 MARINE AVENUE MEDICAL CENTRE

LOCAL PATIENT PARTICIPATION REPORT 2012-13

Introduction

The Surgery is situated in a flourishing and attractive part of Whitley Bay.  It has served the community for over 60 years and moved to purpose built premises in 2006.  It has 7300 patients but the population is possibly less diverse than in other areas.  The opening hours are as follows:-

Monday		8.20am - 6.30pm
Tuesday	8.20am - 6.30pm
Wednesday 	8.20am - 6.30pm
Thursday	8.20am - 6.30pm
Friday		8.20am - 6.30pm
Saturday	9.00am - 12.00pm
Sundays and Banks holidays	Closed

The Practice offers appointments with GP’s, Practice Nurses, Healthcare Assistant, Physiotherapist, Counsellors, Midwife, Podiatrist and Dietician.  The Practice has an on call doctor during opening hours, Monday to Friday.


Patient Reference Group

In 2010, the Patient Participation group disbanded as they had felt that they had achieved as much as possible following the opening of the new premises.  It was subsequently decided at a Practice Meeting with the Partners, that the best way forward would be to encourage membership of a predominantly online based Patient Reference Group.  It was felt that, by making the PRG predominantly online, it would encourage a greater number of members as it would be easier for people to respond in their own time as well as be more engaging to a wider age group.












Steps to ensure representation

The PRG currently has 22 members and has the following profile:-

Male		4	18%
Female	18	82%

Age
30-35		2	9%	
40-44		2	9%
45-49		1	4.5%
50-54		3	13.5%
65+		14	64%

This is an increase of six members (27%) from last year. Many of the members, however, have attached family members who are also patients within the Practice, covering many of the various groups and long term illnesses, or are carers to those with special needs.  All members have been coded on the clinical system.

Recruitment is ongoing as we believe that the larger the group, the greater the representation. By encouraging the online element of the Group, we have gained greater interest than with the previous forum. However it still remains a major challenge in recruiting further members. The majority of patients have not demonstrated any interest in being involved, despite the invitation being open to everyone. In order to counterbalance this and encourage interest from as broad a cross-section as possible we have used the following methods in order to recruit members:
	Advertising in the patient leaflet;

An ongoing message on the Jayex board in the waiting area;
Personal requests by clinicians in consultations and clinics to sign up;
Posters in the Surgery;
Advertising on the website; and
Letters to patients randomly identified on the clinical system.

We are currently looking into other methods of increasing interest in participation and are hoping to utilise the skills of some of the members who have experience in this area in order to broaden the representation.









2012/13 Issues of Priority to be Included in the Local Practice Survey

The 2012/13 priorities were agreed with the virtual PRG via feedback emails. Members were contacted asking for suggestions that would help to improve the service. From the minimal response we received there was the suggestion of the introduction of a text messaging service (please see Appendix 3). From the feedback it was found that:
	100% of respondents agreed that it would be useful to have automated appointment reminders;

75% of respondents agreed that it would be useful to have notification of clinic cancellation;
75% of respondents agreed that it would be useful to have invitations to health reviews.

As a result from the feedback, the two main priorities were to improve appointment availability and provide alternative contact with the Surgery.  The following questions were therefore included in the 2012/13 survey:
	How easy is it to get an appointment with a GP and nurse?

How do you find the current opening hours of the Surgery?
Were you aware that you can access a range of online services through the practice website?
What would be your preferred method of contact?
Are you aware of our text messaging service? (introduced in 2012)

Credibility

The Surgery has taken on-board the results from last year’s survey and the feedback from the PRG to create the Patient Participation Survey 2012-13. This clearly demonstrates to the PRG that the 2012-13 survey is credible. Examples of the correspondence can be found in the Appendices.

Text Messaging Service

One of the main concerns which arose from the survey of March 2012 was the difficulty in obtaining appointments. In September 2012, the PRG members were contacted for their views of the introduction of a text messaging service (please see Appendix 3). This was with the aim of improving appointment availability and providing alternative contact with the Surgery. Of those who responded, there was overwhelming agreement that this would be advantageous. As a result, the Surgery introduced a text messaging service to remind patients of their appointments. This new service is user friendly as it enables patients to cancel appointments at any time by simply replying to the message with the word ‘cancel’. Replies are checked on a daily basis, increasing the number of appointments available to others. 2685 patients are currently registered for the text messaging service. This accounts for more than 1/3 of the Surgery’s population. Texts are sent to patients when surgeries are cancelled and are also used to inform patients of services such as the flu vaccine. During the next financial year, this service will be developed further to inform patients of asthma and diabetic reviews. In addition, the survey of March 2012 highlighted concern with obtaining repeat prescriptions. The Surgery will be extending the prescription line hours to cover the lunchtime period from 11.30am – 1pm. 

Action Plan

All responses in the March 2013 survey which achieved an overall score of less than 90% were considered to require further action and/or investigation.  Of these only 3 questions fell below 80% and were therefore prioritised.

3.  How easy is it for you to contact the Practice by telephone?   81% 

4. How easy is it to get an appointment with the following healthcare professionals?

4a. GP - 59%

4b. Nurse – 86%

6. How do you find the current opening hours of the Surgery? 81%

7. Were you aware that you can access a range of online services through the practice website?  59%

10. How would you rate the process in obtaining repeat prescriptions?  86%

12. Are you aware of our text messaging service? 67%

The result of question 4a, ‘how easy is it to get an appointment with a GP’, was very concerning. Further investigation is required into the contributing factors. Since the Local Patient Participation Report 2011-2012, Dr Scott has extended his working hours and is now a full-time member of staff. In addition, from August 2013, the practice will be training Foundation year 2 doctors to increase the number of appointments available to patients. A further questionnaire will be developed in order to ascertain the influencing elements and from there we will be able to develop an effective strategy. 

The result of question 7, ‘were you aware that you can access a range of online services through the practice website’, was also concerning. It was felt that the number of people who were aware of the online services available via the Practice website was low and increasing awareness would provide an opportunity to improve other aspects such as obtaining an appointment or a prescription.  We have now changed our website, as the previous site did not allow us to change the content at our end.  By having immediate access ourselves, it allows us the opportunity to promote and inform the patients more.  Many aspects of the new website are still under development but we are looking to include some guidance for the patients to best utilise the services and thereby obtain the best care.  We will be promoting the website and the online services within the Surgery as well as using mail shots and leaflets. We will also contact members of the PRG for ways in which we can increase awareness for patients.



The PPG were notified of the results of the March 2013 Survey and were asked to provide feedback on the report (please see Appendix 4). Unfortunately the response has been slow however there is an overwhelming support of the text messaging service. Another suggestion that has been made by the PRG has been extending the availability of the prescription line. The Surgery will look into ways in which we can reconfigure the telephone system in order to implement this idea. Please see Appendix 5 for a comprehensive Action Plan and timetable of change. The PCT has been informed of all of the above changes.


Thank you

We would like to take this opportunity to thank all of the members of the Patient Reference Group for their time and contribution during this process.  We would also like to thank all of the patients who took the time to complete the survey and let us know their views.  We are pleased to see that so many of you are happy with the care provided, but your feedback is also important to ensure that any problems are rectified in order to maintain a high level of care.

If you are interested in being involved in the Patient Reference Group, please let us know either via the email link on the website or informing reception.























PATIENT EXPERIENCE SURVEY RESULTS 2012-13

The survey was carried out over two weeks in February and March 2013 and overall the results were very positive.  Issues highlighted from the survey are being used to develop and improve services from the Surgery.

The document shows the:

	Sample size and results generated from the total number of patients surveyed

Total responses from the core questions
Key themes
Organisational action plan

Sample size and results

The table below shows the total number of patient satisfaction surveys that were produced, distributed and returned to Marine Avenue Medical Centre.

Proposed sample size
170
No distributed within Surgery
150
No distributed via email/post
20
Proposed returns
100
Actual returns
106
Proposed rate of return
59%
Actual rate of return
62%

The results analysis included positive and negative answers received.  Each question shows positive percentage scores.  A Red, Amber, Green (RAG) rating was set (see table below)

The action plan shows the organisation’s combined results that had resulted in a red or amber rating and the main comments requiring action.

RAG


>90%

70%-89.9%  requires action

<69.9% requires action







Appendix 1:

MARINE AVENUE MEDICAL CENTRE SURVEY RESULTS 2012/13

Question 1: At your most recent visit to the Surgery how would you rate the way you were looked after by the GPs and Staff?

1a.  GPs
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69%
Excellent
 
18%
Good
 
3%
Average
 
0%
Poor
 
0%
Very Poor
 
10%
Did not respond


                  97%  No action required


1b.  Nurses
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35%
Excellent
 
17%
Good
 
0%
Average
 
0%
Poor
 
0%
Very Poor
 
48%
Did not respond

                          100%  No action required

1c.  Reception
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56%
Excellent
 
21%
Good
 
3%
Average
 
0%
Poor
 
0%
Very Poor
 
21%
Did not respond

                         98%  No action required



Question 2: How welcome are you made to feel when you arrive at the reception desk?
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58%
Very Welcome
 
39%
Welcome
 
3%
Not very welcome
 
0%
Not welcome at all
 
1%
Did not respond

                            98%  No action required







Question 3: How easy is it for you to contact the practice by telephone?
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36%
Excellent
 
43%
Good
 
18%
Average
 
1%
Poor
 
0%
Very Poor
 
2%
Did not respond








                       81%  Action required



Question 4: How easy is it to get an appointment with the following healthcare professionals?

4a  GP
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25%
Excellent
 
32%
Good
 
25%
Average
 
13%
Poor
 
4%
Very Poor
 
2%
Did not respond

                            59%  Action required




4b  Nurse
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26%
Excellent
 
36%
Good
 
12%
Average
 
2%
Poor
 
0%
Very Poor
 
24%
Did not respond

                         86%  Action required



Question 5: How do you rate the facilities provided by the practice?

5a  Waiting Room

file_14.emf
 



file_15.wmf
 














 
51%
Excellent
 
42%
Good
 
6%
Average
 
0%
Poor
 
0%
Very Poor
 
1%
Did not respond

                            94%  No action required






5b  Consulting Room
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47%
Excellent
 
38%
Good
 
4%
Average
 
0%
Poor
 
0%
Very Poor
 
11%
Did not respond

                            96%  No action required



Question 6: How do you find the current opening hours of the Surgery?
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37%
Excellent
 
43%
Good
 
18%
Average
 
1%
Poor
 
0%
Very Poor
 
1%
Did not respond

                         81%  Action required






Question 7: Were you aware that you can access a range of online services through the practice website?
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Results

		Marine Avenue Medical Centre Patient Satisfaction Survey

		Number		Q1a		Q1b		Q1c		Q2		Q3		Q4a		Q4b		Q5a		Q5b		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15

		1		2		0		0		2		2		2		0		2		0		2		2		2		2		2		2		1		4		1		0

		2		2		0		0		2		2		2		2		2		2		2		2		2		2		1		1		2		5		1		0

		3		0		0		1		1		3		0		0		2		0		2		1		2		2		1		3		1		7		1		1

		4		1		0		1		1		1		1		0		1		1		1		2		1		1		0		4		1		5		1		2

		5		2		2		0		2		1		2		2		1		1		2		2		2		2		0		2		2		5		1		1

		6		1		1		1		1		1		2		2		3		3		2		1		2		2		3		2		1		10		1		2

		7		1		2		2		1		2		3		3		1		1		2		2		1		1		0		2		1		4		1		0

		8		0		0		1		1		2		2		1		2		2		1		2		1		2		2		2		1		3		1		2

		9		1		1		1		2		3		3		3		2		2		2		1		1		1		1		4		1		10		2		1

		10		1		0		1		1		3		3		0		1		1		2		1		1		1		3		2		2		0		0		0

		11		1		0		0		1		1		2		2		1		1		1		1		1		1		0		3		1		5		1		2

		12		1		0		0		1		1		3		2		1		1		1		1		1		1		1		2		1		9		2		0

		13		1		1		1		1		1		2		3		1		1		1		2		1		1		1		4		1		4		1		2

		14		1		1		1		1		1		1		1		1		1		1		1		1		1		1		4		1		11		1		0

		15		3		0		0		2		3		4		0		3		3		4		1		3		3		0		1		1		10		1		0

		16		1		0		0		1		2		1		1		1		1		1		1		1		1		2		2		2		9		1		2

		17		1		0		1		2		2		3		0		2		2		2		2		2		2		2		2		1		1		7		2

		18		0		2		2		2		2		4		1		2		2		2		2		2		2		2		2		2		9		1		2

		19		1		0		1		2		2		3		0		1		0		1		1		2		2		1		4		1		10		1		0

		20		1		0		0		1		1		3		0		2		2		1		1		1		1		1		4		1		9		1		0

		21		2		0		1		1		2		3		0		2		2		3		2		2		2		2		3		2		6		1		0

		22		3		0		3		0		1		5		3		1		1		3		2		2		3		4		2		1		5		1		2

		23		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		4		0		2

		24		1		0		2		1		2		4		0		2		2		2		2		2		2		2		2		2		11		2		1

		25		1		1		1		1		1		1		1		1		1		1		1		1		1		1		2		1		9		2		2

		26		1		2		2		2		2		3		0		2		2		3		2		2		2		1		4		1		6		1		2

		27		2		0		0		2		2		4		2		2		2		3		1		2		2		2		3		1		9		1		2

		28		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		10		1		0

		29		0		1		0		2		3		3		2		1		0		3		1		3		2		3		2		1		5		1		0

		30		2		2		2		2		2		2		2		2		2		2		1		1		2		1		2		1		11		1		2

		31		2		0		2		2		3		4		0		2		2		3		1		2		2		2		2		1		9		1		2

		32		1		1		1		1		1		1		1		2		1		1		2		1		1		1		4		1		6		1		2

		33		1		0		1		1		1		2		2		1		1		1		2		1		1		1		4		1		6		1		1

		34		0		1		0		2		1		2		2		2		2		2		2		2		2		2		4		1		5		11		0

		35		1		1		1		1		2		2		1		2		1		2		1		1		2		2		2		1		11		1		0

		36		0		1		1		1		0		1		1		1		1		2		1		0		0		1		0		1		10		1		2

		37		1		2		2		3		2		4		2		2		2		2		2		2		3		4		4		2		5		1		2

		38		1		1		1		1		3		1		0		1		1		1		1		1		1		1		2		1		11		1		1

		39		2		2		2		2		3		4		3		2		2		3		1		4		4		3		2		1		11		1		1

		40		1		1		1		2		4		5		3		2		2		2		1		2		2		2		2		2		7		1		1

		41		0		1		1		1		2		5		3		1		1		2		2		1		1		2		4		2		7		1		2

		42		1		0		1		1		2		3		0		1		1		1		2		2		2		2		3		2		10		2		0

		43		1		0		1		2		2		3		2		2		2		2		1		2		2		2		2		1		5		1		2

		44		1		0		1		1		2		0		3		0		2		3		1		2		2		3		2		1		7		1		2

		45		1		1		1		1		1		2		1		1		1		1		1		1		1		1		2		1		9		2		2

		46		1		1		1		1		2		2		2		1		1		1		1		1		1		1		3		1		11		1		1

		47		1		0		1		2		2		3		0		2		1		2		1		1		1		1		3		1		9		1		2

		48		1		1		1		2		2		2		2		2		2		2		1		2		2		2		2		1		11		1		0

		49		2		2		2		1		1		2		2		1		1		2		2		2		2		3		4		1		8		1		1

		50		0		0		0		1		0		2		2		1		1		0		2		2		2		2		4		1		10		1		0

		51		2		2		2		2		2		3		2		2		2		2		1		2		2		2		2		2		11		1		1

		52		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		7		1		1

		53		1		0		1		1		2		3		2		2		2		3		1		2		2		4		2		1		6		1		2

		54		1		0		1		2		3		4		2		2		0		2		1		2		2		1		2		2		11		1		0

		55		1		1		1		1		1		2		2		1		1		1		2		1		1		1		4		2		11		1		0

		56		1		1		1		1		1		2		2		1		1		1		2		1		1		1		2		1		5		1		2

		57		1		0		0		2		2		4		0		3		0		2		2		2		3		3		1		2		9		1		2

		58		1		1		1		1		1		1		1		1		1		1		1		1		1		1		4		1		4		1		0

		59		2		2		1		1		3		3		2		2		2		2		2		1		1		2		2		2		9		2		0

		60		1		1		1		2		1		3		2		1		1		2		1		1		1		2		4		1		11		1		2

		61		0		2		2		1		2		2		1		2		2		2		2		2		2		1		2		2		11		1		0

		62		1		1		1		1		1		2		1		1		1		1		1		1		1		1		2		1		9		1		2

		63		2		0		2		2		2		1		0		2		0		2		1		2		2		1		1		2		9		1		2

		64		0		0		1		1		1		1		1		2		2		2		2		1		1		1		1		2		11		1		2

		65		1		1		1		1		1		1		1		1		1		1		1		1		1		0		2		1		10		1		1

		66		1		1		1		1		1		2		1		1		1		1		1		0		1		1		2		1		9		1		2

		67		1		1		1		1		1		1		1		1		1		1		1		1		1		1		2		1		11		1		2

		68		1		1		1		2		2		1		1		1		1		1		2		1		1		2		2		2		11		1		2

		69		1		0		0		1		1		1		2		1		1		3		1		1		1		1		3		1		11		2		2

		70		1		1		1		1		1		2		0		1		0		1		1		1		1		2		2		1		11		1		2

		71		1		1		1		1		1		1		1		1		1		1		1		1		1		1		2		2		11		1		2

		72		1		0		1		1		2		2		0		1		2		2		2		1		1		3		4		2		6		1		2

		73		1		1		1		1		3		3		2		1		1		2		1		2		2		2		2		1		11		1		0

		74		2		0		0		2		2		2		2		2		2		3		1		2		2		3		3		1		9		1		0

		75		1		2		2		2		3		2		2		2		2		3		1		1		1		2		2		1		11		1		0

		76		1		1		1		1		1		1		1		1		1		1		2		1		1		1		2		2		7		1		1

		77		0		0		1		1		2		1		0		1		0		1		2		2		1		0		2		2		6		2		2

		78		1		0		1		2		2		2		2		1		0		1		1		1		1		1		2		2		6		1		1

		79		2		0		3		2		3		3		0		2		2		2		2		2		2		3		3		2		6		1		1

		80		1		2		2		2		2		3		4		3		3		3		1		2		2		2		4		1		9		1		0

		81		1		0		0		1		2		2		2		2		1		1		2		0		0		0		0		0		0		0		0

		82		1		0		1		1		1		1		1		1		0		1		1		1		1		1		2		1		8		5		2

		83		1		2		3		3		2		3		2		2		2		2		2		2		2		1		4		1		11		1		2

		84		1		0		2		2		2		2		1		2		1		2		2		1		1		2		4		1		8		1		0

		85		1		1		1		1		1		3		3		2		2		2		2		2		2		2		2		2		10		1		0

		86		1		2		2		2		3		3		2		2		2		3		1		2		2		2		1		2		4		1		2

		87		1		0		0		1		2		5		3		1		1		2		1		2		2		1		1		1		6		1		0

		88		1		0		0		1		1		2		2		1		1		1		2		1		1		1		3		2		5		1		2

		89		2		2		2		1		3		3		3		2		2		2		1		2		2		3		2		1		2		1		1

		90		1		0		2		3		3		4		4		2		2		3		1		2		3		2		3		1		7		1		0

		91		2		0		0		2		2		1		0		1		1		3		1		2		2		2		2		2		6		1		2

		92		2		2		2		2		2		4		2		3		2		2		1		2		3		2		3		2		7		1		1

		93		1		0		1		2		1		2		0		2		2		2		1		1		2		1		2		1		11		1		2

		94		1		0		1		1		1		2		2		1		1		2		2		1		1		1		4		1		7		1		2

		95		1		0		2		2		3		4		2		1		1		3		1		2		3		2		3		1		7		1		2

		96		1		1		1		1		2		3		2		1		1		1		1		1		1		1		2		1		11		0		0

		97		2		0		2		2		2		2		0		2		2		1		2		2		2		3		2		1		3		2		1

		98		1		1		1		1		2		1		1		1		1		1		2		1		1		2		2		2		3		1		2

		99		1		0		1		1		1		1		1		1		1		1		2		0		0		0		0		0		0		0		0

		100		1		0		0		2		3		4		3		3		3		3		2		3		3		2		1		1		11		1		2

		101		1		0		1		1		1		4		0		1		1		2		1		1		1		1		3		1		10		1		2

		102		2		0		0		1		2		2		2		2		2		2		1		1		2		1		4		2		7		1		2

		103		3		2		2		2		3		3		3		2		2		3		0		3		2		0		2		0		11		2		2

		104		1		0		0		2		2		1		1		2		2		2		2		1		1		2		2		2		11		2		2

		105		1		1		1		1		2		2		2		1		0		2		1		1		1		2		2		2		11		1		1

		106		1		1		1		2		2		1		1		1		2		2		1		2		2		2		1		1		11		1		1

		107

		108

		109

		110

		111

		112

		113

		114

		115

		116

		117

		118

		119

		120

		121

		122

		123

		124

		125

		126

		127

		128

		129

		130

		131

		132

		133

		134

		135

		136

		137

		138

		139

		140

		141

		142

		143

		144

		145

		146

		147

		148

		149

		150

		151

		152

		153

		154

		155

		156

		157

		158

		159

		160

		161

		162

		163

		164

		165

		166

		167

		168

		169

		170

		Count if 0		11		51		22		1		2		2		25		1		12		1		1		4		3		10		3		3		3		5		33

		Count if 1		73		37		59		61		38		26		28		54		50		39		62		52		49		44		12		68		1		86		21

		Count if 2		19		18		22		41		46		34		38		45		40		46		43		45		45		37		53		35		1		12		52

		Count if 3		3		0		3		3		19		26		13		6		4		19		0		4		8		12		15		0		3		0		0

		Count if 4		0		0		0		0		1		14		2		0		0		1		0		1		1		3		23		0		6		0		0

		Count if 5		0		0		0		0		0		4		0		0		0		0		0		0		0		0		0		0		11		1		0

		Count if 6		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		11		0		0

		Count if 7		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		11		1		0

		Count if 8		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		0		0

		Count if 9		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		16		0		0

		Count if 10		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		11		0		0

		Count if 11		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		29		1		0

		Count if 12		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Count if 14		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Sample Size		106		106		106		106		106		106		106		106		106		106		106		106		106		106		106		106		106		106		106





Questions

		

		Question 1: At your most recent visit to the surgery how would you rate the way you were looked after by the GP and Staff?

		GP				Percent		% -DNR				Practice Nurse				Percent		% -DNR				Receptionists				Percent		% -DNR

		Did not respond		11		10						Did not respond		51		48						Did not respond		22		21

		Excellent		73		69		77				Excellent		37		35		67				Excellent		59		56		70

		Good		19		18		20				Good		18		17		33				Good		22		21		26

		Average		3		3		3				Average		0		0		0				Average		3		3		4

		Poor		0		0		0				Poor		0		0		0				Poor		0		0		0

		Very Poor		0		0		0				Very Poor		0		0		0				Very Poor		0		0		0

		Total %				100		100				Total %				100		100				Total %				100		100

		Total Sample		106								Total Sample		106								Total Sample		106

		Sample without DNR		95								Sample without DNR		55								Sample without DNR		84

		Question 2: How welcome are you made to feel when you arrive at the reception desk?

						Percent		% -DNR

		Did not respond		1		1

		Very welcome		61		58		58

		Welcome		41		39		39

		Not very welcome		3		3		3

		Not welcome at all		0		0		0

		Total %				100		100

		Total Sample		106

		Sample without DNR		105

		Question 3: How easy is it for you to contact the practice by telephone?

						Percent		% -DNR

		Did not respond		2		2

		Excellent		38		36		37

		Good		46		43		44

		Average		19		18		18

		Poor		1		1		1

		Very Poor		0		0		0

		Total %				100		100

		Total Sample		106

		Sample without DNR		104

		Question 4: How easy is it to get an appointment with the following healthcare professionals?

		GP				Percent		% -DNR				Nurse				Percent		% -DNR

		Did not respond		2		2						Did not respond		25		24

		Excelllent		26		25		25				Excelllent		28		26		35

		Good		34		32		33				Good		38		36		47

		Average		26		25		25				Average		13		12		16

		Poor		14		13		13				Poor		2		2		2

		Very Poor		4		4		4				Very Poor		0		0		0

						100		100								100		100

		Total Sample		106								Total Sample		106

		Sample without DNR		104								Sample without DNR		81

		Question 5: How do you rate the facilities provided by the practice?

		Waiting Room				Percent		% -DNR				Consulting Room				Percent		% -DNR

		Did not respond		1		1						Did not respond		12		11

		Excellent		54		51		51				Excellent		50		47		53

		Good		45		42		43				Good		40		38		43

		Average		6		6		6				Average		4		4		4

		Poor		0		0		0				Poor		0		0		0

		Very poor		0		0		0				Very poor		0		0		0

		Total %				100		100								100		100

		Total Sample		106								Total Sample		106

		Sample without DNR		105								Sample without DNR		94

		Question 6: How do you find the current opening hours of the surgery?

						Percent		% -DNR

		Did not respond		1		1

		Excellent		39		37		37

		Good		46		43		44

		Average		19		18		18

		Poor		1		1		1

		Very poor		0		0		0

		Total %				100		100

		Total Sample		106

		Sample without DNR		105

		Question 7: Were you aware that you can access a range of online services through the practice website?

						Percent		% -DNR

		Did not respond		1		1

		Yes		62		58		59

		No		43		41		41

		Total %				100		100

		Total Sample		106

		Sample without DNR		105

		Question 8: How would you rate the overall care given by the practice?

						Percent		% -DNR

		Did not respond		4		4

		Excellent		52		49		51

		Good		45		42		44

		Average		4		4		4

		Poor		1		1		1

		Very poor		0		0		0

		Total %				100		100

		Total Sample		106

		Sample without DNR		102

		Question 9: What do you feel about the services provided by the surgery?

						Percent		% -DNR

		Did not respond		3		3

		Excellent		49		46		48

		Good		45		42		44

		Average		8		8		8

		Poor		1		1		1

		Very poor		0		0		0

		Total %				100		100

		Total Sample		106

		Sample without DNR		103

		Question 10: How would you rate the process in obtaining repeat prescriptions?

						Percent		% -DNR

		Did not respond		10		9

		Excellent		44		42		46

		Good		37		35		39

		Average		12		11		13

		Poor		3		3		3

		Very poor		0		0		0

		Total %				100		100

		Total Sample		106

		Sample without DNR		96

		Question 11: What would be your preferred method of contact?

						Percent		% -DNR

		Did not respond		3		3

		Post		12		11		12

		Phone		53		50		51

		Email		15		14		15

		Text Message		23		22		22

		Total %				100		100

		Total Sample		106

		Sample without DNR		103

		Question 12: Are you aware of our text messaging service?

						Percent		% -DNR

		Did not respond		3		3

		Yes		68		64		66

		No		35		33		34

		Total %				100		100

		Total Sample		106

		Sample without DNR		103

		Equality & Diversity

		Age

						Percent		% -DNR

		Did not respond		3		3

		16-19		1		1		1

		20-24		1		1		1

		25-29		3		3		3

		30-34		6		6		6

		35-39		11		10		11

		40-44		11		10		11

		45-49		11		10		11

		50-54		3		3		3

		55-59		16		15		16

		60-64		11		10		11

		65+		29		27		28

		Total %				100		100

		Total Sample		106

		Sample without DNR		103

		Ethnicity

						Percent		% -DNR

		Did not respond		5		5

		White British		86		81		85

		White Irish		12		11		12

		Indian		0		0		0

		Bangladeshi		0		0		0

		White Other		1		1		1

		Mixed Race		0		0		0

		Pakistani		1		1		1

		Other Asian		0		0		0

		Black Carribbean		0		0		0

		Black African		0		0		0

		Chinese		1		1		1

		Other		0		0		0

		Total %				100		100

		Total Sample		106

		Sample without DNR		101

		Gender				Percent		% -DNR

		Did not respond		33		31

		Male		21		20		29

		Female		52		49		71

		Total %				100		100

		Total Sample		106

		Sample without DNR		73





Questions

		0

		0

		0





Comments

		

		Compared to my previous GP surgery, I feel listened to (Dr. Scott), much easier to get appts and the waiting room is much more pleasurable and less busy to be in.

		Q10. It would be better if it was possible to order by phone. Q3. Not being able to phone in the middle of the day is a problem as this is the time in my working day when I am free to phone. Q4. I appreciate it is very difficult to get appointment…but I f

		When I have rang recent to get appts for my 6 month old the staff have been very understanding and able to get an appt very quickly.

		It sometimes seems a long wait to get an appointment with the doctor of my choice (Dr Buchanan) but I suppose this is inevitable.

		I find it very hard to get an appointment quickly with my choice of doctor.

		Overall I would say "mixed". Closing at lunchtime is a bit old fashioned. Getting an appointment is difficult. Variation in quality between the different GPs means it is a bit of a lottery. Some are very good, others are less impressive. Some receptionist

		Getting a non-urgent appointment can take too long.

		I am a new patient and have not had much experience of this practice but my first impressions are that is it very efficient and welcoming.

		Too long for appointment.

		With most ot the doctors working part-time difficult to obtain consistency with one doctor.

		I find Dr Scott's insistence on sticking to a 15 min consultation abhorrent this happened to myself twice and my daughter once whilst Dr Scott spent 45 mins chatting about computers to another patient.

		I sometimes feel I would get a better service if I were in my 20s, female and pregnant.

		Long wait for physio appointments and appointments with certain doctors i.e. Dr Robson.

		Always feel like I have been listened to and received answers to any questions I ask. Examinations very thorough. Thank you.

		Daily newspapers, local paper. Magazines are useful if waiting a long time. CDs are outdated. Something more cheerful.

		It is hard to make an appointment by phone because the line is closed during lunchtime - the one time people are most available to make a call!

		The service and care I have received from the receptionists, nurses and doctors has always been excellent. At the practice I can always get an appointment for an emergency. A bit more difficult to see my own doctor without waiting a week or two.

		Could not ask for a better service, feel listened to and cared for top marks on all counts. Thank you.

		Not happy about Collin's attitude when phoning. We only phone if we are unwell. Surely he could be more polite.

		Generally very happy. However, in the past I've had some…issues about one male member of the admin team who just can be unprofessional, aggressive…He has to realise that bullying is unnecessary. Such a shame to put a blot on the excellent practice. I woul

		It can still be difficult to get an appointment even when you plan in advance for ongoing treatment you receive, the Nurse's hours seem very limited for those patients who work.

		Calm music please - in waiting area.

		I feel that obtaining appointments in an emergency is very difficult. Tried on four different occasions to do so without success. Even after walk in told needed to see own GP.

		Long wait for routine appointments.

		While got appointment same day this time this is unusual. Waiting room far too hot.

		Mature staff, very welcoming, young ones - reticent

		Everything is super and I must commend the receptionists (bar 1). As long as they look up and smile and make the contact whilst 99% of them do. At work, when dealing with the public I was always told by them that a smile made such a difference!

		It would be good to see a range of 'alternative' treatments was offered e.g. back problems being treated by osteopaths. Also would it be possible to have more appointments available on line?
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Results

		Marine Avenue Medical Centre Patient Satisfaction Survey

		Number		Q1a		Q1b		Q1c		Q2		Q3		Q4a		Q4b		Q5a		Q5b		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15

		1		2		0		0		2		2		2		0		2		0		2		2		2		2		2		2		1		4		1		0

		2		2		0		0		2		2		2		2		2		2		2		2		2		2		1		1		2		5		1		0

		3		0		0		1		1		3		0		0		2		0		2		1		2		2		1		3		1		7		1		1

		4		1		0		1		1		1		1		0		1		1		1		2		1		1		0		4		1		5		1		2

		5		2		2		0		2		1		2		2		1		1		2		2		2		2		0		2		2		5		1		1

		6		1		1		1		1		1		2		2		3		3		2		1		2		2		3		2		1		10		1		2

		7		1		2		2		1		2		3		3		1		1		2		2		1		1		0		2		1		4		1		0

		8		0		0		1		1		2		2		1		2		2		1		2		1		2		2		2		1		3		1		2

		9		1		1		1		2		3		3		3		2		2		2		1		1		1		1		4		1		10		2		1

		10		1		0		1		1		3		3		0		1		1		2		1		1		1		3		2		2		0		0		0

		11		1		0		0		1		1		2		2		1		1		1		1		1		1		0		3		1		5		1		2

		12		1		0		0		1		1		3		2		1		1		1		1		1		1		1		2		1		9		2		0

		13		1		1		1		1		1		2		3		1		1		1		2		1		1		1		4		1		4		1		2

		14		1		1		1		1		1		1		1		1		1		1		1		1		1		1		4		1		11		1		0

		15		3		0		0		2		3		4		0		3		3		4		1		3		3		0		1		1		10		1		0

		16		1		0		0		1		2		1		1		1		1		1		1		1		1		2		2		2		9		1		2

		17		1		0		1		2		2		3		0		2		2		2		2		2		2		2		2		1		1		7		2

		18		0		2		2		2		2		4		1		2		2		2		2		2		2		2		2		2		9		1		2

		19		1		0		1		2		2		3		0		1		0		1		1		2		2		1		4		1		10		1		0

		20		1		0		0		1		1		3		0		2		2		1		1		1		1		1		4		1		9		1		0

		21		2		0		1		1		2		3		0		2		2		3		2		2		2		2		3		2		6		1		0

		22		3		0		3		0		1		5		3		1		1		3		2		2		3		4		2		1		5		1		2

		23		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		4		0		2

		24		1		0		2		1		2		4		0		2		2		2		2		2		2		2		2		2		11		2		1

		25		1		1		1		1		1		1		1		1		1		1		1		1		1		1		2		1		9		2		2

		26		1		2		2		2		2		3		0		2		2		3		2		2		2		1		4		1		6		1		2

		27		2		0		0		2		2		4		2		2		2		3		1		2		2		2		3		1		9		1		2

		28		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		10		1		0

		29		0		1		0		2		3		3		2		1		0		3		1		3		2		3		2		1		5		1		0

		30		2		2		2		2		2		2		2		2		2		2		1		1		2		1		2		1		11		1		2

		31		2		0		2		2		3		4		0		2		2		3		1		2		2		2		2		1		9		1		2

		32		1		1		1		1		1		1		1		2		1		1		2		1		1		1		4		1		6		1		2

		33		1		0		1		1		1		2		2		1		1		1		2		1		1		1		4		1		6		1		1

		34		0		1		0		2		1		2		2		2		2		2		2		2		2		2		4		1		5		11		0

		35		1		1		1		1		2		2		1		2		1		2		1		1		2		2		2		1		11		1		0

		36		0		1		1		1		0		1		1		1		1		2		1		0		0		1		0		1		10		1		2

		37		1		2		2		3		2		4		2		2		2		2		2		2		3		4		4		2		5		1		2

		38		1		1		1		1		3		1		0		1		1		1		1		1		1		1		2		1		11		1		1

		39		2		2		2		2		3		4		3		2		2		3		1		4		4		3		2		1		11		1		1

		40		1		1		1		2		4		5		3		2		2		2		1		2		2		2		2		2		7		1		1

		41		0		1		1		1		2		5		3		1		1		2		2		1		1		2		4		2		7		1		2

		42		1		0		1		1		2		3		0		1		1		1		2		2		2		2		3		2		10		2		0

		43		1		0		1		2		2		3		2		2		2		2		1		2		2		2		2		1		5		1		2

		44		1		0		1		1		2		0		3		0		2		3		1		2		2		3		2		1		7		1		2

		45		1		1		1		1		1		2		1		1		1		1		1		1		1		1		2		1		9		2		2

		46		1		1		1		1		2		2		2		1		1		1		1		1		1		1		3		1		11		1		1

		47		1		0		1		2		2		3		0		2		1		2		1		1		1		1		3		1		9		1		2

		48		1		1		1		2		2		2		2		2		2		2		1		2		2		2		2		1		11		1		0

		49		2		2		2		1		1		2		2		1		1		2		2		2		2		3		4		1		8		1		1

		50		0		0		0		1		0		2		2		1		1		0		2		2		2		2		4		1		10		1		0

		51		2		2		2		2		2		3		2		2		2		2		1		2		2		2		2		2		11		1		1

		52		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		7		1		1

		53		1		0		1		1		2		3		2		2		2		3		1		2		2		4		2		1		6		1		2

		54		1		0		1		2		3		4		2		2		0		2		1		2		2		1		2		2		11		1		0

		55		1		1		1		1		1		2		2		1		1		1		2		1		1		1		4		2		11		1		0

		56		1		1		1		1		1		2		2		1		1		1		2		1		1		1		2		1		5		1		2

		57		1		0		0		2		2		4		0		3		0		2		2		2		3		3		1		2		9		1		2

		58		1		1		1		1		1		1		1		1		1		1		1		1		1		1		4		1		4		1		0

		59		2		2		1		1		3		3		2		2		2		2		2		1		1		2		2		2		9		2		0

		60		1		1		1		2		1		3		2		1		1		2		1		1		1		2		4		1		11		1		2

		61		0		2		2		1		2		2		1		2		2		2		2		2		2		1		2		2		11		1		0

		62		1		1		1		1		1		2		1		1		1		1		1		1		1		1		2		1		9		1		2

		63		2		0		2		2		2		1		0		2		0		2		1		2		2		1		1		2		9		1		2

		64		0		0		1		1		1		1		1		2		2		2		2		1		1		1		1		2		11		1		2

		65		1		1		1		1		1		1		1		1		1		1		1		1		1		0		2		1		10		1		1

		66		1		1		1		1		1		2		1		1		1		1		1		0		1		1		2		1		9		1		2

		67		1		1		1		1		1		1		1		1		1		1		1		1		1		1		2		1		11		1		2

		68		1		1		1		2		2		1		1		1		1		1		2		1		1		2		2		2		11		1		2

		69		1		0		0		1		1		1		2		1		1		3		1		1		1		1		3		1		11		2		2

		70		1		1		1		1		1		2		0		1		0		1		1		1		1		2		2		1		11		1		2

		71		1		1		1		1		1		1		1		1		1		1		1		1		1		1		2		2		11		1		2

		72		1		0		1		1		2		2		0		1		2		2		2		1		1		3		4		2		6		1		2

		73		1		1		1		1		3		3		2		1		1		2		1		2		2		2		2		1		11		1		0

		74		2		0		0		2		2		2		2		2		2		3		1		2		2		3		3		1		9		1		0

		75		1		2		2		2		3		2		2		2		2		3		1		1		1		2		2		1		11		1		0

		76		1		1		1		1		1		1		1		1		1		1		2		1		1		1		2		2		7		1		1

		77		0		0		1		1		2		1		0		1		0		1		2		2		1		0		2		2		6		2		2

		78		1		0		1		2		2		2		2		1		0		1		1		1		1		1		2		2		6		1		1

		79		2		0		3		2		3		3		0		2		2		2		2		2		2		3		3		2		6		1		1

		80		1		2		2		2		2		3		4		3		3		3		1		2		2		2		4		1		9		1		0

		81		1		0		0		1		2		2		2		2		1		1		2		0		0		0		0		0		0		0		0

		82		1		0		1		1		1		1		1		1		0		1		1		1		1		1		2		1		8		5		2

		83		1		2		3		3		2		3		2		2		2		2		2		2		2		1		4		1		11		1		2

		84		1		0		2		2		2		2		1		2		1		2		2		1		1		2		4		1		8		1		0

		85		1		1		1		1		1		3		3		2		2		2		2		2		2		2		2		2		10		1		0

		86		1		2		2		2		3		3		2		2		2		3		1		2		2		2		1		2		4		1		2

		87		1		0		0		1		2		5		3		1		1		2		1		2		2		1		1		1		6		1		0

		88		1		0		0		1		1		2		2		1		1		1		2		1		1		1		3		2		5		1		2

		89		2		2		2		1		3		3		3		2		2		2		1		2		2		3		2		1		2		1		1

		90		1		0		2		3		3		4		4		2		2		3		1		2		3		2		3		1		7		1		0

		91		2		0		0		2		2		1		0		1		1		3		1		2		2		2		2		2		6		1		2

		92		2		2		2		2		2		4		2		3		2		2		1		2		3		2		3		2		7		1		1

		93		1		0		1		2		1		2		0		2		2		2		1		1		2		1		2		1		11		1		2

		94		1		0		1		1		1		2		2		1		1		2		2		1		1		1		4		1		7		1		2

		95		1		0		2		2		3		4		2		1		1		3		1		2		3		2		3		1		7		1		2

		96		1		1		1		1		2		3		2		1		1		1		1		1		1		1		2		1		11		0		0

		97		2		0		2		2		2		2		0		2		2		1		2		2		2		3		2		1		3		2		1

		98		1		1		1		1		2		1		1		1		1		1		2		1		1		2		2		2		3		1		2

		99		1		0		1		1		1		1		1		1		1		1		2		0		0		0		0		0		0		0		0

		100		1		0		0		2		3		4		3		3		3		3		2		3		3		2		1		1		11		1		2

		101		1		0		1		1		1		4		0		1		1		2		1		1		1		1		3		1		10		1		2

		102		2		0		0		1		2		2		2		2		2		2		1		1		2		1		4		2		7		1		2

		103		3		2		2		2		3		3		3		2		2		3		0		3		2		0		2		0		11		2		2

		104		1		0		0		2		2		1		1		2		2		2		2		1		1		2		2		2		11		2		2

		105		1		1		1		1		2		2		2		1		0		2		1		1		1		2		2		2		11		1		1

		106		1		1		1		2		2		1		1		1		2		2		1		2		2		2		1		1		11		1		1

		107

		108

		109

		110

		111

		112

		113

		114

		115

		116

		117

		118

		119

		120

		121

		122

		123

		124

		125

		126

		127

		128

		129

		130

		131

		132

		133

		134

		135

		136

		137

		138

		139

		140

		141

		142

		143

		144

		145

		146

		147

		148

		149

		150

		151

		152

		153

		154

		155

		156

		157

		158

		159

		160

		161

		162

		163

		164

		165

		166

		167

		168

		169

		170

		Count if 0		11		51		22		1		2		2		25		1		12		1		1		4		3		10		3		3		3		5		33

		Count if 1		73		37		59		61		38		26		28		54		50		39		62		52		49		44		12		68		1		86		21

		Count if 2		19		18		22		41		46		34		38		45		40		46		43		45		45		37		53		35		1		12		52

		Count if 3		3		0		3		3		19		26		13		6		4		19		0		4		8		12		15		0		3		0		0

		Count if 4		0		0		0		0		1		14		2		0		0		1		0		1		1		3		23		0		6		0		0

		Count if 5		0		0		0		0		0		4		0		0		0		0		0		0		0		0		0		0		11		1		0

		Count if 6		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		11		0		0

		Count if 7		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		11		1		0

		Count if 8		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		0		0

		Count if 9		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		16		0		0

		Count if 10		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		11		0		0

		Count if 11		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		29		1		0

		Count if 12		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Count if 14		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Sample Size		106		106		106		106		106		106		106		106		106		106		106		106		106		106		106		106		106		106		106





Questions

		

		Question 1: At your most recent visit to the surgery how would you rate the way you were looked after by the GP and Staff?

		GP				Percent		% -DNR				Practice Nurse				Percent		% -DNR				Receptionists				Percent		% -DNR

		Did not respond		11		10						Did not respond		51		48						Did not respond		22		21

		Excellent		73		69		77				Excellent		37		35		67				Excellent		59		56		70

		Good		19		18		20				Good		18		17		33				Good		22		21		26

		Average		3		3		3				Average		0		0		0				Average		3		3		4

		Poor		0		0		0				Poor		0		0		0				Poor		0		0		0

		Very Poor		0		0		0				Very Poor		0		0		0				Very Poor		0		0		0

		Total %				100		100				Total %				100		100				Total %				100		100

		Total Sample		106								Total Sample		106								Total Sample		106

		Sample without DNR		95								Sample without DNR		55								Sample without DNR		84

		Question 2: How welcome are you made to feel when you arrive at the reception desk?

						Percent		% -DNR

		Did not respond		1		1

		Very welcome		61		58		58

		Welcome		41		39		39

		Not very welcome		3		3		3

		Not welcome at all		0		0		0

		Total %				100		100

		Total Sample		106

		Sample without DNR		105

		Question 3: How easy is it for you to contact the practice by telephone?

						Percent		% -DNR

		Did not respond		2		2

		Excellent		38		36		37

		Good		46		43		44

		Average		19		18		18

		Poor		1		1		1

		Very Poor		0		0		0

		Total %				100		100

		Total Sample		106

		Sample without DNR		104

		Question 4: How easy is it to get an appointment with the following healthcare professionals?

		GP				Percent		% -DNR				Nurse				Percent		% -DNR

		Did not respond		2		2						Did not respond		25		24

		Excelllent		26		25		25				Excelllent		28		26		35

		Good		34		32		33				Good		38		36		47

		Average		26		25		25				Average		13		12		16

		Poor		14		13		13				Poor		2		2		2

		Very Poor		4		4		4				Very Poor		0		0		0

						100		100								100		100

		Total Sample		106								Total Sample		106

		Sample without DNR		104								Sample without DNR		81

		Question 5: How do you rate the facilities provided by the practice?

		Waiting Room				Percent		% -DNR				Consulting Room				Percent		% -DNR

		Did not respond		1		1						Did not respond		12		11

		Excellent		54		51		51				Excellent		50		47		53

		Good		45		42		43				Good		40		38		43

		Average		6		6		6				Average		4		4		4

		Poor		0		0		0				Poor		0		0		0

		Very poor		0		0		0				Very poor		0		0		0

		Total %				100		100								100		100

		Total Sample		106								Total Sample		106

		Sample without DNR		105								Sample without DNR		94

		Question 6: How do you find the current opening hours of the surgery?

						Percent		% -DNR

		Did not respond		1		1

		Excellent		39		37		37

		Good		46		43		44

		Average		19		18		18

		Poor		1		1		1

		Very poor		0		0		0

		Total %				100		100

		Total Sample		106

		Sample without DNR		105

		Question 7: Were you aware that you can access a range of online services through the practice website?

						Percent		% -DNR

		Did not respond		1		1

		Yes		62		58		59

		No		43		41		41

		Total %				100		100

		Total Sample		106

		Sample without DNR		105

		Question 8: How would you rate the overall care given by the practice?

						Percent		% -DNR

		Did not respond		4		4

		Excellent		52		49		51

		Good		45		42		44

		Average		4		4		4

		Poor		1		1		1

		Very poor		0		0		0

		Total %				100		100

		Total Sample		106

		Sample without DNR		102

		Question 9: What do you feel about the services provided by the surgery?

						Percent		% -DNR

		Did not respond		3		3

		Excellent		49		46		48

		Good		45		42		44

		Average		8		8		8

		Poor		1		1		1

		Very poor		0		0		0

		Total %				100		100

		Total Sample		106

		Sample without DNR		103

		Question 10: How would you rate the process in obtaining repeat prescriptions?

						Percent		% -DNR

		Did not respond		10		9

		Excellent		44		42		46

		Good		37		35		39

		Average		12		11		13

		Poor		3		3		3

		Very poor		0		0		0

		Total %				100		100

		Total Sample		106

		Sample without DNR		96

		Question 11: What would be your preferred method of contact?

						Percent		% -DNR

		Did not respond		3		3

		Post		12		11		12

		Phone		53		50		51

		Email		15		14		15

		Text Message		23		22		22

		Total %				100		100

		Total Sample		106

		Sample without DNR		103

		Question 12: Are you aware of our text messaging service?

						Percent		% -DNR

		Did not respond		3		3

		Yes		68		64		66

		No		35		33		34

		Total %				100		100

		Total Sample		106

		Sample without DNR		103

		Equality & Diversity

		Age

						Percent		% -DNR

		Did not respond		3		3

		16-19		1		1		1

		20-24		1		1		1

		25-29		3		3		3

		30-34		6		6		6

		35-39		11		10		11

		40-44		11		10		11

		45-49		11		10		11

		50-54		3		3		3

		55-59		16		15		16

		60-64		11		10		11

		65+		29		27		28

		Total %				100		100

		Total Sample		106

		Sample without DNR		103

		Ethnicity

						Percent		% -DNR

		Did not respond		5		5

		White British		86		81		85

		White Irish		12		11		12

		Indian		0		0		0

		Bangladeshi		0		0		0

		White Other		1		1		1

		Mixed Race		0		0		0

		Pakistani		1		1		1

		Other Asian		0		0		0

		Black Carribbean		0		0		0

		Black African		0		0		0

		Chinese		1		1		1

		Other		0		0		0

		Total %				100		100

		Total Sample		106

		Sample without DNR		101

		Gender				Percent		% -DNR

		Did not respond		33		31

		Male		21		20		29

		Female		52		49		71

		Total %				100		100

		Total Sample		106

		Sample without DNR		73





Questions

		0

		0

		0





Comments

		

		Compared to my previous GP surgery, I feel listened to (Dr. Scott), much easier to get appts and the waiting room is much more pleasurable and less busy to be in.

		Q10. It would be better if it was possible to order by phone. Q3. Not being able to phone in the middle of the day is a problem as this is the time in my working day when I am free to phone. Q4. I appreciate it is very difficult to get appointment…but I f

		When I have rang recent to get appts for my 6 month old the staff have been very understanding and able to get an appt very quickly.

		It sometimes seems a long wait to get an appointment with the doctor of my choice (Dr Buchanan) but I suppose this is inevitable.

		I find it very hard to get an appointment quickly with my choice of doctor.

		Overall I would say "mixed". Closing at lunchtime is a bit old fashioned. Getting an appointment is difficult. Variation in quality between the different GPs means it is a bit of a lottery. Some are very good, others are less impressive. Some receptionist

		Getting a non-urgent appointment can take too long.

		I am a new patient and have not had much experience of this practice but my first impressions are that is it very efficient and welcoming.

		Too long for appointment.

		With most ot the doctors working part-time difficult to obtain consistency with one doctor.

		I find Dr Scott's insistence on sticking to a 15 min consultation abhorrent this happened to myself twice and my daughter once whilst Dr Scott spent 45 mins chatting about computers to another patient.

		I sometimes feel I would get a better service if I were in my 20s, female and pregnant.

		Long wait for physio appointments and appointments with certain doctors i.e. Dr Robson.

		Always feel like I have been listened to and received answers to any questions I ask. Examinations very thorough. Thank you.

		Daily newspapers, local paper. Magazines are useful if waiting a long time. CDs are outdated. Something more cheerful.

		It is hard to make an appointment by phone because the line is closed during lunchtime - the one time people are most available to make a call!

		The service and care I have received from the receptionists, nurses and doctors has always been excellent. At the practice I can always get an appointment for an emergency. A bit more difficult to see my own doctor without waiting a week or two.

		Could not ask for a better service, feel listened to and cared for top marks on all counts. Thank you.

		Not happy about Collin's attitude when phoning. We only phone if we are unwell. Surely he could be more polite.

		Generally very happy. However, in the past I've had some…issues about one male member of the admin team who just can be unprofessional, aggressive…He has to realise that bullying is unnecessary. Such a shame to put a blot on the excellent practice. I woul

		It can still be difficult to get an appointment even when you plan in advance for ongoing treatment you receive, the Nurse's hours seem very limited for those patients who work.

		Calm music please - in waiting area.

		I feel that obtaining appointments in an emergency is very difficult. Tried on four different occasions to do so without success. Even after walk in told needed to see own GP.

		Long wait for routine appointments.

		While got appointment same day this time this is unusual. Waiting room far too hot.

		Mature staff, very welcoming, young ones - reticent

		Everything is super and I must commend the receptionists (bar 1). As long as they look up and smile and make the contact whilst 99% of them do. At work, when dealing with the public I was always told by them that a smile made such a difference!

		It would be good to see a range of 'alternative' treatments was offered e.g. back problems being treated by osteopaths. Also would it be possible to have more appointments available on line?
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Question 8: How would you rate the overall care given by the practice?
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Results

		Marine Avenue Medical Centre Patient Satisfaction Survey

		Number		Q1a		Q1b		Q1c		Q2		Q3		Q4a		Q4b		Q5a		Q5b		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15

		1		2		0		0		2		2		2		0		2		0		2		2		2		2		2		2		1		4		1		0

		2		2		0		0		2		2		2		2		2		2		2		2		2		2		1		1		2		5		1		0

		3		0		0		1		1		3		0		0		2		0		2		1		2		2		1		3		1		7		1		1

		4		1		0		1		1		1		1		0		1		1		1		2		1		1		0		4		1		5		1		2

		5		2		2		0		2		1		2		2		1		1		2		2		2		2		0		2		2		5		1		1

		6		1		1		1		1		1		2		2		3		3		2		1		2		2		3		2		1		10		1		2

		7		1		2		2		1		2		3		3		1		1		2		2		1		1		0		2		1		4		1		0

		8		0		0		1		1		2		2		1		2		2		1		2		1		2		2		2		1		3		1		2

		9		1		1		1		2		3		3		3		2		2		2		1		1		1		1		4		1		10		2		1

		10		1		0		1		1		3		3		0		1		1		2		1		1		1		3		2		2		0		0		0

		11		1		0		0		1		1		2		2		1		1		1		1		1		1		0		3		1		5		1		2

		12		1		0		0		1		1		3		2		1		1		1		1		1		1		1		2		1		9		2		0

		13		1		1		1		1		1		2		3		1		1		1		2		1		1		1		4		1		4		1		2

		14		1		1		1		1		1		1		1		1		1		1		1		1		1		1		4		1		11		1		0

		15		3		0		0		2		3		4		0		3		3		4		1		3		3		0		1		1		10		1		0

		16		1		0		0		1		2		1		1		1		1		1		1		1		1		2		2		2		9		1		2

		17		1		0		1		2		2		3		0		2		2		2		2		2		2		2		2		1		1		7		2

		18		0		2		2		2		2		4		1		2		2		2		2		2		2		2		2		2		9		1		2

		19		1		0		1		2		2		3		0		1		0		1		1		2		2		1		4		1		10		1		0

		20		1		0		0		1		1		3		0		2		2		1		1		1		1		1		4		1		9		1		0

		21		2		0		1		1		2		3		0		2		2		3		2		2		2		2		3		2		6		1		0

		22		3		0		3		0		1		5		3		1		1		3		2		2		3		4		2		1		5		1		2

		23		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		4		0		2

		24		1		0		2		1		2		4		0		2		2		2		2		2		2		2		2		2		11		2		1

		25		1		1		1		1		1		1		1		1		1		1		1		1		1		1		2		1		9		2		2

		26		1		2		2		2		2		3		0		2		2		3		2		2		2		1		4		1		6		1		2

		27		2		0		0		2		2		4		2		2		2		3		1		2		2		2		3		1		9		1		2

		28		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		10		1		0

		29		0		1		0		2		3		3		2		1		0		3		1		3		2		3		2		1		5		1		0

		30		2		2		2		2		2		2		2		2		2		2		1		1		2		1		2		1		11		1		2

		31		2		0		2		2		3		4		0		2		2		3		1		2		2		2		2		1		9		1		2

		32		1		1		1		1		1		1		1		2		1		1		2		1		1		1		4		1		6		1		2

		33		1		0		1		1		1		2		2		1		1		1		2		1		1		1		4		1		6		1		1

		34		0		1		0		2		1		2		2		2		2		2		2		2		2		2		4		1		5		11		0

		35		1		1		1		1		2		2		1		2		1		2		1		1		2		2		2		1		11		1		0

		36		0		1		1		1		0		1		1		1		1		2		1		0		0		1		0		1		10		1		2

		37		1		2		2		3		2		4		2		2		2		2		2		2		3		4		4		2		5		1		2

		38		1		1		1		1		3		1		0		1		1		1		1		1		1		1		2		1		11		1		1

		39		2		2		2		2		3		4		3		2		2		3		1		4		4		3		2		1		11		1		1

		40		1		1		1		2		4		5		3		2		2		2		1		2		2		2		2		2		7		1		1

		41		0		1		1		1		2		5		3		1		1		2		2		1		1		2		4		2		7		1		2

		42		1		0		1		1		2		3		0		1		1		1		2		2		2		2		3		2		10		2		0

		43		1		0		1		2		2		3		2		2		2		2		1		2		2		2		2		1		5		1		2

		44		1		0		1		1		2		0		3		0		2		3		1		2		2		3		2		1		7		1		2

		45		1		1		1		1		1		2		1		1		1		1		1		1		1		1		2		1		9		2		2

		46		1		1		1		1		2		2		2		1		1		1		1		1		1		1		3		1		11		1		1

		47		1		0		1		2		2		3		0		2		1		2		1		1		1		1		3		1		9		1		2

		48		1		1		1		2		2		2		2		2		2		2		1		2		2		2		2		1		11		1		0

		49		2		2		2		1		1		2		2		1		1		2		2		2		2		3		4		1		8		1		1

		50		0		0		0		1		0		2		2		1		1		0		2		2		2		2		4		1		10		1		0

		51		2		2		2		2		2		3		2		2		2		2		1		2		2		2		2		2		11		1		1

		52		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		7		1		1

		53		1		0		1		1		2		3		2		2		2		3		1		2		2		4		2		1		6		1		2

		54		1		0		1		2		3		4		2		2		0		2		1		2		2		1		2		2		11		1		0

		55		1		1		1		1		1		2		2		1		1		1		2		1		1		1		4		2		11		1		0

		56		1		1		1		1		1		2		2		1		1		1		2		1		1		1		2		1		5		1		2

		57		1		0		0		2		2		4		0		3		0		2		2		2		3		3		1		2		9		1		2

		58		1		1		1		1		1		1		1		1		1		1		1		1		1		1		4		1		4		1		0

		59		2		2		1		1		3		3		2		2		2		2		2		1		1		2		2		2		9		2		0

		60		1		1		1		2		1		3		2		1		1		2		1		1		1		2		4		1		11		1		2

		61		0		2		2		1		2		2		1		2		2		2		2		2		2		1		2		2		11		1		0

		62		1		1		1		1		1		2		1		1		1		1		1		1		1		1		2		1		9		1		2

		63		2		0		2		2		2		1		0		2		0		2		1		2		2		1		1		2		9		1		2

		64		0		0		1		1		1		1		1		2		2		2		2		1		1		1		1		2		11		1		2

		65		1		1		1		1		1		1		1		1		1		1		1		1		1		0		2		1		10		1		1

		66		1		1		1		1		1		2		1		1		1		1		1		0		1		1		2		1		9		1		2

		67		1		1		1		1		1		1		1		1		1		1		1		1		1		1		2		1		11		1		2

		68		1		1		1		2		2		1		1		1		1		1		2		1		1		2		2		2		11		1		2

		69		1		0		0		1		1		1		2		1		1		3		1		1		1		1		3		1		11		2		2

		70		1		1		1		1		1		2		0		1		0		1		1		1		1		2		2		1		11		1		2

		71		1		1		1		1		1		1		1		1		1		1		1		1		1		1		2		2		11		1		2

		72		1		0		1		1		2		2		0		1		2		2		2		1		1		3		4		2		6		1		2

		73		1		1		1		1		3		3		2		1		1		2		1		2		2		2		2		1		11		1		0

		74		2		0		0		2		2		2		2		2		2		3		1		2		2		3		3		1		9		1		0

		75		1		2		2		2		3		2		2		2		2		3		1		1		1		2		2		1		11		1		0

		76		1		1		1		1		1		1		1		1		1		1		2		1		1		1		2		2		7		1		1

		77		0		0		1		1		2		1		0		1		0		1		2		2		1		0		2		2		6		2		2

		78		1		0		1		2		2		2		2		1		0		1		1		1		1		1		2		2		6		1		1

		79		2		0		3		2		3		3		0		2		2		2		2		2		2		3		3		2		6		1		1

		80		1		2		2		2		2		3		4		3		3		3		1		2		2		2		4		1		9		1		0

		81		1		0		0		1		2		2		2		2		1		1		2		0		0		0		0		0		0		0		0

		82		1		0		1		1		1		1		1		1		0		1		1		1		1		1		2		1		8		5		2

		83		1		2		3		3		2		3		2		2		2		2		2		2		2		1		4		1		11		1		2

		84		1		0		2		2		2		2		1		2		1		2		2		1		1		2		4		1		8		1		0

		85		1		1		1		1		1		3		3		2		2		2		2		2		2		2		2		2		10		1		0

		86		1		2		2		2		3		3		2		2		2		3		1		2		2		2		1		2		4		1		2

		87		1		0		0		1		2		5		3		1		1		2		1		2		2		1		1		1		6		1		0

		88		1		0		0		1		1		2		2		1		1		1		2		1		1		1		3		2		5		1		2

		89		2		2		2		1		3		3		3		2		2		2		1		2		2		3		2		1		2		1		1

		90		1		0		2		3		3		4		4		2		2		3		1		2		3		2		3		1		7		1		0

		91		2		0		0		2		2		1		0		1		1		3		1		2		2		2		2		2		6		1		2

		92		2		2		2		2		2		4		2		3		2		2		1		2		3		2		3		2		7		1		1

		93		1		0		1		2		1		2		0		2		2		2		1		1		2		1		2		1		11		1		2

		94		1		0		1		1		1		2		2		1		1		2		2		1		1		1		4		1		7		1		2

		95		1		0		2		2		3		4		2		1		1		3		1		2		3		2		3		1		7		1		2

		96		1		1		1		1		2		3		2		1		1		1		1		1		1		1		2		1		11		0		0

		97		2		0		2		2		2		2		0		2		2		1		2		2		2		3		2		1		3		2		1

		98		1		1		1		1		2		1		1		1		1		1		2		1		1		2		2		2		3		1		2

		99		1		0		1		1		1		1		1		1		1		1		2		0		0		0		0		0		0		0		0

		100		1		0		0		2		3		4		3		3		3		3		2		3		3		2		1		1		11		1		2

		101		1		0		1		1		1		4		0		1		1		2		1		1		1		1		3		1		10		1		2

		102		2		0		0		1		2		2		2		2		2		2		1		1		2		1		4		2		7		1		2

		103		3		2		2		2		3		3		3		2		2		3		0		3		2		0		2		0		11		2		2

		104		1		0		0		2		2		1		1		2		2		2		2		1		1		2		2		2		11		2		2

		105		1		1		1		1		2		2		2		1		0		2		1		1		1		2		2		2		11		1		1

		106		1		1		1		2		2		1		1		1		2		2		1		2		2		2		1		1		11		1		1

		107

		108

		109

		110

		111

		112

		113

		114

		115

		116

		117

		118

		119

		120

		121

		122

		123

		124

		125

		126

		127

		128

		129

		130

		131

		132

		133

		134

		135

		136

		137

		138

		139

		140

		141

		142

		143

		144

		145

		146

		147

		148

		149

		150

		151

		152

		153

		154

		155

		156

		157

		158

		159

		160

		161

		162

		163

		164

		165

		166

		167

		168

		169

		170

		Count if 0		11		51		22		1		2		2		25		1		12		1		1		4		3		10		3		3		3		5		33

		Count if 1		73		37		59		61		38		26		28		54		50		39		62		52		49		44		12		68		1		86		21

		Count if 2		19		18		22		41		46		34		38		45		40		46		43		45		45		37		53		35		1		12		52

		Count if 3		3		0		3		3		19		26		13		6		4		19		0		4		8		12		15		0		3		0		0

		Count if 4		0		0		0		0		1		14		2		0		0		1		0		1		1		3		23		0		6		0		0

		Count if 5		0		0		0		0		0		4		0		0		0		0		0		0		0		0		0		0		11		1		0

		Count if 6		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		11		0		0

		Count if 7		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		11		1		0

		Count if 8		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		0		0

		Count if 9		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		16		0		0

		Count if 10		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		11		0		0

		Count if 11		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		29		1		0

		Count if 12		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Count if 14		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Sample Size		106		106		106		106		106		106		106		106		106		106		106		106		106		106		106		106		106		106		106





Questions

		

		Question 1: At your most recent visit to the surgery how would you rate the way you were looked after by the GP and Staff?

		GP				Percent		% -DNR				Practice Nurse				Percent		% -DNR				Receptionists				Percent		% -DNR

		Did not respond		11		10						Did not respond		51		48						Did not respond		22		21

		Excellent		73		69		77				Excellent		37		35		67				Excellent		59		56		70

		Good		19		18		20				Good		18		17		33				Good		22		21		26

		Average		3		3		3				Average		0		0		0				Average		3		3		4

		Poor		0		0		0				Poor		0		0		0				Poor		0		0		0

		Very Poor		0		0		0				Very Poor		0		0		0				Very Poor		0		0		0

		Total %				100		100				Total %				100		100				Total %				100		100

		Total Sample		106								Total Sample		106								Total Sample		106

		Sample without DNR		95								Sample without DNR		55								Sample without DNR		84

		Question 2: How welcome are you made to feel when you arrive at the reception desk?

						Percent		% -DNR

		Did not respond		1		1

		Very welcome		61		58		58

		Welcome		41		39		39

		Not very welcome		3		3		3

		Not welcome at all		0		0		0

		Total %				100		100

		Total Sample		106

		Sample without DNR		105

		Question 3: How easy is it for you to contact the practice by telephone?

						Percent		% -DNR

		Did not respond		2		2

		Excellent		38		36		37

		Good		46		43		44

		Average		19		18		18

		Poor		1		1		1

		Very Poor		0		0		0

		Total %				100		100

		Total Sample		106

		Sample without DNR		104

		Question 4: How easy is it to get an appointment with the following healthcare professionals?

		GP				Percent		% -DNR				Nurse				Percent		% -DNR

		Did not respond		2		2						Did not respond		25		24

		Excelllent		26		25		25				Excelllent		28		26		35

		Good		34		32		33				Good		38		36		47

		Average		26		25		25				Average		13		12		16

		Poor		14		13		13				Poor		2		2		2

		Very Poor		4		4		4				Very Poor		0		0		0

						100		100								100		100

		Total Sample		106								Total Sample		106

		Sample without DNR		104								Sample without DNR		81

		Question 5: How do you rate the facilities provided by the practice?

		Waiting Room				Percent		% -DNR				Consulting Room				Percent		% -DNR

		Did not respond		1		1						Did not respond		12		11

		Excellent		54		51		51				Excellent		50		47		53

		Good		45		42		43				Good		40		38		43

		Average		6		6		6				Average		4		4		4

		Poor		0		0		0				Poor		0		0		0

		Very poor		0		0		0				Very poor		0		0		0

		Total %				100		100								100		100

		Total Sample		106								Total Sample		106

		Sample without DNR		105								Sample without DNR		94

		Question 6: How do you find the current opening hours of the surgery?

						Percent		% -DNR

		Did not respond		1		1

		Excellent		39		37		37

		Good		46		43		44

		Average		19		18		18

		Poor		1		1		1

		Very poor		0		0		0

		Total %				100		100

		Total Sample		106

		Sample without DNR		105

		Question 7: Were you aware that you can access a range of online services through the practice website?

						Percent		% -DNR

		Did not respond		1		1

		Yes		62		58		59

		No		43		41		41

		Total %				100		100

		Total Sample		106

		Sample without DNR		105

		Question 8: How would you rate the overall care given by the practice?

						Percent		% -DNR

		Did not respond		4		4

		Excellent		52		49		51

		Good		45		42		44

		Average		4		4		4

		Poor		1		1		1

		Very poor		0		0		0

		Total %				100		100

		Total Sample		106

		Sample without DNR		102

		Question 9: What do you feel about the services provided by the surgery?

						Percent		% -DNR

		Did not respond		3		3

		Excellent		49		46		48

		Good		45		42		44

		Average		8		8		8

		Poor		1		1		1

		Very poor		0		0		0

		Total %				100		100

		Total Sample		106

		Sample without DNR		103

		Question 10: How would you rate the process in obtaining repeat prescriptions?

						Percent		% -DNR

		Did not respond		10		9

		Excellent		44		42		46

		Good		37		35		39

		Average		12		11		13

		Poor		3		3		3

		Very poor		0		0		0

		Total %				100		100

		Total Sample		106

		Sample without DNR		96

		Question 11: What would be your preferred method of contact?

						Percent		% -DNR

		Did not respond		3		3

		Post		12		11		12

		Phone		53		50		51

		Email		15		14		15

		Text Message		23		22		22

		Total %				100		100

		Total Sample		106

		Sample without DNR		103

		Question 12: Are you aware of our text messaging service?

						Percent		% -DNR

		Did not respond		3		3

		Yes		68		64		66

		No		35		33		34

		Total %				100		100

		Total Sample		106

		Sample without DNR		103

		Equality & Diversity

		Age

						Percent		% -DNR

		Did not respond		3		3

		16-19		1		1		1

		20-24		1		1		1

		25-29		3		3		3

		30-34		6		6		6

		35-39		11		10		11

		40-44		11		10		11

		45-49		11		10		11

		50-54		3		3		3

		55-59		16		15		16

		60-64		11		10		11

		65+		29		27		28

		Total %				100		100

		Total Sample		106

		Sample without DNR		103

		Ethnicity

						Percent		% -DNR

		Did not respond		5		5

		White British		86		81		85

		White Irish		12		11		12

		Indian		0		0		0

		Bangladeshi		0		0		0

		White Other		1		1		1

		Mixed Race		0		0		0

		Pakistani		1		1		1

		Other Asian		0		0		0

		Black Carribbean		0		0		0

		Black African		0		0		0

		Chinese		1		1		1

		Other		0		0		0

		Total %				100		100

		Total Sample		106

		Sample without DNR		101

		Gender				Percent		% -DNR

		Did not respond		33		31

		Male		21		20		29

		Female		52		49		71

		Total %				100		100

		Total Sample		106

		Sample without DNR		73
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Comments

		

		Compared to my previous GP surgery, I feel listened to (Dr. Scott), much easier to get appts and the waiting room is much more pleasurable and less busy to be in.

		Q10. It would be better if it was possible to order by phone. Q3. Not being able to phone in the middle of the day is a problem as this is the time in my working day when I am free to phone. Q4. I appreciate it is very difficult to get appointment…but I f

		When I have rang recent to get appts for my 6 month old the staff have been very understanding and able to get an appt very quickly.

		It sometimes seems a long wait to get an appointment with the doctor of my choice (Dr Buchanan) but I suppose this is inevitable.

		I find it very hard to get an appointment quickly with my choice of doctor.

		Overall I would say "mixed". Closing at lunchtime is a bit old fashioned. Getting an appointment is difficult. Variation in quality between the different GPs means it is a bit of a lottery. Some are very good, others are less impressive. Some receptionist

		Getting a non-urgent appointment can take too long.

		I am a new patient and have not had much experience of this practice but my first impressions are that is it very efficient and welcoming.

		Too long for appointment.

		With most ot the doctors working part-time difficult to obtain consistency with one doctor.

		I find Dr Scott's insistence on sticking to a 15 min consultation abhorrent this happened to myself twice and my daughter once whilst Dr Scott spent 45 mins chatting about computers to another patient.

		I sometimes feel I would get a better service if I were in my 20s, female and pregnant.

		Long wait for physio appointments and appointments with certain doctors i.e. Dr Robson.

		Always feel like I have been listened to and received answers to any questions I ask. Examinations very thorough. Thank you.

		Daily newspapers, local paper. Magazines are useful if waiting a long time. CDs are outdated. Something more cheerful.

		It is hard to make an appointment by phone because the line is closed during lunchtime - the one time people are most available to make a call!

		The service and care I have received from the receptionists, nurses and doctors has always been excellent. At the practice I can always get an appointment for an emergency. A bit more difficult to see my own doctor without waiting a week or two.

		Could not ask for a better service, feel listened to and cared for top marks on all counts. Thank you.

		Not happy about Collin's attitude when phoning. We only phone if we are unwell. Surely he could be more polite.

		Generally very happy. However, in the past I've had some…issues about one male member of the admin team who just can be unprofessional, aggressive…He has to realise that bullying is unnecessary. Such a shame to put a blot on the excellent practice. I woul

		It can still be difficult to get an appointment even when you plan in advance for ongoing treatment you receive, the Nurse's hours seem very limited for those patients who work.

		Calm music please - in waiting area.

		I feel that obtaining appointments in an emergency is very difficult. Tried on four different occasions to do so without success. Even after walk in told needed to see own GP.

		Long wait for routine appointments.

		While got appointment same day this time this is unusual. Waiting room far too hot.

		Mature staff, very welcoming, young ones - reticent

		Everything is super and I must commend the receptionists (bar 1). As long as they look up and smile and make the contact whilst 99% of them do. At work, when dealing with the public I was always told by them that a smile made such a difference!

		It would be good to see a range of 'alternative' treatments was offered e.g. back problems being treated by osteopaths. Also would it be possible to have more appointments available on line?
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Results

		Marine Avenue Medical Centre Patient Satisfaction Survey

		Number		Q1a		Q1b		Q1c		Q2		Q3		Q4a		Q4b		Q5a		Q5b		Q6		Q7		Q8		Q9		Q10		Q11		Q12		Q13		Q14		Q15

		1		2		0		0		2		2		2		0		2		0		2		2		2		2		2		2		1		4		1		0

		2		2		0		0		2		2		2		2		2		2		2		2		2		2		1		1		2		5		1		0

		3		0		0		1		1		3		0		0		2		0		2		1		2		2		1		3		1		7		1		1

		4		1		0		1		1		1		1		0		1		1		1		2		1		1		0		4		1		5		1		2

		5		2		2		0		2		1		2		2		1		1		2		2		2		2		0		2		2		5		1		1

		6		1		1		1		1		1		2		2		3		3		2		1		2		2		3		2		1		10		1		2

		7		1		2		2		1		2		3		3		1		1		2		2		1		1		0		2		1		4		1		0

		8		0		0		1		1		2		2		1		2		2		1		2		1		2		2		2		1		3		1		2

		9		1		1		1		2		3		3		3		2		2		2		1		1		1		1		4		1		10		2		1

		10		1		0		1		1		3		3		0		1		1		2		1		1		1		3		2		2		0		0		0

		11		1		0		0		1		1		2		2		1		1		1		1		1		1		0		3		1		5		1		2

		12		1		0		0		1		1		3		2		1		1		1		1		1		1		1		2		1		9		2		0

		13		1		1		1		1		1		2		3		1		1		1		2		1		1		1		4		1		4		1		2

		14		1		1		1		1		1		1		1		1		1		1		1		1		1		1		4		1		11		1		0

		15		3		0		0		2		3		4		0		3		3		4		1		3		3		0		1		1		10		1		0

		16		1		0		0		1		2		1		1		1		1		1		1		1		1		2		2		2		9		1		2

		17		1		0		1		2		2		3		0		2		2		2		2		2		2		2		2		1		1		7		2

		18		0		2		2		2		2		4		1		2		2		2		2		2		2		2		2		2		9		1		2

		19		1		0		1		2		2		3		0		1		0		1		1		2		2		1		4		1		10		1		0

		20		1		0		0		1		1		3		0		2		2		1		1		1		1		1		4		1		9		1		0

		21		2		0		1		1		2		3		0		2		2		3		2		2		2		2		3		2		6		1		0

		22		3		0		3		0		1		5		3		1		1		3		2		2		3		4		2		1		5		1		2

		23		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		4		0		2

		24		1		0		2		1		2		4		0		2		2		2		2		2		2		2		2		2		11		2		1

		25		1		1		1		1		1		1		1		1		1		1		1		1		1		1		2		1		9		2		2

		26		1		2		2		2		2		3		0		2		2		3		2		2		2		1		4		1		6		1		2

		27		2		0		0		2		2		4		2		2		2		3		1		2		2		2		3		1		9		1		2

		28		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		10		1		0

		29		0		1		0		2		3		3		2		1		0		3		1		3		2		3		2		1		5		1		0

		30		2		2		2		2		2		2		2		2		2		2		1		1		2		1		2		1		11		1		2

		31		2		0		2		2		3		4		0		2		2		3		1		2		2		2		2		1		9		1		2

		32		1		1		1		1		1		1		1		2		1		1		2		1		1		1		4		1		6		1		2

		33		1		0		1		1		1		2		2		1		1		1		2		1		1		1		4		1		6		1		1

		34		0		1		0		2		1		2		2		2		2		2		2		2		2		2		4		1		5		11		0

		35		1		1		1		1		2		2		1		2		1		2		1		1		2		2		2		1		11		1		0

		36		0		1		1		1		0		1		1		1		1		2		1		0		0		1		0		1		10		1		2

		37		1		2		2		3		2		4		2		2		2		2		2		2		3		4		4		2		5		1		2

		38		1		1		1		1		3		1		0		1		1		1		1		1		1		1		2		1		11		1		1

		39		2		2		2		2		3		4		3		2		2		3		1		4		4		3		2		1		11		1		1

		40		1		1		1		2		4		5		3		2		2		2		1		2		2		2		2		2		7		1		1

		41		0		1		1		1		2		5		3		1		1		2		2		1		1		2		4		2		7		1		2

		42		1		0		1		1		2		3		0		1		1		1		2		2		2		2		3		2		10		2		0

		43		1		0		1		2		2		3		2		2		2		2		1		2		2		2		2		1		5		1		2

		44		1		0		1		1		2		0		3		0		2		3		1		2		2		3		2		1		7		1		2

		45		1		1		1		1		1		2		1		1		1		1		1		1		1		1		2		1		9		2		2

		46		1		1		1		1		2		2		2		1		1		1		1		1		1		1		3		1		11		1		1

		47		1		0		1		2		2		3		0		2		1		2		1		1		1		1		3		1		9		1		2

		48		1		1		1		2		2		2		2		2		2		2		1		2		2		2		2		1		11		1		0

		49		2		2		2		1		1		2		2		1		1		2		2		2		2		3		4		1		8		1		1

		50		0		0		0		1		0		2		2		1		1		0		2		2		2		2		4		1		10		1		0

		51		2		2		2		2		2		3		2		2		2		2		1		2		2		2		2		2		11		1		1

		52		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		7		1		1

		53		1		0		1		1		2		3		2		2		2		3		1		2		2		4		2		1		6		1		2

		54		1		0		1		2		3		4		2		2		0		2		1		2		2		1		2		2		11		1		0

		55		1		1		1		1		1		2		2		1		1		1		2		1		1		1		4		2		11		1		0

		56		1		1		1		1		1		2		2		1		1		1		2		1		1		1		2		1		5		1		2

		57		1		0		0		2		2		4		0		3		0		2		2		2		3		3		1		2		9		1		2

		58		1		1		1		1		1		1		1		1		1		1		1		1		1		1		4		1		4		1		0

		59		2		2		1		1		3		3		2		2		2		2		2		1		1		2		2		2		9		2		0

		60		1		1		1		2		1		3		2		1		1		2		1		1		1		2		4		1		11		1		2

		61		0		2		2		1		2		2		1		2		2		2		2		2		2		1		2		2		11		1		0

		62		1		1		1		1		1		2		1		1		1		1		1		1		1		1		2		1		9		1		2

		63		2		0		2		2		2		1		0		2		0		2		1		2		2		1		1		2		9		1		2

		64		0		0		1		1		1		1		1		2		2		2		2		1		1		1		1		2		11		1		2

		65		1		1		1		1		1		1		1		1		1		1		1		1		1		0		2		1		10		1		1

		66		1		1		1		1		1		2		1		1		1		1		1		0		1		1		2		1		9		1		2

		67		1		1		1		1		1		1		1		1		1		1		1		1		1		1		2		1		11		1		2

		68		1		1		1		2		2		1		1		1		1		1		2		1		1		2		2		2		11		1		2

		69		1		0		0		1		1		1		2		1		1		3		1		1		1		1		3		1		11		2		2

		70		1		1		1		1		1		2		0		1		0		1		1		1		1		2		2		1		11		1		2

		71		1		1		1		1		1		1		1		1		1		1		1		1		1		1		2		2		11		1		2

		72		1		0		1		1		2		2		0		1		2		2		2		1		1		3		4		2		6		1		2

		73		1		1		1		1		3		3		2		1		1		2		1		2		2		2		2		1		11		1		0

		74		2		0		0		2		2		2		2		2		2		3		1		2		2		3		3		1		9		1		0

		75		1		2		2		2		3		2		2		2		2		3		1		1		1		2		2		1		11		1		0

		76		1		1		1		1		1		1		1		1		1		1		2		1		1		1		2		2		7		1		1

		77		0		0		1		1		2		1		0		1		0		1		2		2		1		0		2		2		6		2		2

		78		1		0		1		2		2		2		2		1		0		1		1		1		1		1		2		2		6		1		1

		79		2		0		3		2		3		3		0		2		2		2		2		2		2		3		3		2		6		1		1

		80		1		2		2		2		2		3		4		3		3		3		1		2		2		2		4		1		9		1		0

		81		1		0		0		1		2		2		2		2		1		1		2		0		0		0		0		0		0		0		0

		82		1		0		1		1		1		1		1		1		0		1		1		1		1		1		2		1		8		5		2

		83		1		2		3		3		2		3		2		2		2		2		2		2		2		1		4		1		11		1		2

		84		1		0		2		2		2		2		1		2		1		2		2		1		1		2		4		1		8		1		0

		85		1		1		1		1		1		3		3		2		2		2		2		2		2		2		2		2		10		1		0

		86		1		2		2		2		3		3		2		2		2		3		1		2		2		2		1		2		4		1		2

		87		1		0		0		1		2		5		3		1		1		2		1		2		2		1		1		1		6		1		0

		88		1		0		0		1		1		2		2		1		1		1		2		1		1		1		3		2		5		1		2

		89		2		2		2		1		3		3		3		2		2		2		1		2		2		3		2		1		2		1		1

		90		1		0		2		3		3		4		4		2		2		3		1		2		3		2		3		1		7		1		0

		91		2		0		0		2		2		1		0		1		1		3		1		2		2		2		2		2		6		1		2

		92		2		2		2		2		2		4		2		3		2		2		1		2		3		2		3		2		7		1		1

		93		1		0		1		2		1		2		0		2		2		2		1		1		2		1		2		1		11		1		2

		94		1		0		1		1		1		2		2		1		1		2		2		1		1		1		4		1		7		1		2

		95		1		0		2		2		3		4		2		1		1		3		1		2		3		2		3		1		7		1		2

		96		1		1		1		1		2		3		2		1		1		1		1		1		1		1		2		1		11		0		0

		97		2		0		2		2		2		2		0		2		2		1		2		2		2		3		2		1		3		2		1

		98		1		1		1		1		2		1		1		1		1		1		2		1		1		2		2		2		3		1		2

		99		1		0		1		1		1		1		1		1		1		1		2		0		0		0		0		0		0		0		0

		100		1		0		0		2		3		4		3		3		3		3		2		3		3		2		1		1		11		1		2

		101		1		0		1		1		1		4		0		1		1		2		1		1		1		1		3		1		10		1		2

		102		2		0		0		1		2		2		2		2		2		2		1		1		2		1		4		2		7		1		2

		103		3		2		2		2		3		3		3		2		2		3		0		3		2		0		2		0		11		2		2

		104		1		0		0		2		2		1		1		2		2		2		2		1		1		2		2		2		11		2		2

		105		1		1		1		1		2		2		2		1		0		2		1		1		1		2		2		2		11		1		1

		106		1		1		1		2		2		1		1		1		2		2		1		2		2		2		1		1		11		1		1

		107

		108

		109

		110

		111

		112

		113

		114

		115

		116

		117

		118

		119

		120

		121

		122

		123

		124

		125

		126

		127

		128

		129

		130

		131

		132

		133

		134

		135

		136

		137

		138

		139

		140

		141

		142

		143

		144

		145

		146

		147

		148

		149

		150

		151

		152

		153

		154

		155

		156

		157

		158

		159

		160

		161

		162

		163

		164

		165

		166

		167

		168

		169

		170

		Count if 0		11		51		22		1		2		2		25		1		12		1		1		4		3		10		3		3		3		5		33

		Count if 1		73		37		59		61		38		26		28		54		50		39		62		52		49		44		12		68		1		86		21

		Count if 2		19		18		22		41		46		34		38		45		40		46		43		45		45		37		53		35		1		12		52

		Count if 3		3		0		3		3		19		26		13		6		4		19		0		4		8		12		15		0		3		0		0

		Count if 4		0		0		0		0		1		14		2		0		0		1		0		1		1		3		23		0		6		0		0

		Count if 5		0		0		0		0		0		4		0		0		0		0		0		0		0		0		0		0		11		1		0

		Count if 6		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		11		0		0

		Count if 7		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		11		1		0

		Count if 8		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		0		0

		Count if 9		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		16		0		0

		Count if 10		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		11		0		0

		Count if 11		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		29		1		0

		Count if 12		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Count if 14		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Sample Size		106		106		106		106		106		106		106		106		106		106		106		106		106		106		106		106		106		106		106





Questions

		

		Question 1: At your most recent visit to the surgery how would you rate the way you were looked after by the GP and Staff?

		GP				Percent		% -DNR				Practice Nurse				Percent		% -DNR				Receptionists				Percent		% -DNR

		Did not respond		11		10						Did not respond		51		48						Did not respond		22		21

		Excellent		73		69		77				Excellent		37		35		67				Excellent		59		56		70

		Good		19		18		20				Good		18		17		33				Good		22		21		26

		Average		3		3		3				Average		0		0		0				Average		3		3		4

		Poor		0		0		0				Poor		0		0		0				Poor		0		0		0

		Very Poor		0		0		0				Very Poor		0		0		0				Very Poor		0		0		0

		Total %				100		100				Total %				100		100				Total %				100		100

		Total Sample		106								Total Sample		106								Total Sample		106

		Sample without DNR		95								Sample without DNR		55								Sample without DNR		84

		Question 2: How welcome are you made to feel when you arrive at the reception desk?

						Percent		% -DNR

		Did not respond		1		1

		Very welcome		61		58		58

		Welcome		41		39		39

		Not very welcome		3		3		3

		Not welcome at all		0		0		0

		Total %				100		100

		Total Sample		106

		Sample without DNR		105

		Question 3: How easy is it for you to contact the practice by telephone?

						Percent		% -DNR

		Did not respond		2		2

		Excellent		38		36		37

		Good		46		43		44

		Average		19		18		18

		Poor		1		1		1

		Very Poor		0		0		0

		Total %				100		100

		Total Sample		106

		Sample without DNR		104

		Question 4: How easy is it to get an appointment with the following healthcare professionals?

		GP				Percent		% -DNR				Nurse				Percent		% -DNR

		Did not respond		2		2						Did not respond		25		24

		Excelllent		26		25		25				Excelllent		28		26		35

		Good		34		32		33				Good		38		36		47

		Average		26		25		25				Average		13		12		16

		Poor		14		13		13				Poor		2		2		2

		Very Poor		4		4		4				Very Poor		0		0		0

						100		100								100		100

		Total Sample		106								Total Sample		106

		Sample without DNR		104								Sample without DNR		81

		Question 5: How do you rate the facilities provided by the practice?

		Waiting Room				Percent		% -DNR				Consulting Room				Percent		% -DNR

		Did not respond		1		1						Did not respond		12		11

		Excellent		54		51		51				Excellent		50		47		53

		Good		45		42		43				Good		40		38		43

		Average		6		6		6				Average		4		4		4

		Poor		0		0		0				Poor		0		0		0

		Very poor		0		0		0				Very poor		0		0		0

		Total %				100		100								100		100

		Total Sample		106								Total Sample		106

		Sample without DNR		105								Sample without DNR		94

		Question 6: How do you find the current opening hours of the surgery?

						Percent		% -DNR

		Did not respond		1		1

		Excellent		39		37		37

		Good		46		43		44

		Average		19		18		18

		Poor		1		1		1

		Very poor		0		0		0

		Total %				100		100

		Total Sample		106

		Sample without DNR		105

		Question 7: Were you aware that you can access a range of online services through the practice website?

						Percent		% -DNR

		Did not respond		1		1

		Yes		62		58		59

		No		43		41		41

		Total %				100		100

		Total Sample		106

		Sample without DNR		105

		Question 8: How would you rate the overall care given by the practice?

						Percent		% -DNR

		Did not respond		4		4

		Excellent		52		49		51

		Good		45		42		44

		Average		4		4		4

		Poor		1		1		1

		Very poor		0		0		0

		Total %				100		100

		Total Sample		106

		Sample without DNR		102

		Question 9: What do you feel about the services provided by the surgery?

						Percent		% -DNR

		Did not respond		3		3

		Excellent		49		46		48

		Good		45		42		44

		Average		8		8		8

		Poor		1		1		1

		Very poor		0		0		0

		Total %				100		100

		Total Sample		106

		Sample without DNR		103

		Question 10: How would you rate the process in obtaining repeat prescriptions?

						Percent		% -DNR

		Did not respond		10		9

		Excellent		44		42		46

		Good		37		35		39

		Average		12		11		13

		Poor		3		3		3

		Very poor		0		0		0

		Total %				100		100

		Total Sample		106

		Sample without DNR		96

		Question 11: What would be your preferred method of contact?

						Percent		% -DNR

		Did not respond		3		3

		Post		12		11		12

		Phone		53		50		51

		Email		15		14		15

		Text Message		23		22		22

		Total %				100		100

		Total Sample		106

		Sample without DNR		103

		Question 12: Are you aware of our text messaging service?

						Percent		% -DNR

		Did not respond		3		3

		Yes		68		64		66

		No		35		33		34

		Total %				100		100

		Total Sample		106

		Sample without DNR		103

		Equality & Diversity

		Age

						Percent		% -DNR

		Did not respond		3		3

		16-19		1		1		1

		20-24		1		1		1

		25-29		3		3		3

		30-34		6		6		6

		35-39		11		10		11

		40-44		11		10		11

		45-49		11		10		11

		50-54		3		3		3

		55-59		16		15		16

		60-64		11		10		11

		65+		29		27		28

		Total %				100		100

		Total Sample		106

		Sample without DNR		103

		Ethnicity

						Percent		% -DNR

		Did not respond		5		5

		White British		86		81		85

		White Irish		12		11		12

		Indian		0		0		0

		Bangladeshi		0		0		0

		White Other		1		1		1

		Mixed Race		0		0		0

		Pakistani		1		1		1

		Other Asian		0		0		0

		Black Carribbean		0		0		0

		Black African		0		0		0

		Chinese		1		1		1

		Other		0		0		0

		Total %				100		100

		Total Sample		106

		Sample without DNR		101

		Gender				Percent		% -DNR

		Did not respond		33		31

		Male		21		20		29

		Female		52		49		71

		Total %				100		100

		Total Sample		106

		Sample without DNR		73





Questions

		0

		0

		0

		0

		0

		0





Comments

		

		Compared to my previous GP surgery, I feel listened to (Dr. Scott), much easier to get appts and the waiting room is much more pleasurable and less busy to be in.

		Q10. It would be better if it was possible to order by phone. Q3. Not being able to phone in the middle of the day is a problem as this is the time in my working day when I am free to phone. Q4. I appreciate it is very difficult to get appointment…but I f

		When I have rang recent to get appts for my 6 month old the staff have been very understanding and able to get an appt very quickly.

		It sometimes seems a long wait to get an appointment with the doctor of my choice (Dr Buchanan) but I suppose this is inevitable.

		I find it very hard to get an appointment quickly with my choice of doctor.

		Overall I would say "mixed". Closing at lunchtime is a bit old fashioned. Getting an appointment is difficult. Variation in quality between the different GPs means it is a bit of a lottery. Some are very good, others are less impressive. Some receptionist

		Getting a non-urgent appointment can take too long.

		I am a new patient and have not had much experience of this practice but my first impressions are that is it very efficient and welcoming.

		Too long for appointment.

		With most ot the doctors working part-time difficult to obtain consistency with one doctor.

		I find Dr Scott's insistence on sticking to a 15 min consultation abhorrent this happened to myself twice and my daughter once whilst Dr Scott spent 45 mins chatting about computers to another patient.

		I sometimes feel I would get a better service if I were in my 20s, female and pregnant.

		Long wait for physio appointments and appointments with certain doctors i.e. Dr Robson.

		Always feel like I have been listened to and received answers to any questions I ask. Examinations very thorough. Thank you.

		Daily newspapers, local paper. Magazines are useful if waiting a long time. CDs are outdated. Something more cheerful.

		It is hard to make an appointment by phone because the line is closed during lunchtime - the one time people are most available to make a call!

		The service and care I have received from the receptionists, nurses and doctors has always been excellent. At the practice I can always get an appointment for an emergency. A bit more difficult to see my own doctor without waiting a week or two.

		Could not ask for a better service, feel listened to and cared for top marks on all counts. Thank you.

		Not happy about Collin's attitude when phoning. We only phone if we are unwell. Surely he could be more polite.

		Generally very happy. However, in the past I've had some…issues about one male member of the admin team who just can be unprofessional, aggressive…He has to realise that bullying is unnecessary. Such a shame to put a blot on the excellent practice. I woul

		It can still be difficult to get an appointment even when you plan in advance for ongoing treatment you receive, the Nurse's hours seem very limited for those patients who work.

		Calm music please - in waiting area.

		I feel that obtaining appointments in an emergency is very difficult. Tried on four different occasions to do so without success. Even after walk in told needed to see own GP.

		Long wait for routine appointments.

		While got appointment same day this time this is unusual. Waiting room far too hot.

		Mature staff, very welcoming, young ones - reticent

		Everything is super and I must commend the receptionists (bar 1). As long as they look up and smile and make the contact whilst 99% of them do. At work, when dealing with the public I was always told by them that a smile made such a difference!

		It would be good to see a range of 'alternative' treatments was offered e.g. back problems being treated by osteopaths. Also would it be possible to have more appointments available on line?
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Question 9: What do you feel about the services provided by the Surgery?
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Question 10: How would you rate the process in obtaining repeat prescriptions?
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Question 11: What would be your preferred method of contact?
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Question 12: Are you aware of our text messaging service?
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Appendix 2:

Marine Avenue Medical Centre
Patient Satisfaction Survey


Question 1:  At your most recent visit to the Surgery how would you rate the way you were looked after by the GPs and Staff?


Excellent
Good
Average
Poor
Very Poor
GP





Practice Nurse





Receptionist






Question 2:  How welcome are you made to feel when you arrive at the reception desk?

Very welcome
Welcome
Not very welcome
Not welcome at all
Comments






Question 3: How easy is it for you to contact the Practice by telephone?

Excellent
Good
Average
Poor
Very Poor






Question 4: How easy is it to get an appointment with the following healthcare professionals?


Excellent
Good
Average
Poor
Very Poor
GP





Nurse






Question 5: How do you rate the facilities provided by the practice?


Excellent
Good
Average
Poor
Very Poor
Waiting Room





Consulting room










Question 6: How do you find the current opening hours of the Surgery?

Excellent
Good
Average
Poor
Very Poor






Question 7:  Were you aware that you can access a range of online services through the practice website?

Yes
No



PLEASE TURN OVER


Question 8: How would you rate the over all level of care given to you by the practice?

Excellent
Good
Average
Poor
Very Poor






Question 9: What do you feel about the services provided by the Surgery?

Excellent
Good
Average
Poor
Very Poor






Question 10: How would you rate the process in obtaining repeat prescriptions?

Excellent
Good
Average
Poor
Very Poor






Question 11: What would be your preferred method of contact?

Post
Phone
Email
Text Message





Question 12: Are you aware of our text messaging service?

Yes
No





Equality & Diversity

Age Group

16- 19

20-24

25-29

30-34

35-39

40-44

45-49

50-54

55-59

60-64

65 & Over

Ethnicity

White British

White Irish

Indian

Bangladeshi

White (Other)

Mixed Race

Pakistani

Other Asian

Black Caribbean

Black African

Chinese

Other

Gender

Male

Female





Please feel free to leave any comments:







Thank you for taking the time to complete this questionnaire.

Please could you return the completed questionnaire to the Practice Reception.
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Marine Avenue Medical Centre
Marine Avenue, Whitley Bay, Tyne & Wear, NE26 3LW
Tel: 0191 2525317 Fax: 0191 253 5150 Email: ma87008@nhs.net
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Patient Participation Group

4th September 2012 

Dear PPG Member

Following the results from our Patient Survey earlier this year, we have been looking at possible ways in which we can improve appointment availability and provide alternative contact with the Surgery.  We would be interested in your feedback on the introduction of a test messaging service which can be used to remind people of forthcoming appointments as well as reminders for annual reviews and flu clinics.

We would be grateful for your feedback on how useful you would find the features listed below as well as thoughts on effective ways to gather patient information for this service.  We would like to assure you that no patient confidential information would be sent via this facility without the permission of the individual patient.

Feature
Useful
Do not know
Not useful
Automated appointment reminders (including option to cancel appointment)



Message left on landline for those without a mobile





Invitation to health reviews





Invitation to flu clinics





Contact to request patient to get in touch with Surgery



Test results





Notification of clinic cancellation





If you have any comments or suggestions you wish to make regarding this facility, please do so in the box below:-



















Please send your response by 14th September 2012, either via email at the address above, or drop it in at the Surgery.  We greatly appreciate your feedback.

Kind regards

Marine Avenue Medical Centre 
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26th March 2012

Dear Sir/Madam,

Thank you for completing our recent survey.

We have now had the opportunity to collate the responses and have attached a copy of the results for your attention.  We are currently developing an action plan in order to carry out improvement and would welcome any practical suggestions.  We are also aware that there are certain criteria which would require further research in order to subsequently make any amendments.

On discussion with the partners, the following aspects have been highlighted for further enhancement:-

Increasing the awareness of the online facilities, which would consequently aid the ordering of prescriptions and appointment bookings.

Further information required regarding the booking of appointments in order to ascertain any factors such as Surgery opening times, requiring a named GP etc.

If you have any further suggestions, please let us know.

Thank you for your time and help on this matter. 

Yours sincerely 





Marine Avenue Medical Centre.
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Marine Avenue Medical Centre
Marine Avenue, Whitley Bay, Tyne & Wear, NE26 3LW
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Web address: www.marineavenuemc-whitleybay.nhs.uk" www.marineavenuemc-whitleybay.nhs.uk

Dr Clare W Robson, MB, BS, MRCP, Dip. Obst., ROCG
Dr Karen J Buchanan, MB, BS, MRCGP, DRCOG
Dr Richard F Scott, MB BS, MRCS, MRCGP

	



Dear PPG Member,
 
Following the results from out Patient Survey earlier this year, we have been looking at possible ways in which we can improve appointment availability and provide alternative contact with the Surgery. We would be interested in your feedback on the extension of the prescription line to cover the lunch period between 11.30am - 1pm as well as extending the text messaging service to promote health checks such as asthma and diabetic reviews. 
 
The Surgery introduced a text messaging service in 2012 to remind patients of their appointments following patient feedback. This new service is user friendly as it enables patients to cancel appointments at any time by simply replying to the message with the word ‘cancel’. Text messages are checked on a daily basis, increasing the number of appointments available to others. We have also found that the increased used of online services has reduced pressure on the telephone lines.
 
As you can see, the Surgery has already taken steps to improve appointment availability and provide alternative contact. However we would be grateful for your feedback on how useful you would find the above features as well as thoughts on effective ways to gather patient information for this service. We would like to assure you that no patient confidential information would be sent the text messaging facility.
 
Please send your response by Thursday 28th March 2013 via email at the address above. We greatly appreciate your feedback. If you no longer wish to receive emails regarding Patient Participation, please let us know and we will remove you from the list.
 
Kind regards,
 
Marine Avenue Medical Centre
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Action Plan

Action
When?
Prescription Line
Contact PRG for feedback
April 2013

Contact telephone company
May 2013

Expand opening hours of line
June 2013
Text Messaging Service
Investigate what can be done
April 2013

Contact PRG regarding what they would like
May 2013

Evaluate Cost
June 2013

Implement service
July 2013
Foundation 2 Doctors
Contact Northern Deanery
April 2013

Course for Dr Buchanan to train F2 Doctors
Summer 2013

Inform PRG
Summer 2013

F2 Doctors commence training
August 2013



