North House Surgery

Patient Survey Action Plan

Points to be addressed as highlighted by patient survey
Information and any actions already tried by the practice in the past
Actions to be taken
1.  Telephone access  at 8am;


 
The practice has a list size of approximately 13,600 patients.  We now have 6 partners, 2 Salaried GPs and 1 GPwSI who does 1 session per week.  Also a training practice so can have up to 2 trainee GP consulting with patients at any one time.  

Previously the practice has increased the number of incoming lines on the ‘762945’ number from 3 to 5 to enable more people to get through at any one time.

The number of staff answering telephone at 8am has been increased to 4 on Mondays and Tuesdays (historically the surgeries busiest days) and 3 every other day to enable quicker answering of the 5 incoming lines. 

Difficulty in recruiting GPs and Locums to cover for holidays.
The practice is looking into the feasibility and cost of getting a queuing system added to the surgery telephone lines.  

GPs are, over the coming weeks, auditing the number of  pre-booked appointments they make when calling patients back after investigations etc.  


2. Capacity for appointments and pre-bookable appointments;



The practice has, in the past, carried out numerous capacity and demand audits.  These proved that Mondays and Tuesdays were the busiest days and the number of GPs holding surgeries on these 
days has been increased by moving around GP half days to help increase capacity. 

The practice has tried booking half of all appointments as pre-booked and the other half as urgent’s.  Have tried 3 x quarters booked and 1 x quarter as urgent’s and also in the past have booked all available appointments ahead.    

At present, the practice opens up pre-bookable appointments for people who need to plan to see a doctor 1 week ahead.  These are opened up at 1pm on a Friday for the whole of the following week but go very quickly. 

The practice regularly reviews the number of pre-bookable appointments and opens more up according to demand where ever possible.   
Lynn and Gillian will be visiting a surgery in Bishop Auckland, with a similar list size, to see how they cope with capacity and demand for same day and pre-bookable appointments.

3.  Ordering prescriptions;
Patients of the practice have 4 ways in which they can order prescriptions:

In person, 
by post,
by telephone
and on line.

The telephone line was stopped for a short period of time recently due to staff shortages beyond the control of the surgery.  This has now been reinstated to run between 4pm and 6pm Monday to Friday.  A message has been put on the prescription line number informing patients.  

The practice has set up a system on the patient website to enable patients to order prescriptions on line at any time of day or night.  This service has already been promoted with notices up in the surgery waiting area, on the Jayex Board and also with posters in the chemists when the service first began.
There have only been a small number of patients who have asked to access the on line ordering service.  The PPG will look at ways of promoting the on-line service to patients.

The practice will look at running a survey to ask patients if they prefer the prescription lines alternative opening times.   

Boot’s chemists have also recently started a service by which they will order prescriptions for patients on regular repeat medication.  Clemitson’s are awaiting approval to run a similar scheme.  These also need to be promoted to patients as an alternative way of getting medication.


4.  Late evening surgeries;
The practice has had late evening surgeries from 6pm since July 2008.  These appointments are for non urgent conditions only as there is no nurse or chemist available from 6pm. 

These are advertised in the practice leaflet, on the practice website and also on the Jayex board within the surgery.
A number of comments on the survey are from patients asking for late evening surgeries.  

The PPG will look at ways of promoting the late evening surgeries and help get the information out to a wider audience.   


