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Summary of Findings and Action Plan from Westbury Group Practice 

2021 Patient Survey
A patient survey was agreed with the Patient Participation Group (PPG) and was conducted in the months of November and December 2021.  We thought it was Important to share some practice statistics within the questionnaire, this data was extracted between 1st November 2020 and 31st October 2021:

· Telephone call data - The practice team answered 133,267 telephone calls, this was a call average of 2563 calls a week, 513 a day. Telephone calls made by the practice team to our patients was 175,463 which was an average of 3374 calls a week, 674 a day.

· Appointment data - During the same period 139,841 patients were seen for face-to-face appointments, an average of 2689 a week, 538 a day.  57,204 appointments were carried out by telephone or video consultation, 1100 a week, 220 per day.

The survey was sent digitally to all patients aged 16 years and over.  We received a total of 1586 responses, 49 more responses than the previous year. The age groups of the patients who engaged with us and completed the questionnaire are as follows:
	1. Which age bracket do you fall into? 

	Answer Choices
	Response Percent
	Response Total

	1
	17 or younger
	 


	0.63%
	10

	2
	18-20
	 


	0.63%
	10

	3
	21-29
	 


	3.59%
	57

	4
	30-39
	 


	5.80%
	92

	5
	40-49
	 


	11.16%
	177

	6
	50-59
	 


	21.82%
	346

	7
	60 or older
	 


	56.49%
	896

	
	answered
	1586

	
	skipped
	0


The following questions asked patients to state how satisfied they were in certain areas:

	2. During the pandemic we have had to explore new ways of working to keep our patients and staff safe. This has involved introducing remote consultations, which includes telephone and video calls. How would you rate your experience of your consultation with a medical professional using this method? 

	Answer Choices
	Response Percent
	Response Total

	1
	Very satisfied
	 


	18.28%
	290

	2
	Satisfied
	 


	28.18%
	447

	3
	Neutral
	 


	18.41%
	292

	4
	Dissatisfied
	 


	13.49%
	214

	5
	Very dissatisfied
	 


	7.44%
	118

	6
	N/A
	 


	14.19%
	225

	
	answered
	1586

	
	skipped
	0


	3. We also give patients the option to submit their query online by submitting an E-consult to explain their medical issue or query. When using the E-consult function, how satisfied were you with the process and result? 

	Answer Choices
	Response Percent
	Response Total

	1
	Very satisfied
	 


	9.52%
	151

	2
	Satisfied
	 


	15.07%
	239

	3
	Neutral
	 


	11.22%
	178

	4
	Dissatisfied
	 


	10.97%
	174

	5
	Very dissatisfied
	 


	8.51%
	135

	6
	N/A
	 


	44.70%
	709

	
	answered
	1586

	
	skipped
	0


	4. When interacting with any members of our practice teams, how satisfied are you with their help and guidance? 

	Answer Choices
	Response Percent
	Response Total

	1
	Very satisfied
	 


	31.21%
	495

	2
	Satisfied
	 


	34.80%
	552

	3
	Neutral
	 


	14.25%
	226

	4
	Dissatisfied
	 


	9.21%
	146

	5
	Very dissatisfied
	 


	5.11%
	81

	6
	N/A
	 


	5.42%
	86

	
	answered
	1586

	
	skipped
	0


	5. It is the role and intention of the practice to ensure that all patients see or receive advice from the most appropriate clinician for their condition or enquiry. To do that reception will triage your ailments based on the information you provide to them. This will help to book you with the most appropriate person. With this in mind, how satisfied were you with the approach and understanding from the reception staff? 

	Answer Choices
	Response Percent
	Response Total

	1
	Very satisfied
	 


	24.78%
	393

	2
	Satisfied
	 


	30.58%
	485

	3
	Neutral
	 


	15.38%
	244

	4
	Dissatisfied
	 


	12.04%
	191

	5
	Very dissatisfied
	 


	7.94%
	126

	6
	N/A
	 


	9.27%
	147

	
	answered
	1586

	
	skipped
	0


	6. How satisfied were you with the appropriateness of the clinician you saw? 

	Answer Choices
	Response Percent
	Response Total

	1
	Very satisfied
	 


	32.07%
	507

	2
	Satisfied
	 


	32.01%
	506

	3
	Neutral
	 


	13.85%
	219

	4
	Dissatisfied
	 


	4.30%
	68

	5
	Very dissatisfied
	 


	3.73%
	59

	6
	N/A
	 


	14.04%
	222

	
	answered
	1581

	
	skipped
	5


	7. How would you find out what is happening in the practice? For example, opening hours, changes, and news (You can choose more than one). 

	Answer Choices
	Response Percent
	Response Total

	1
	Local Paper (White Horse News)
	 


	14.44%
	229

	2
	Practice Website
	 


	59.39%
	942

	3
	Social Media (Facebook)
	 


	14.75%
	234

	4
	Word of mouth
	 


	15.07%
	239

	5
	I don't
	 


	18.85%
	299

	
	answered
	1586

	
	skipped
	0


	8. Overall how satisfied are you with the care and service at Westbury Group Practice? 

	Answer Choices
	Response Percent
	Response Total

	1
	Very satisfied
	 


	26.23%
	416

	2
	Satisfied
	 


	32.35%
	513

	3
	Neutral
	 


	20.43%
	324

	4
	Dissatisfied
	 


	13.49%
	214

	5
	Very dissatisfied
	 


	7.50%
	119

	
	answered
	1586

	
	skipped
	0


Summary

Overall, the survey was fairly positive, some of the less positive areas were:

· During the pandemic we have had to explore new ways of working to keep our patients and staff safe. This has involved introducing remote consultations, which includes telephone and video calls. How would you rate your experience of your consultation with a medical professional using this method? – 21% of patients were either dissatisfied or very dissatisfied with remote consultations.  

· We also give patients the option to submit their query online by submitting an E-consult to explain their medical issue or query. When using the E-consult function, how satisfied were you with the process and result? – 19% of patients were either dissatisfied or very dissatisfied when using the E-consult function.
· It is the role and intention of the practice to ensure that all patients see or receive advice from the most appropriate clinician for their condition or enquiry. To do that reception will triage your ailments based on the information you provide to them. This will help to book you with the most appropriate person. With this in mind, how satisfied were you with the approach and understanding from the reception staff? – 20% were either dissatisfied or very dissatisfied with the understanding and approach used by the reception staff.

Comments

Within the survey there was an opportunity for our patients to make comments at the end, 966 patients left a comment, 60% of these were of a positive nature.  Common themes within the negative comments were:
· E-consult online consultations – Patients feel the form which needs to be completed is too lengthy.

· Telephones – Patients experiencing long wait times for the telephone to be answered or getting an engaged tone when telephoning the surgery and sometimes when number one in the queue the call gets stuck and no-one answers.

· Reception staff triaging patient ailments – Patients felt that reception do not have the skills to triage medical conditions.
· Book on the day appointments – Patients feel the book on the day system is inflexible.

· Rude and unhelpful staff members – Patients felt that some staff members are rude and unhelpful.

· Face to face to appointments with GPs – Patients feel that it is hard to get a face-to-face appointment with the GP.
Action Plan

The action plan agreed with the Patient Participation Group is as follows:

	Area for improvement
	Action
	Deadline
	By Whom

	Education on remote consultations and what is deemed appropriate to be dealt with over the phone
	Add additional information onto the practice website
	March 2022
	The Partners and Management Team

	The length of the E-consult form.


	Add some more information on the practice website, giving patients the reasons why the information is useful, and encourage patients to feedback through the E-consult function, which will give the developers areas to look at for improvement.
Patients who do not want to use the E-consult function, or where they try to use it and it does not suit the needs of the patient, the option to telephone the practice is available.
	March 2022
	The Management Team

	Perception from patients of customer service from practice staff.
	Customer service training provided to the whole practice team from an external provider at the next practice wide meeting.
	May 2022
	Management Team

	Telephone system.
	Currently seeking another provider for improved service.

Enhanced staff training for the issues relating to user error, this has already been taking place with staff supervision and improvements have been made.
	September 2022
Ongoing
	The Partners and IT Lead

Reception Supervisors

	Improved patient education to demonstrate the different skills practice staff hold, including how the reception team are trained by clinicians to perform triage.


	PPG to work with the clinical lead and the partners to produce a document with this information, making it readily available for patients to refer to.

When completed, text message sent to all patients over the age of 16 with a link to this information on the website.
	July 2022
	Patient Participation Chair, Clinical Lead and Partners

	Education to explain why through the winter months we
use a book on the day service for GPs, Advanced Nurse Practitioners, and the Acute Care Team.


	Winter 2021/2022 has been difficult for the practice, the
book on the day system was to ensure a system was in place for the patients who needed to be prioritised always got seen.

Unfortunately, on many occasions our staff have had to isolate because of the Covid-19 rules.  Book on the day appointments helped reduce cancelling patient appointments.  For winter 2022/2023, more in-depth information will be communicated more broadly to our patients to ensure a better understanding on why we make these decisions and what plans are in place.
	October 2022
	Management Team


Thank you for taking the time in completing the survey and working with us as a practice in continuing to provide the best service we possibly can to the population of Westbury, Bratton, and surrounding villages.
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