MINUTES OF MEETING WITH PATIENT FORUM
DISCUSSED OUTCOMES FROM PATIENTS SURVEY 2011/12
Thursday 9th February 2012
PRESENT STAFF: Dr G Metcalfe, Karen Crook (PM), Lynn Young  
             PRESENT PATIENTS: Mr Edwin Hogg, Mrs Sheila Parkes, Mr N Thompson
                          APOLOGIES: Mr K Gee, Mrs C Ferguson, Mrs H Mallaby 
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	All the practices in Darlington were asked to make sure they had a minimum of 25 replies to every 1000 patients registered at the practice.  This meant we had to have at least 250 replies.  The amount of replies we received was 265.

The surveys were circulated by:

· The receptionist handing them to patients as they booked in and there was a table in the waiting room with extra copies on along with pens to enable patients to complete and hand back to reception.  

· The Health Visitors and the District Nurses took some out on their visits. 

· They were randomly included in with letters that were posted out to patients.

· A copy was available on the website for patients to download and complete.

Discussions below:

There were a few comments around opening times however 97.3% of patients felt the times were convenient for them.
86.4% of patients make their appointments by the telephone and 25% came into the practice.

There were a few comments around the telephone number which is a 0844 number and as discussed in the past this is a local call rate number.  Notices are in the waiting explaining this to patients. Unfortunately a few providers are charging this as a high rate number and this is out of our control. 

The reason we changed to this telephone system was from a previous survey where there were a lot of comments from patients always getting an engaged tone.  With the current system patients have different options and are informed where they are in the queue and can then make a decision themselves to either continue to hold or to ring back later, therefore we have no plans in the immediate future to change the telephone system.
There were also comments about availability to make appointments on line.  Dr Metcalfe pointed out that it would be difficult to offer choice of appointments on line.  Karen Crook also reminded everyone that we used to have an option for patients to book themselves via the telephone 24 hours per day and this was only used by a handful of patients and was therefore not cost effective to continue with.
84.4% of patients felt it was Very or Fairly easy to make an appointment.  There were a few comments around the appointment system and we are looking into these areas to see if we can change the system slightly.  Mr Thompson did comment that whatever system we had in place it is difficult to please everyone.

The majority of patients were able to obtain an appointment within a reasonable time although 32 patients made comments stating time did not suit, or did not get clinician of their choice.
98.4% find the access into the surgery building is very easy or fairly easy.  We did have a few comments around the car park but unfortunately we have no more extra land to extend onto.  The area next to the pharmacy belongs to the pharmacy not the practice.

99.6% felt the surgery was clean. Only one patient made a commented that it was not.  We have just had our Infection Control Inspection with no major problems highlighted.
82.9% felt the reception staff are Very Helpful, and 17.1% felt they were Fairly Helpful.  There were a couple of comments stating it depended who they spoke to.  There was a comment stating the phone was not answered quickly enough and this comment has been discussed in the staff training sessions.
We did receive some complimentary comments stating staff extremely helpful, efficient and friendly.
The average length of time patients had to wait to be seen is 5-15 minutes.  This has shown to be the same for all Darlington practices. Only 8 patients commented that they had to wait over 30 minutes.
59.4% of patients stated that they had been given an explanation of why there was a delay in being seen.  This will be addressed at the Staff Training Session and all members of staff will be reminded to inform patients if the clinician is running behind.
Patients were asked how they felt about having to wait.  85.1% felt they did not have to wait long and understood that this can sometimes be expected.
Patients were asked about the quality of the time spent and information given by the clinician they saw. The practice achieved 96-98% of very good/good.  The patients in the forum felt this was a very good achievement.
We asked how many patients used the Practice Website, 85.4% didn’t use the website. The Patient Forum Group felt it was useful and they used it to order prescriptions.  We do know that this is used by a lot of our patients to order prescriptions and the feedback from those that use it is very good.
Further information from the survey was:

· 55.9% of females completed the survey and 44.1% of men.

· The average age was between 55-74 years – we feel this is due to the fact that statistically we have a higher number of elderly patients registered with us against other practices in Darlington.

· 98.8% ethnicity was White British/English

· 71.4% of patients have been registered for over 10 years.

The general opinion by the Patient Forum Group  was that the results from the Patient’s Survey completed in 2011/12 were very good and the patients commented that we had achieved a high standard in all areas



