Claypath and University Medical Group
Patient Survey Action Plan 2018/19
(From February, 2018, CMC Patient Survey)
	Patient issue/experience
	Action
	Milestones
	Led by
	Achieve by

	1.
	Issue: 
Patient survey identified that 40.5% of patients completing the survey were unaware that they could book GP appointments up to two weeks in advance.
Patient experience:
Patients commented that it was difficult to see the same doctor for continuity of care. 
	To promote GP appointments can be booked two weeks in advance for continuity of care
	To promote GP appointments can be booked two weeks in advance for continuity of care:

· in Quarterly practice news bulletins;

· on NoticeboardTV. 
	Gillian Bevan
	“Autumn” practice news bulletin;

July, 2018 

	2.
	Issue:

To feedback CMC patient survey results to patients

Patient experience:

Patients readily completed practice survey questionnaires but had difficulty in accessing survey results.
	To provide feedback to patients on outcome of Annual Patient Satisfaction Surveys undertaken at both the Claypath Medical Centre and University Health Centre. 
	To provide feedback in next quarterly practice news bulletin, to include quotes from patients and actions being taken by practice in response to comments e.g. ongoing refurbishment, etc. 
	Gillian Bevan
	“Autumn” practice news bulletin.

	3.
	Issue:

To improve presentation of Patient Survey Reports
Patient experience:

PPG members unhappy with “dissatisfied” responses being presented above “satisfied” responses and felt the positive outcomes should be particularly highlighted.
	To invert presentation of dissatisfied/satisfied results in Patient Survey reports


	CMC Patient Satisfaction  Survey Report (February, 2018) to show positive responses above negative responses.
	Tracy Watson
	July, 2018

	4.
	Issue:

Practice quarterly news bulletins regarded as useful way to communicate messages to patients but need to include “key messages” as well as one or two main items.
Patient experience:

Practice quarterly news bulletins well received by patients. Agreed to include as much information as possible in future editions
	To restructure future practice quarterly news bulletins to include one or two main items plus highlighted text boxes promoting key messages. 
	To restructure next practice quarterly news bulletin i.e. “Autumn” edition.


	Gillian Bevan
	From “Autumn” edition of practice news bulletin

	5.
	Issue:
Patients booking appointments on-line through “Patient Access” were frustrated that only GP appointments could be booked on-line.

Patient experience:

Only GP appointments were available for patients to book on-line through “Patient Access”. 
	To provide some extended hours appointments and specific types of nurse appointments to book on-line.
	To identify some extended hours appointments for patients to book on-line.

To identify some specific  types of nurse appointments to book on-line.
	Tracy Watson
	July/August, 2018

	6.
	Issue:
Interior of surgery requires re-decoration/updating
Patient experience:

Interior scruffy and could do with painting

Seats/seating areas and carpets shabby
	To improve practice environment
	To continue phased refurbishment of Claypath Medical Centre.

Work to include refreshing paintwork throughout, replacing carpets, cleaning furniture, etc.
	Tracy Watson
	On-going
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