Newport Medical Group
National GP Patient Survey Date – Action plan
 Overview of main areas
Following results of the GP Patient Survey for 2018 & 2019, these were discussed at several meetings as follows:
· Survey sent to Management on 22/3/2019 to raise awareness of what needed improvement
· Newport Rd  (Office Manager – with responsibilities over CQC compliance) and (PM Consultant)
· During this meeting on 3rd July 2019, the following was agreed:
· Discussion with PPG on 3/7/2019 for comments and suggestions
· To be discussed at Office Managers meeting on 4th July 2019 and with Quality and Safety Lead (Dr NW) at meeting on 4th July 2019
· 2019 survey released on 11/7/2019 has been e-mailed to practice management for reflexion
· [bookmark: _GoBack]Staff meeting on 25/7 & 30/7 to discuss 2018/19 surveys and ways to improve performance
· 2018-19 comparison for clinicians sent to Dr Nadia and Amy Innes leads for GP’s and PN on 24/7/2019 to be cascaded to their staff
· Patient engagement strategy for 2019-2020 created to look at overall patient feedback and engagement

· Introduction of monthly patient in-house survey from August 2019

· 428 surveys sent, 89 surveys returned, 21% completion – 2018
· 462 surveys sent, 84 surveys returned, 18% completion – 2019



Document created – March 2019
Updated regularly as progress made
Last update – 10 October 2019

Areas improved in the 2019 survey (in comparison with 2018 results)


Areas that require improvement and action plan
	
PATIENT FEEDBACK

	
ACTION PLAN

	Find it easy to get through to the practice by phone 

(35% 2018 - 36% 2019)
	· Mystery shopper audit since March 2019

Issues identified (Risk):

· Phone systems at Newport and Stoney Lane inadequate – New system that allows to answer phones at other sites - centralisation
· Stoney Lane – requires more staff on NHS side to deal with range of GP side of business however lack of space – Extension of premises
· Building work commence in September 2019

	Find the receptionist helpful 

(66% 2018 – 64% 2019)
	· Customer service training – February 2019
· Refresher course will be done in April 2020
· Mystery shopper
· Employee of the month
· Appraisals
· Staff satisfaction interview in November and review in June 19
· Patient feedback awareness and action meeting with all sites (25-30/7/2019)
· Signposting training

	Satisfied with the general practice appointment times available  

(44% 2018 – 43% 2019)
	· Extended hours as part of HuB from June 2018
· Additional staff
PN – April 2019
GP’s – April 2019
Upskilling HCA
Push doctor
· Minor ailment scheme
· Appointment audit – October 2019

	Were offered a choice of appointment when they last tried to make a general practice appointment 

(44% 2018 – 37% 2019)
	· Additional staff
PN – April 2019
           GP’s – April 2019
           Push doctor
· Appointment coordinator and review of system in June 2019

	
Were satisfied with the type of appointment they were offered 

(50% 2018 – 38% 2019)
	· Additional staff
PN – April 2019
           GP’s – April 2019
Upskilling HCA

	
Described their experience of making an appointment as good 

(36% 2018 – 35% 2019)
	· Customer Service training
· Staff motivation, empowerment 
· Patient feedback 
· On-going staff development work via identification of training at appraisal 
· F&F analysis – request site feedback to identify issues at each site
· NHS Choices improvement
· Patient feedback awareness and action meeting with all sites (25-30/7/2019)

	Say they have had enough support from local services or organisations in the last 12 months to help manage their long-term condition 

(77% 2018 – 67% 2019)
	· Plan for 2019-20 to introduce Health Education Awareness days 
· Signposting training
· Social prescriber

	Describe their overall experience of this GP practice as good  

(58% 2018 - 58% 2019)
	All above
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Say the healthcare professional they saw or spoke to 

was good at giving them enough time during their 

last appointment 68% 81% -13% 87% -19% 67% 79% -12% 87% -20%

Say the healthcare professional they saw or spoke to 

was good at listening to them during their last 

appointment 69% 83% -14% 89% -20% 75% 83% -8% 89% -14%

Say the healthcare professional they saw or spoke to 

was good at treating them with care and concern 

during their last appointment 70% 81% -11% 97% -27% 71% 80% -9% 97% -26%

Were involved as much as they wanted to be in 

decisions about their care and treatment during their 

last appointment 79% 89% -10% 93% -14% 85% 88% -3% 93% -8%

Had confidence and trust in the healthcare 

professional they saw or spoke at their last 

appointment 87% 93% -6% 96% -9% 93% 92% 1% 95% -2%

Felt the healthcare professional recognised or 

understood any mental health needs at their last 

appointment 74% 81% -7% 87% -13% 79% 79% 0% 86% -7%

Felt their needs were met during their last 

appointment 80% 92% -12% 95% -15% 94% 91% 3% 94% 0%
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Total results

		NEWPORT MEDICAL GROUP

		SURVEY ANALYSIS - 2018

		June 2019



		Question		Practice achievement		CCG average		Difference		National average		Difference				Question		Practice achievement		CCG average		Difference		National average		Difference

		Your local GP service														Your health

		Find it easy to get through to the practice by phone		35%		58%		-23%		70%		-35%				Say they have had enough support from local services or organisations in the last 12 months to help manage their long-term condition		77%		74%		3%		79%		-2%

		Find the receptionist helpful		68%		83%		-15%		90%		-22%

		Satisfied with the general practice appointment times available		44%		62%		-18%		66%		-22%				Question		Practice achievement		CCG average		Difference		National average		Difference

		Usually get to see or speak to their preferred GP		36%		41%		-5%		50%		-14%				Overall experience

																Describe their overall experience of this GP practice as good		58%		76%		-18%		84%		-26%

		Making an appointment		Practice achievement		CCG average		Difference		National average		Difference

		Were offered a choice of appointment when they last tried to make a general practice appointment		44%		56%		-12%		62%		-18%

		Were satiesfied with the type of appointment they were offered		50%		66%		-16%		74%		-24%

		Took the appointment they were offered		86%		91%		-5%		94%		-8%

		Described their experience of making an appointment as good		36%		58%		-22%		69%		-33%

		Waited 15 minutes or less after their appointment time to be seen at their last appointment		40%		60%		-20%		69%		-29%

		Say the healthcare professional they saw or spoke to was good at giving them enough time during their last appointment		68%		81%		-13%		87%		-19%

		Say the healthcare professional they saw or spoke to was good at listening to them during their last appointment		69%		83%		-14%		89%		-20%

		Say the healthcare professional they saw or spoke to was good at treating them with care and concern during their last appointment		70%		81%		-11%		97%		-27%

		Were involved as much as they wanted to be in decisions about their care and treatment during their last appointment		79%		89%		-10%		93%		-14%

		Had confidence and trust in the healthcare professional they saw or spoke at their last appointment		87%		93%		-6%		96%		-9%

		Felt the healthcare professional recognised or understood any mental health needs at their last appointment		74%		81%		-7%		87%		-13%

		Felt their needs were met during their last appointment		80%		92%		-12%		95%		-15%







What we have done

		NEWPORT MEDICAL GROUP

		SURVEY ANALYSIS - 2018														SURVEY ANALYSIS 2019

		June 2019



		Question		Practice achievement		CCG average		Difference		National average		Difference				Practice achievement		CCG average		Difference		National average		Difference

		Your local GP service

		Find it easy to get through to the practice by phone		35%		58%		-23%		70%		-35%				36%		55%		-19%		68%		-32%

		1. Mystery shopper weekly audit following Customer Service to staff
2. New phone system suggested for 2 sites 


		Find the receptionist helpful		68%		83%		-15%		90%		-22%				64%		82%		-18%		89%		-25%

		1. Customer Service training (19/2/2019) 2.  Recruitment of additional staff (GP/PN)  3. Additional appointments in the system

		Satisfied with the general practice appointment times available		44%		62%		-18%		66%		-22%				43%		58%		-15%		65%		-22%

		1.  Additional appointment due to new staff  2. More online appointments  3.  Push doctor

		Usually get to see or speak to their preferred GP		36%		41%		-5%		50%		-14%				21%		40%		-19%		48%		-27%

		This is not always possible as we employ mainly doctors that work part time



		Making an appointment		Practice achievement		CCG average		Difference		National average		Difference				Practice achievement		CCG average		Difference		National average		Difference

		Were offered a choice of appointment when they last tried to make a general practice appointment		44%		56%		-12%		62%		-18%				37%		55%		-18%		62%		-25%

		New staff employed (GP/ANP/PN)

		Were satiesfied with the type of appointment they were offered		50%		66%		-16%		74%		-24%				38%		65%		-27%		74%		-36%



		Took the appointment they were offered		86%		91%		-5%		94%		-8%				84%		90%		-6%		94%		-10%



		Described their experience of making an appointment as good		36%		58%		-22%		69%		-33%				35%		56%		-21%		67%		-32%



		Waited 15 minutes or less after their appointment time to be seen at their last appointment		40%		60%		-20%		69%		-29%				42%		59%		-17%		69%		-27%



		Say the healthcare professional they saw or spoke to was good at giving them enough time during their last appointment		68%		81%		-13%		87%		-19%				67%		79%		-12%		87%		-20%

		Say the healthcare professional they saw or spoke to was good at listening to them during their last appointment		69%		83%		-14%		89%		-20%				75%		83%		-8%		89%		-14%



		Say the healthcare professional they saw or spoke to was good at treating them with care and concern during their last appointment		70%		81%		-11%		97%		-27%				71%		80%		-9%		97%		-26%

		Were involved as much as they wanted to be in decisions about their care and treatment during their last appointment		79%		89%		-10%		93%		-14%				85%		88%		-3%		93%		-8%



		Had confidence and trust in the healthcare professional they saw or spoke at their last appointment		87%		93%		-6%		96%		-9%				93%		92%		1%		95%		-2%

		Felt the healthcare professional recognised or understood any mental health needs at their last appointment		74%		81%		-7%		87%		-13%				79%		79%		0%		86%		-7%



		Felt their needs were met during their last appointment		80%		92%		-12%		95%		-15%				94%		91%		3%		94%		0%



		Your health

		Say they have had enough support from local services or organisations in the last 12 months to help manage their long-term condition		77%		74%		3%		79%		-2%				67%		72%		-5%		78%		-11%



		Overall experience

		Describe their overall experience of this GP practice as good		58%		76%		-18%		84%		-26%				58%		73%		-15%		83%		-25%





Clinicians

		NEWPORT MEDICAL GROUP

		SURVEY ANALYSIS - 2018														SURVEY ANALYSIS 2019



				Practice achievement		CCG average		Difference		National average		Difference				Practice achievement		CCG average		Difference		National average		Difference



		Say the healthcare professional they saw or spoke to was good at giving them enough time during their last appointment		68%		81%		-13%		87%		-19%				67%		79%		-12%		87%		-20%

		Say the healthcare professional they saw or spoke to was good at listening to them during their last appointment		69%		83%		-14%		89%		-20%				75%		83%		-8%		89%		-14%



		Say the healthcare professional they saw or spoke to was good at treating them with care and concern during their last appointment		70%		81%		-11%		97%		-27%				71%		80%		-9%		97%		-26%

		Were involved as much as they wanted to be in decisions about their care and treatment during their last appointment		79%		89%		-10%		93%		-14%				85%		88%		-3%		93%		-8%



		Had confidence and trust in the healthcare professional they saw or spoke at their last appointment		87%		93%		-6%		96%		-9%				93%		92%		1%		95%		-2%

		Felt the healthcare professional recognised or understood any mental health needs at their last appointment		74%		81%		-7%		87%		-13%				79%		79%		0%		86%		-7%



		Felt their needs were met during their last appointment		80%		92%		-12%		95%		-15%				94%		91%		3%		94%		0%










