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CLEOBURY MORTIMER MEDICAL CENTRE
PATIENT SATISFACTION SURVEY 2012/2013
PROGRESS REPORT ON ACTION POINTS

BACKGROUND

Last  years survey was designed by Cleobury Patient’s Voice with the main focus being on how our services are provided with a particular focus on Reception Services.

ACTION PLAN – AGREED WITH CLEOBURY PATIENTS VOICE MARCH 2013

	The practice will look at its late policy to ensure that late patients are not squeezed in but are either asked to re-book or wait until the end of surgery.  


	Put a poster up in the surgery so that patients are aware that they can request a telephone consultation/call back for advice.


	Move the poster on talking privately to a member of staff to a more prominent position or change colour to make it stand out.


	12% of patients would like increased access to staff, we have interpreted this as being access to clinicians with a few comments made about having more appointments later in the day.  The practice already offers extended access on a Thursday morning.  This is not something the practice can do at the moment given its staffing levels and demand for appointments within core hours.  


	We need to promote the practices website and newsletter and we need to try and get more patients email addresses so that patients can be consulted on a range of topics and also for them to join the online patient group.


	We need to promote online booking of appointments and prescriptions as 47% of patients were not aware they could register for this and will need to look at poster placement in the surgery and chemist.


PROGRESS WITH ACTION PLAN

If patients are 5 or more minutes late for their appointment they are asked to re-book or are offered to be seen at the end of the surgery.  A notice in reception also explains this procedure.

	We have put up a poster advising patients that they can request a telephone consultation/call back and we have added this to our website.


	We have moved the poster about talking privately to a member of staff.  The new medical centre will have an interview room for this purpose and patient seating will be further away from the reception desk to improve privacy.


	We have been promoting the practice website and have been encouraging more patients to register for EMIS access for booking appointments and repeat medications online.  



