Results of patient survey
The results of this year's survey are as follows:

The number of patients surveyed was 284 which is slightly less than last year's figure of 339. The age and sex distribution was similar to last year.

1. When asked how they rated the overall care from the practice, 66% were very satisfied and 29% were quite satisfied. No patients were dissatisfied. In the previous year 92% were very satisfied whereas this year only 66% were very satisfied suggesting that the overall level of satisfaction is perhaps less. On the other hand, there were no patients who were dissatisfied whereas in the previous year about 3% of patients were dissatisfied. It is not clear why the level of satisfaction is slightly less but anecdotally is likely to relate to a generalised increase in the practice workload and patients still having to wait several days to see the doctor of their choice.

2. The second question asked which doctor the patient generally saw. The results were similar to last year although unsurprisingly the doctors who have joined recently are seeing a greater number of patients than they were in the previous year. We note that 40% of patients see a mixture of doctors whereas in the previous year only 25% of patients saw several doctors. This is perhaps an inevitable consequence of the practice growing in size and patients finding it harder to maintain continuity of care with a given doctor.

3. Patients were asked how satisfied they were with the care they received from the doctor. 70% were very satisfied whereas in the previous year this was 81%. However, 94% were either quite satisfied or very satisfied. The reasons for this small but nonetheless important reduction in patient satisfaction are not clear. However, it does remind us that there is no room for complacency and that we should continue to improve our service.

4. Patients were asked when they would like to have additional appointments outside of normal opening hours. The results were similar to last year with 45% of patients electing to be seen on Saturday mornings and 32% choosing to be seen between six and seven in the evening. Our Saturday morning service is now well established and has been particularly helpful for people who cannot attend during the week because of work commitments. Unfortunately, the funding available for this may be withdrawn by the commissioning group in the future but we hope to do everything we can to safeguard the service.
5. Patients were asked about their satisfaction with the availability of emergency appointments on the same day. The results were similar to the previous year with 66% of patients either very satisfied or quite satisfied.

6. Patients were also asked whether they were happy to see a nurse practitioner instead of a doctor for an emergency appointment. Once again, the results were very similar to last year's with 40% very happy and 36% quite happy to see a nurse practitioner.
7. When patients were asked whether they were satisfied with the triage service 38% were very satisfied and 31% quite satisfied. This is broadly similar to the previous year in which 41% were very satisfied and 35% were quite satisfied.

8. Patients were asked whether they found it easy to get an appointment with the doctor of their choice. 48% reported sometimes having a problem whereas in the previous year 55% sometimes had a problem. 11% found it difficult whereas in the previous year 12% found it difficult. This suggests that there may have been some improvement but yet it is still a problem for the practice to ensure that patients can see their doctor of choice and maintain some continuity in their care. We have taken some steps to address this problem-see below.

9. A large majority indicated it would be helpful to have information about how GPs different areas of expertise. We have done our best to publicise this and many patients are now being seen by the most appropriate doctor for their problem.

10. Question nine asked about where patients would like to see future growth. 36% indicated a preference to see growth at Huntington whereas only 30% indicated a preference to see growth at Cannock. There has been a slight shift in favour of Huntington compared to the results from last year. This is probably not surprising as more and more patients are finding the Huntington facility convenient to use and with better parking. Any future extension is likely to take place at Huntington and we would hope to see this within the next few years.
11. The replies to the questions about the minor surgical and joint injection services were similar to those received last year. 30% were very satisfied with the service and 12 % quite satisfied. No patients were dissatisfied although about a half had no view probably because they had not needed to use the service. 29% would like to see the service increased whereas 3% would not. The remainder had no view.

12. Two questions asked about the service to the elderly and also the district nursing service and invited comments. The comments were largely favourable. In particular, the district nurses were felt to be providing an excellent service. The district nurses have been very effective in increasing the scope and efficiency of their service in recent years and to provide invaluable support to the medical staff. We hope to see this trend continue.

13. Several new questions were included. Patients were asked whether they were aware that we had a practice website. 48% were aware whereas 41% were not. The remainder did not reply to the question. Patients commented that the website was useful for booking appointments online and for finding out more about the special interests of doctors etc. We expect the website to play an increasingly important role in informing patients about our services. As the practice population becomes more IT literate, we would expect to see a greater use of the website. 
14. The questions relating to communication were useful. When asked how they would prefer to communicate with regard to repeat prescriptions, 21% used text messaging and 14% used e-mail. These methods are very useful for patients and also effective for the practice.

15. Patients were asked about their preferred choice of communication for booking appointments. Unsurprisingly, 78% still prefer to use the telephone but 5% now book online via the website. We would expect this number to increase in coming months and years. Patients were also asked about their preferred choice of communication with regard to blood results. Most preferred a telephone discussion and it is difficult to find an alternative to this.
Recommendations and Conclusions.

Several findings emerged from the survey and the following recommendations are suggested:

1. There was a modest but significant reduction in overall satisfaction scores with fewer respondents being very satisfied with the overall care and the care they received from their own doctor. We feel that some of this can be attributed to the overall increase in practice workload which has occurred over the past year. This has occurred for several reasons. Firstly, there has been a steady increase in our list size with new patients joining the practice. When a patient joins they require a disproportionate share of resources in the first few months e.g. setting up new patient medicals, new prescriptions etc. Secondly, an increasing amount of work formerly done in hospitals is now carried out in practices. For example, diabetes care, monitoring of drugs used in rheumatoid and other diseases. Thirdly, there are increasing numbers of targets set by the government e.g. ensuring all patients with dementia and learning difficulties have a full medical.
2. The practice recognizes that it is important to maintain a high quality of care. We have therefore made several changes to achieve this in the face of the increased demand on our resources. Firstly, we have tried to slow the expansion of our list size over the short term. Secondly, we have employed an additional doctor and nurse practitioner which will enable an increase in the number of available appointments. We are also introducing new innovations such as more five-minute appointments for a single problem.

3. We have also introduced a complete overhaul in the working practices and working environment for our reception staff. You will notice that the reception area has been revamped with a small reception area, a large open plan office area and a small confidential consultation area adjacent to reception. This means that dedicated teams of reception staff can deal with telephone requests in a much quieter and more conducive environment. The more efficient working practices should translate into greater efficiency and patient satisfaction.
4. We see a great use of information technology as being a useful improvement in the overall service. The website should continue to provide a useful resource and tool for booking appointments.

