
Survey Results Comparison 2017/18 – 2018/19 

Action Plan for 2019/20
On reviewing this year’s survey results they suggest we have managed to reach a larger section of our patient population compared with the previous year. We believe this was helped in part by the use of a ‘pop-up’ function available on our practice website. This has enabled us to reach patients who may not attend the practice on a regular basis and who may not be aware of any changes or improvements to the services we provide. Therefore we believe the comparable percentages do not reflect an accurate overview of the results so we have chosen to include the number of actual patients who have responded to give a fairer representation.
	You said 2017/18
	We did…
	Results 2018/19
	Actions for this year

2018/19

	72% (57 patients of a total 79) of you said you were aware that we offered pre-bookable appointments on Monday evenings after 6:30pm and on also on Saturday mornings.
	Promoted during the Flu season when more patients attended the practice.
	62.33% (157 of a total 252 patients)
	On reflection of the results, with regard to the services we offer, we will be undertaking a promotional campaign using the ‘pop up’ facility on our website as this has worked so well in reaching more of our patients. As mentioned in our statement above we believe the reason some patients are not aware of our services is due to them not attending the practice on a regular basis so may not have seen the information we display on site. We will continue to review how this information is displayed within the practice and make any changes necessary to be more visible to our patients. 

	73% (58 patients of a total 79) said that they knew that appointments can be made four weeks in advance.
	As above
	65.20% (163 out of total 250 patients)
	As above

	87% (67 out of total 77 patients) said that they didn’t know that they can request to have access to their summary or detailed coded record via the online services.
	Information about online services is available as part of all new patient registration packs and on the practice website.
	Question was changed to ask whether patients are aware of online services including; Appointment booking, medication requests and ability to view parts of their medical record.

91.8% (224 out of total 244 patients) confirmed that they are aware of online services
	This result is really encouraging as online access continues to grow. 

	85% (66 of a total 77 patients) said they would accept an appropriate appointment with a pharmacist if offered.
	The practice currently has a pharmacist working two days per week to assist with medication queries and reviews.
	90.32% (224 of a total 248 patients)
	Very encouraging, will continue to promote and utilise pharmacist.

	68% (53 out of total 77 patients) said that they found the practice website easy to navigate.

	Practice changed website
	Question changed;

Patients were asked have they visited the new website 

73.47% (180 out of total 245 patients) answered ‘Yes’

If ‘Yes’ did you find it easy to navigate

93.99% (172 out of total 183 patients) answered ‘yes’ they found it easy to navigate.
	We are encouraged and pleased with that the new website has been seen as an improvement.

	98% (72 of a total 73 patients) stated they feel treated with dignity and respect when attend the practice.
	
	97.93% (236 of a total 241 patients)
	As this question is fairly ambiguous; for future surveys we will add a further option for comments/questions to obtain constructive feedback for any patients answering ‘No’. This will enable us to understand where improvements can be made.

	100% of patients stated they are very or fairly satisfied with the overall care the practice provides.
	
	95.28% (222 of a total 233 patients)
	We are disappointed that 4.72% were not satisfied with the overall care they received. As above; we will add options to obtain further feedback next time.

	Additional actions following survey results

	New Questions

16.81% (39 of a total 232 patients) of patients said they would not accept a referral to the Community Navigator.
	Social prescribing & Community Navigators are going to be part of the new way of working for GP practices. We will promote this service within our campaign.

	
	31.54% (76 of a total 241 patients) said they do not read our newsletter.

7.47% (18 of a total 241 patients)
Answered yes they are a carer. 

8.47% (5 of a total 59 patients) 
Answered yes they have notified us.
	As this question is also answered on the online survey we have reached a different audience. We will add to pop up on the website when the new newsletter is published.

This answer was not comparable as the number of patients who answered yes to being a Carer varies widely from the number that answered yes to informing us.  Will continue to encourage Carers to notify/engage with the practice.

	
	70.4% (176 patients of a total 250) of patients said that they are aware we offer telephone appointments with a GP Mon-Fri
	Very encouraging but will include in the promotion campaign.
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