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Walford Mill Medical Centre
Patient Reference Group
Practice Clinical Care Survey February 2013

Survey Results – Summary of Findings

Update March – Outcomes of Recommendations for Action

The following summarises the results of the recent survey to find out what patients felt about the clinical care they receive from us.  We have also set out the practice’s proposed action plan to address the priorities arising from the survey.  

You are invited to comment on these results and proposals and to confirm your approval of them.

About the Respondents

228 Surveys were completed (165 electronically online and 63 in hard copy)
The gender of the respondents was fairly evenly split between male (47%) and female (50%) with no response from the remaining 3 %.  This closely mirrors our patient list demographic which is currently 49.96% male and 50.04% female.  
All ages ranges 16 years and above were represented.
73% have a long-term health condition and are therefore likely to be regular users of our services.
95% identified their ethnic group as White
71% described themselves as retired and 22% as employed

Responses to the Questions About the Clinical Care Provided by Our GPs

Questions 1 to 7: The great majority of patients rated our GPs as ‘Very Good’ in response to all 7 questions.  There were no ‘Very Poor’ ratings at all.  Three questions received a ‘Poor’ rating but in very small numbers i.e.
2% - Explaining treatments and, if applicable, potential side effects
2% - Involving you in decisions about your care
1% - Following up on actions proposed following hospital treatment


Practice Recommendations for Action: We were very pleased with the positive responses received.  The full results of the survey will be shared with each individual GP in the practice with a recommendation they reflect on their own performance in respect of the questions with a ‘poor’ rating and seek to improve on consistency in these areas. 


OUTCOME: The full results of the survey together with all the comments made by respondents was provided to each GP week commencing 25th March 2013







Question 8: This question received the highest rating with 85% of respondents definitely having confidence and trust in the GP they saw or spoke to.


Responses to the Questions About the Clinical Care Provided by Our Nurses

Questions 9 to 14: The great majority of patients rated our Nurses as ‘Very Good’ in response to all 6 questions.  There were no ‘Very Poor’ or ‘Poor’ ratings at all.

Question 14: This question received the highest rating with 73% of respondents definitely having confidence and trust in the Nurse they saw or spoke to.


Responses to the Questions About the Overall Care Provided by Our Doctors and Nurses

Questions 15 to 19: The great majority of patients selected ‘Very Well’ in response to the questions about how the doctors and nurses help with understanding, coping, keeping healthy and self managing health problems and medications.  The ‘Not Very Well’ responses were in low numbers of between 1% and 3%. 


Practice Recommendations for Action: We were very pleased with the positive responses received.  The full results of the survey will be shared with each individual GP and Nurse  in the practice with a recommendation they reflect on their own performance in respect of the questions where ‘Not Very Well’ was selected and seek to improve on consistency in these areas. 


OUTCOME: The full results of the survey together with all the comments made by respondents was provided to each GP and Nurse week commencing 25th March 2013



Question 20: 91% of patients felt the doctor or nurse took appropriate action to deal with the reason for the consultation.  No patients felt that this was not the case.

Question 21: 94% of patients would describe their experience of our clinical care as either excellent, very good or good.  No patients felt it was poor or very poor.

Question 22: 93% of patients would recommend us to others, 1 % would probably not. 


Practice Recommendations for Action: We were very pleased with the very positive responses to these last three questions.  However, we are not complacent and will continue to strive to provide the very best clinical care to all our patients at all times. Also, we recognise that occasionally patient expectations exceed what is feasible within the current financial constraints of the NHS and in these cases we will seek to inform and explain where such circumstances are beyond our control.   


Comments and Suggestions Appended to the Survey

119 of the 228 respondents also added a comment at the end of the survey.  The main themes were:
  
	78 (65.55%) of the comments were in praise of the surgery and staff.  
	14 (11.76%) of the comments related to our appointments system

5 (4.20%) of the comments related to requiring more information about tests results or medications

There were also 6 comments that included some suggestions for the practice.  These are summarised below together with our recommendations for action.

	Suggestion to have well woman and well man clinics. 



Practice Recommendations for Action: It is our policy to pursue preventative medicine for all patients and therefore we already provide this service.  Additionally, all new patients are offered a health check when they join the practice.  We also offer NHS Health Checks to those aged between 40 and 74 who meet the criteria and risk profile.  We propose that information about these services is included on our website to raise awareness. 


OUTCOME: The website was updated to include this information from week commencing 25th March 2013

2 respondents suggested repeat prescriptions that allow more than one months supply of medication at a time.



Practice Recommendations for Action: The practice adheres to local NHS Policy which is based on research which has shown that a very large amount of medication is wasted when doctors prescribe for two months (56 days) resulting in the loss of millions of pounds of NHS money. This money could be used to provide services elsewhere in the NHS. The Department of Health supports one month prescribing and has said: “A 28 day repeat prescribing interval is recognised by the NHS as making the best possible balance between patient convenience, good medical practice and minimal drug wastage”.  NHS Dorset has produced a Patient Information Leaflet regarding this and we propose that a copy of this is made available on our website and in the surgery.

OUTCOME: The website was updated to include this information from week commencing 25th March 2013.   A hard copy of patient information leaflet is available to patients in the surgery.


	A Podiatrist based at the practice.



Practice Recommendations for Action: The community based Podiatrist service is provided to Dorset residents by Dorset Healthcare NHS Foundation Trust.  This means we have no involvement in the management of this service including where it is provided.  They currently run a clinic in Wimborne which serves the whole local community.


OUTCOME: The practice will be involved in the Clinical Commissioning Process via the Dorset CCG when it takes over these functions in April 2013.  We will ensure that patient’s views are given full consideration as part of this process.


	Seating at a reasonable height for those who cannot sit on low seating for health reasons.



Practice Recommendations for Action: To purchase two chairs with higher level seating for the waiting room.


OUTCOME: Two chairs have been purchased are in place in the waiting room. 


	That the waiting room is a No Mobile Phone area.



Practice Recommendations for Action: To display a notice in the reception area requesting patients that patients consider others and refrain from using their mobile telephones whilst in the surgery.


OUTCOME: A notice has been placed on the reception desk.











