Report of the results of the Carnon Downs Surgery 

Patient Participation Group Survey 2013
The patient survey was compiled jointly by the Practice staff and the patient representatives on the Patient Participation Group.  The areas of the practice services to be surveyed were decided after discussion with a wide range of patients and were those areas that seemed to be of most concern to patients.  We did not include the work of individual doctors in this survey, as it had been the subject of an earlier and fairly recent survey.

The survey questionnaire was made available to all patients both in paper copy, available from the surgery, and on-line through the practice website.  There were 181 responses, across a wide age range, though there was no response from the under 18 year old group. The highest number of responses came from the 65–79 years old group (53%) with 14% over 80 years.

Last year’s survey was a very positive one and this year’s continues to show high levels of satisfaction. The actions taken by the Practice arising from your comments last year have 
been very favourably received. The Patient Participation Group (PPG) is delighted at the high 
levels of satisfaction shown in the report as we believe we have a very good service at 
Carnon Downs. However, we all realise that we must continue to raise standards and our 
targets for improvement during the next year are shown at the end of the report.

The survey fell into four main areas and the results can be summarised as follows:

1.  Appointments.

Over 86% of responses expressed satisfaction at the current opening hours.  Over 85% 
found it easy or very easy to make appointments with 95% saying they managed to book appointments matching their requirements.  There is a decrease in the numbers of people 
who would like to book online with the majority preferring the current methods of booking.  
The proposed changes to allow more booking in advance were welcomed though the 
importance of being able to book on the day was still the first choice for the majority of respondents.  Improvements in the 8.30am waiting times were noted and the new phone 
system welcomed. 

2.  Reception and Consultations
The parking facilities were considered very good or excellent by over 90% and good or better 
by 100%.  Satisfaction with booking in on the screen in the porch has increased since the improvements to instructions.  Over 91% rated the reception staff at the highest level and 
98% rated then helpful or better.  The comments made suggest that an overwhelming majority 
of patients regard the reception staff very highly.  The comments also show how important it is 
to have a warm, listening welcome and for all people to be treated the same.  

Over 82% said they were usually able to book an appointment with their preferred doctor with 
only 1% saying they were never able to do so.  Waiting times at the surgery are still an issue.  Whilst there are improvements both, in the waiting times and in the way delays are handled, 
34% reported having noticed the improvements made in the last year, 37% were unsure if 
things had improved or not and 9% had not noticed any improvement.  

3. Waiting Room
The monitoring of temperature in the waiting room has been set in place and was noted 
in the comments.  Satisfaction with the waiting room in general has risen.  A point was made 
about wheel chair space and this will be addressed.  The action point on providing a variety 
of chairs has still to be addressed. 

4.  Using the Dispensary.

100% of responses rated the service good or better.  18% of respondents are using email for 
re-ordering repeat medication, with 47% handing in requests to the surgery.  29% are still 
using the telephone, which is a reduction on the previous year.  However, this is still higher 
than we would like as it is the least safe way of reordering.  23% of those using the telephone 
said they would consider using another method in future.  Only 49% said they were aware of 
the Travel Service for those travelling abroad.  We would hope to raise awareness of this 
excellent service.

4.  Miscellaneous Issues
Communicating
The newsletter was still the most popular means of communication.  The waiting room screen was considered very helpful.  The website is still under used with only 12% of responses preferring it.  This is very good website, kept very much up to date and we would like to see an increase in its use as it does contain all the information we generally need about the service.

Uniforms
Over 75% felt uniforms to be unimportant or didn’t mind whether they were worn or not.  22% felt they were important or very important.  

Patient Profile
From those responding 67% were 65 years old or older, 25% of 45-64 year olds and 3% of 25-44 year olds.  Only 1% of responses were from the 18-24 year old group.  This response does reflect the balance of age groups within the patient population as a whole with numbers in the over 80’s group continuing to increase.

Action points arising from the 2013 survey
· Create a parking space for wheelchair users in waiting room 

· Greater publicity of travel service

· Continue to encourage reduction of medication orders over the phone

· Encouraging greater use of the website

Actions to be completed from 2012 survey
· Waiting room chairs

· Assess possible improvements to wheelchair access
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