
LEYLANDS PRACTICE 2020 PATIENT SURVEY

Detailed Analysis of Responses by HEATON Surgery Patients
Q.1 Which Surgery do you most attend?

· 108 questionnaires have been completed at Heaton Surgery, with 29 patients declaring that Leylands is their primary surgery & 2 indicating Wrose to be their primary surgery. 

· In addition, 58 patients who completed the questionnaire at Leylands indicated that Heaton was their primary surgery.  5 online submissions designated Heaton as their primary surgery. 
Q2:  Which other Surgery / Surgeries do you attend?

· 97 of Heaton’s patients have attended Leylands Surgery & 15 have attended Wrose with 36 patients indicating that they only attend Heaton surgery 
· 4 Heaton patients who declared that they had attended Wrose had also attended appointments at Leylands.
Q3. How easy do you find getting into the building at your most used Surgery?

· Only 1% of patients reported any problems in accessing the surgery.
· Only 3 comments were made on physical accessibility with one related to a personal health condition & the other two referencing parking on the side road.
Q4:   is the information available in The Surgery in a format that is suitable for your needs?

· The Practice provides information in a suitable format according to 99% of respondees, No comments were made to indicate any changes required
Q5. How do you normally book your appointments to see a doctor or nurse at The Practice?

· The highest percentage of respondees book appointments by phone, reported by 60%
· 9% of the respondees confirm that they use the Leylands Walk-In-Clinic 
· A lower proportion of Heaton patients book appointments online compared with the other surgeries, 14% as against 18% & 20%, whilst more patients at Heaton & Wrose have indicated a preparedness to queue, 18% & 19% as against 12% at Leylands.
Q6. Which of the following methods would you prefer to use to book an appointment at The Practice?

· Patients continue to prefer to book appointments by telephone, as at the other surgeries, with 53% confirming this preference
· The preference for online booking is slightly lower than at the other surgeries, standing at 22%.

· However, the preference for using the Walk-In-Clinic is significant, being highlighted by 15% of Heaton respondees.
Q7. How satisfied are you with the opening hours at The Practice?

· The same percentage of patients expressed dissatisfaction with the opening hours as at the other surgeries, reported by 8%

· More significantly, Heaton had the lowest record for the best rating in opening hours, condoned by only 35% & the highest level of respondees indicating that they were not aware of the opening hours (4%) 

· Although the number of comments / requests made was very small, encouragement for more evening & Saturday morning appointments were requested. In addition, a preference was given for earlier start times. 
Q8. How helpful do you find the receptionists at The Practice?

· Reception staff received a commendable high rating in terms of their helpfulness, achieving 96%. This is similar to Leylands & slightly below Wrose.

· The same outcome has been achieved in terms of the highest rating level with Heaton respondees signalling 63% in comparison with Leylands 66% 
Q9. In general, how satisfied are you with the care you get from The Practice Nurse?

· The level of satisfaction expressed by respondees with the care received from the Practice nurses mirrored the levels recorded at Leylands & slightly below Wrose, with Heaton respondees registering a 92% level of satisfaction 
Q10. The last time you saw a GP at the surgery how good was the GP at each of the following?

· The overall level of satisfaction expressed by respondees to the attention given by GPs in listening & establishing symptoms stands at 98%, in line with the other surgeries. However, in contrast, the highest rating was awarded by 10% less of the respondees, registering 52% & 50% respectively.
· With respect to involving patients & explaining test results & treatments, the overall positive ratings were slightly lower than the other surgeries, at 94%. However, more significantly again, the highest rating was recorded by 10% less respondees, registering 46% & 48 respectively. It is also noteworthy that the ratings assigned by Heaton patients attending other surgeries, principally Leylands, were even lower, at 43% for both elements.
Q11. Did you have confidence and trust in the GP you saw?

· The level of confidence & trust reported by Heaton patients in the GPs was just below the Leylands level at 90%. Interestingly again, that level rises to 92% when analysing only the questionnaires completed at Heaton surgery.
Q12. How often do you use The Practice Website?

· 60% of Heaton respondees indicated that they have never used any of the online services available
· Only 40% of patients recorded that they had used the online service to book an appointment, which is slightly higher than Wrose’s this year & just below the figure registered at Leylands.
· The request for repeat prescriptions was at a similar level reported for Leylands & Wrose, standing at 31%.
· In terms of using the website to use other facilities / services available, access was very low, being slightly better than Wrose patients & somewhat lower than the levels reported by Leylands patients. Around 13% checked their medical records & services available, but more than 90% of respondees reported that they never checked the website for health information or sent secure messages.
· Only 25% of the respondees recorded their reasons for the limited use of the Practice Website. The percentage of patients who felt that they did not need online access & / or preferred telephone or personal contact stands at 22% with a further 7% simply indicating that they had not registered, which is much lower than the responses from Leylands & Wrose. However, this is largely because a much higher 37% of patients also reported that they had no computer access. 12% remarked on the poor quality of the website content with the remaining 22% explaining that they either did not know about the online service or its capability or had difficulty in using it.  
Q13.Which of these additional services have you used or are aware of?
· The new section has been introduced to assess patients’ awareness & use of the additional services provided or coordinated by the Practice. It has produced a range of mediocre responses on the whole & suggests that greater efforts are required to publicise the availability of such services to the patient population

· The booking of telephone consultations was by far the most used & best known service according to the respondees, with 36% reporting having used it & a further 20% acknowledging its availability.

· The physio service was well recognised, with 21% of patients registering that they had used the service & another 20% confirming their awareness of it.

· For the remaining services, musculoskeletal, econsult & extended access hours, 22% of respondees reported that they were aware of the services, but, at most, only 7% had used any one of them. Given their relative newness, it is perhaps too early to judge the demand for the first two services. However, it is somewhat concerning that only 22% of respondees reported that they were aware of the Extended Access Hours Service & less than 5% had used it, despite the fact that it has been available for two years & in view of the requests for appointments outside the current surgery opening hours.
.
Q14. Has your awareness of your health, & actions required to maintain it, improved over the last twelve months?

· Only 38% of patients reported that their awareness of their health, & actions required to maintain it, had improved over the last twelve months, well down from responses from Leylands patients (53%) & Wrose (50%). Interestingly, far more patients who completed questionnaires at Heaton gave a positive response (43%) than Heaton patients who completed questionnaires at other surgeries (31%)
· As at other surgeries, the areas in which more respondees had taken action were weight checks, diet & exercise, 50%, 51% & 54% respectively. In contrast to the above general awareness response, Heaton patients completing questionnaires at other surgeries recorded a 6+% higher positive rating than those at Heaton surgery. In addition, 4% of the respondees indicated that they required more support in these areas.
· Although action on reducing smoking & alcohol consumption was deemed not applicable by almost half of patients, 22% of the remainder had taken positive action in the last 12 months. This is slightly better than the responses at the other surgeries except for Wrose patients taking positive action on alcohol consumption.
Q15. In general, how satisfied are you with the care you get at The Practice?

· In overall terms, the vast majority of patients report a high level of satisfaction with the services delivered, with a satisfaction rating of 95% being reported by Heaton patients
· However, there is a major contrast between patients at the different surgeries in the awarding of the highest rating with only 47% of Heaton patients registering the highest rating compared with 62% of Leylands & 73% of Wrose patients. 
· Again, there is a marked contrast on the highest rating given by Heaton patients completing questionnaires at other surgeries, 51%, as against 43% of patients completing the questionnaire at Heaton.
Q16. What is the Key Change required to improve your overall satisfaction? 

· A number of complimentary comments were made about the improvements in service, but the constant theme of the unavailability of appointments was the strongest voice. As at other surgeries, patients were concerned not only at the lack of appointments, but also the unavailability of evening & weekend appointments. In addition, the process of booking appointments, via telephone, online & in person was highlighted as in need of upgrade. The most frequently referenced changes were:

· Increased number of available appointments (by far the largest request)

· Appointments in the evenings & on weekends 

· Improvements in appointment booking procedures (‘No appointments left’ should not be the end of the conversation)

· Improved telephone access 

· Increased number of earlier online appointments 

· Reduction in waiting times for appointments   
· GP of Choice / Continuity 
· Home Visits
Q17:  Are you a registered carer?  
· 12% of the survey population reported that they were registered carers, similar to the percentage registered by Leylands patients & much higher than recorded by Wrose patients.
