoing commitment to this very important part of the service.  

b)
Practice Nurses

Our nursing team has expanded considerably over the past 3-4 years and we now offer a full range of nursing care from an appropriately skill-mixed team.  In addition, they run a number of chronic disease management clinics, including asthma and COPD, diabetes, hypertension, and coronary heart disease.  It was interesting to note the high percentage (77%) of respondents who had been seen by a Practice Nurse within the last year, and this reflects the increasingly important role our nurses hold within the practice.

It was very pleasing to note that almost all the respondents (96%) considered that the quality of the nurses’ care, attention and explanations was either ‘excellent’, ‘very good’ or ‘good’.

c)
Doctors

In trying to strike a balance between offering enough appointments to ensure easy access for patients, and allowing enough time within a consultation for patients and doctors to ‘communicate’, the doctors can at times feel overwhelmed.  However, all the doctors in the practice consider themselves to be approachable and friendly, with a commitment to involving the patients in a ‘partnership’ approach to their medical care.  It was very reassuring, therefore, to note the very high satisfaction ratings of 97% with doctor’s attention to what they say, 95% with the thoroughness of their questions, and 95% with their explanations of the patient’s health problems or treatment.

3.
Continuity of Care

Many patients appreciate the choice between a speedy appointment with a doctor who may not be known to them, but are prepared to take a later appointment with a doctor more familiar to them.  Many patients who visit the doctor very infrequently, for instance, are usually happy to see any doctor.  Those who attend more regularly normally expect to see the doctor of their choice, and whom they feel knows them and their medical condition better.  Again the survey findings pointed to high satisfaction ratings, with 88% of respondents able to see a particular doctor either the same day or within 1-2 days, and 96% of respondents able to see any doctor the same day or within 1-2 days.

4.
Inter-personal care

As patients become much more knowledgeable about their medical care, the doctors continue to encourage them to become fully involved in understanding and coping with their particular illness, so they can make better decisions around treatment options for example.  It was very pleasing, therefore, to note the very high satisfaction ratings of 92% with the time the doctors spends with the patient, 95% the doctor’s patience with questions and worries, and 94% with doctor’s caring and concern.

CONCLUSION 

The very positive feedback from the survey was, of course, very rewarding for all staff concerned, although the practice accept that a ‘one-off’ survey will only provide a ‘snapshot’ of the current situation.  Of considerable satisfaction to all staff concerned were the high satisfaction ratings shown towards the doctors, practice nurses and reception staff.  The findings appeared to confirm that these “moments of truth” which were previously stated to be critical for an organisation, were being managed to a consistently high level by all staff.

The percentage of patients who would like the practice to open in the evenings or weekends was not too surprising, but the new contract the practice has signed up to states very clearly that NHS24 will take responsibility for patient care in these out of hours periods.  As demand continues to rise during ‘normal’ working hours, our capacity to meet that demand becomes significantly compromised, and it is difficult to see how we could contemplate additional opening hours in the future.

Effective use of patient feedback is without doubt dependent on its integration into other activities, and on its being viewed not as a ‘one-off’ exercise but as requiring to be continued over time.  We remain committed to involving our patients as much as possible in providing feedback to us on the quality of the services we provide.  As this was the third year in succession that we have used the GPAQ questionnaire, we feel it is time to consider other methods for our patients to use, and this will be discussed at length with all the staff in the near future.  Perhaps the imminent introduction of our practice website may provide us with more innovative ways to improve feedback.

Full results are shown below.

1.  
Are you male or female?
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2.  
What is your age range?
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3. 
How long have you been registered with the practice?
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4.
In past 12 months, how many times have you seen a doctor or   nurse from your practice? 
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5. 
How would you rate the convenience of practice location?
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6.
(a)
 How helpful do you find the receptionists?


[image: image6.wmf]5

21

39

35

0

10

20

30

40

percentage

fair

good

v good

excellent


6.
(b)
 How are you treated by the receptionists?
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7.
How do you rate the hours the practice is open for appointments?
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8.
(a)
 How quickly do you get an appointment with a particular 

               doctor?
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8.
(b)
 How quickly do you get an appointment with any doctor?
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8.
(c)
How do you rate this?
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9.
If you need an urgent appointment can you normally get on the same day?
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10.
(a)
 How long do you usually wait for appointments to begin?
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10.
(b)
 How do you rate this?
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11.
(a)
How do you rate the ability to get through to the 

              practice on the phone?
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11.
(b)
How do you rate the ability to speak to a doctor on the  

              phone?


[image: image16.wmf]11

26

42

18

3

0

10

20

30

40

50

percentage

excellent

v good

good

fair

poor


12.
(a)
How do you rate the system for ordering repeat 

              prescriptions?
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12.
(b)
How do you rate the system for collecting repeat   

              prescriptions?
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13.
(a)
How do you rate attention the doctor gives to what you say?                 
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13.
(b)
How do you rate how thorough the doctor’s questions are?
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13.
(c)
 How do you rate the doctor’s explanation of your health 

                problems?
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14.
(a)
How do you rate amount of time your doctor spends with you?
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14.
(b)
How do you rate the doctor’s patience with your questions or 

               worries?
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14.
(c)
How do you rate the doctor’s caring and concern for you?
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15.
(a)
How do you rate the doctor’s knowledge of your medical 

              history?
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15.
(b)
How do you rate the doctor’s knowledge of what worries

              you most about your health?


[image: image26.wmf]28

31

25

13

3

0

5

10

15

20

25

30

35

percentage

excellent

v good

good

fair

poor


15.
(c)
How do you rate the doctor’s knowledge of your responsibilities

              
at home, work or school?
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16.
(a)
I completely trust my doctors judgement about my medical 

               care.
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16.
(b)
My doctor would tell me the truth, even if there was bad news 
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16.
(c)
My doctor cares more about keeping down costs than about  

               doing what is needed for my health.
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17. 
How often do you leave your doctors surgery with unanswered 

       questions?
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18. 
Would you recommend your usual doctor to your family and friends?
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19. 
Have you seen a nurse in your practice in the last year?
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20
(a)
How would you rate the attention the nurses give to what 

              you say?
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20
(b)
How would you rate the quality of care the nurses provide?
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20.
(c )
How do you rate the nurses explanations of your health 

               problems or treatments that you need?
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21. 
All things considered, how satisfied are you with your practice?
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