Audley Health Centre: Patient Survey Results 2016
Audley has an active patient participation group, the Audley Patient Panel, consisting of 13 patients who are nominated and then invited onto the group. Audley’s population is predominantly white British with very little ethnic diversity. 
The current age range is 40-75 with a mix of male and female representatives.  We also have access to the broader membership group set up by the CCG via email and have invited views on occasion.  Increasingly, both the practice and the PPG are developing wider relationships within a geographical locality (Newcastle North) as National plans for working ‘at scale’ develop local momentum.
Areas of priority were agreed with the patient panel. The patient group canvassed opinion from patients and the practice canvassed opinion from the extended practice team, including reception and administration staff, and considered themes from complaints, significant events and previous GP national and practice survey results. 
The patient survey was developed and the final version discussed, modified and agreed at a Patient Panel meeting in summer 2016. The survey was carried out in October 2016, surveying 450 patients who had attended the surgery over a 2 week period. Specific questions were not asked about individual clinicians as these will be gathered using the RCGP patient questionnaire in order to be compliant with revalidation.

The practice opening times are Monday to Friday 8.00am-6.30pm with extended hours on Monday and Tuesday evenings (6.30-8.00pm) and Monday mornings (7.15-8.00am). Practice services can be accessed in person or via 01782 276999. Appointments are also available to book via the practice website. 

Analysis of Survey Results 2016
Health Centre

Cleanliness of the health centre was rated as good or excellent by over 96% patients; this is similar to the previous year’s result of 97%. Seating was rated as good or excellent by 92%. The cleaning staff continue to provide an excellent service and should be congratulated on these results. The patient panel continues to take a lead on maintaining the notice boards in the reception area and feel that this is working well. Displays were rated as good or excellent by 89%
Disabled access was reported as good or excellent by 92% who responded to the question (144 responses in total). 
The clarity of signage was rated as good or excellent by 91%. This was an area considered as part of the practice becoming ‘dementia friendly’ so this result was reassuring.
There was a similar level of satisfaction relating to efficiency and timeliness at the reception desk compared to the results of 2013, 2014 and 2015. 91% rated the way they were treated by reception staff as good or excellent, an increase on 88.7% in 2015. 68% rated this as excellent.
Over a number of years, we have worked to promote the availability of the confidentiality booth. This year we altered the wording of the question in order to better understand the specific issues. When asked if patients could access the confidentiality booth if they needed to speak in private, 92.7% respondents reported this as good or excellent (220 replies).
Appointments

Satisfaction in all aspects of the appointment system is broadly similar to previous years. 
69% rated the ability to get same or next day appointments as good or excellent (76.7%  in 2015; 73.1%  in 2014; 68.1% in 2013); 72% rated the ability to get same day urgent appointments as good or excellent (71.3%  in 2015; 73.6% in 2014; 68.8% in 2013; 73.8% in 2012); 64% rated the ability to get advance appointments as good or excellent (65.6%  in 2015; 67.1%  in 2014, 62.4% in 2013; 70.4% in 2012); being able to see the doctor or nurse of your choice was rated as good or excellent in 70%  (64.9%  in 2015; 65.1% in 2014; 60.6% in 2013; 73.6% in 2012). The appointment system being easy to understand was scored good or excellent by 75% (77.6% in 2015; 78% in 2014; 68.6% in 2013; 81.3% in 2012).
We continue to perform well with same day urgent access and our appointment system appears to be well understood by patients completing the survey. Of note, the patients completing the practice survey have successfully navigated this system and been given an appointment so this needs to be considered. 

The ability to get same or next day appointments and advance appointments appears to be rated less well than previously which is surprising as we currently offer well above the average number of appointments for our population. We are exploring ‘navigation’ which aims to give patients the most appropriate appointment first time and this may improve access. We have increased the number of telephone consultations and will evaluate the success of this.
A specific question asked about the time patients had to wait before seeing the doctor. 82% reported that they were seen within 20 minutes of their allocated appointment time. Of note, of those patients waiting more than 20 minutes, 76% reported that they were not informed by the receptionist of the delay. This will be discussed by the reception staff and clinical team.
On-line appointment booking

Of the patients who used on-line access, 73% rated it as easy or fairly easy to use.
Of those not registered to use the system, 12% had no internet access, 21% had not got round to it, 29% preferred to book via telephone, 8% were not available that the system was available and 31% gave no response.
Consultation
Patients rated the doctor or nurses ability to explain the problem as good or excellent in 82%. The same proportion (82%) rated the ability of the doctor/nurse to help them take control/ make decisions about their condition as good/excellent.

Services

Patients have the ability to access phlebotomy services at the practice or at a local community hospital. Increasingly, patients have been actively signposted to Bradwell in order to protect practice appointments for patients who cannot travel. A question was included in the survey to understand the patient experience and to highlight any differences.
58% of respondents were referred for a blood test.

43% had attended Audley; 56% had attended Bradwell.

95% rated the service at Audley as good or excellent (72% excellent) compared to 88% at Bradwell (53% excellent, 2% poor).
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