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Patient Survey Report 2013

Introduction

Staffa Health Annual Patient Survey 2013 was developed in conjunction with the
Practice Patient Participation Group. Areas to survey were identified and questions
developed to ask patients. The survey was carried out during January and February
2013 by posting the survey to patients and inviting patients attending each surgery to
complete a questionnaire both manually and by using free standing and hand held
electronic devices within each surgery across Staffa Health.

This year the Practice survey went to 1000 patients 25% of which were sent out by
post, of which 362 were returned, a response rate of 36%.

Patient Surveys Collected 362

Our “How we are doing” survey went out to 120 out of a total 183 students in Year || at
Tibshelf Community School. 75 replied, which is a response rate of 40% of our targeted
(Y11) 15-16 year old, Staffa Health population.

“How we are doing” Surveys Collected 75

Total completed surveys 34

The surveys were collated and analysed and the following graphs of the results produced:-

Results of our Patient Survey 2012-13
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CLINICAL CARE
How satisfied are youwith the level of care
provided by our Doctors/Nurses in helping you
with your condition?
47.0% 453%

CLINICALCARE
How satisfied are you that your appointments
with the Doctor/Nurse were long enough to
give sufficient time to fully discuss and help
treat your condition?
53.6%
37.6%

06% 2.2% 2.5%

OPENING HOURS
How satisfied are you with the Practice opening
hours?

OPENING HOURS
How satisfied are you with the Practice's
extended hours?

42.0% 20.1%
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How helpful do youfind reception staff?

61.6%

Are you satisfied with the facilities on offer at
our surgeries?
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31.2%
I 25% 06% 1.7% 2.5%
> 3 > > Y
L ¢© ¢ & 2.8% 3.6% 2.5%
& X S A L
& N d\) & 0& —
SN Yes No Not Applicable  Unanswered
ACCESS

If you have a disability, how do you find the
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Comparing this 201 1-12 surveys to 2012-13 surveys the following results were found:-

APPOINTMENTS
Whan needing an urgent appointment, Were you able 1o
sce a clinician on the same day orwithin the next 2 days
the Practice was open?
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APPOINTMENTS
How =asyis it to get an appointment to see the prefarred

75.00% 74.31%
18.66% 15.47%
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CLINICAL CARE

How satisficd are you with the level of care provided by
cur Doctors and Nurses in helping you with your

candition?

90.58% 92.27%

6.16%  325% 3.31%  1.38% 2.04%
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CLINICAL CARE

How satisfizd are you that your appointments with the
Noctor/Nursewere long enough to give sutticient fime to
fully discuss and help treat vour condition?

89.49% 91.16%
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90.84% 26.19%
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OPENING HOURS
How satistied are you with the Practica's extended
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STAFF

How helpful do you find the reception staff?
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FACILITIES
Are you satisfied with the facilities cn cffer at our
surgeries?
90.04% 91.16%
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If you have a disability; how do you find the access into the
practice and inside the buildingitselt?
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Staffa HealthTeenage Patient Survey 2013
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Results of “How we are doing” Patient Survey

Did you book an appeintment by phone
or did you drop in?

T4.T7%
I 25.3%

Booked by phone Dropped in

If you booked an appointment, how long
did you have to wait?

12.0% 12.0%

3-Sdays  Morethans days

How easy was it to make an appointment

by phone?
60.0¢
240%
10.7%
13% 7% 13%
Very easy Easy Acceptable  Difficult wvery Mo Opinion

difficult

How long did you wait to speak to a staff

member?
57.3%
6.7% 5.3% 00%
[ | -
0to 2 minutes 3 to 5 minutes 5 to 7 minutes Longer Mo Opinion

Was the person who you spoke to
courteous and helpful?

61.3%

How would you rate the courtesy of the
staff at the reception desk?

27% 0.0%
—
Outstanding Good ‘Acceptable Meeds Poor
Improvement

How long did you wait in the reception
are beyond your appointment time?

ali.

OtoSminutes  5to 20 minutes 20 to 40 minutes

How would you like to make an
appointment?

hi.

Would you like a text reminders of your
appointment?

In person On the internet

56.0%
I M.m
Yes No

Who did you visit for your appointment?

85.3%

0.0% 00% 0.0% 27% 00%
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Were you able to see the clinician of your
choice?

40.0% 40.0%
j I =
Yes No /A

Did you feel that the clinician spent an
adequate amount of time with you?

52.0%

36.0%
I -
Yes No /A

Describe the behaviour of the clinician

How would you rate the ability of the

Did you feel that the clinician's

clinician? examination was thorough?
52.0%
49.3%
65.3%
3% 213% 21.3%
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Rate the clarity of the clinician's How well did the clinician include you in Woere your questions answered to your

explanation of your condition and
treatment options.
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healthcare decisions?
46.7%

20.0%
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Stafta HealthTeenage Patient Survey 2013 (Continued)
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If you were seeking a referral to a
specialist, was your request handled in a
timely manner?

Would you recommend Staff Health

Services to your family

813%

and friends?

How would you rate the professionalism
and experience of the person who took
your blood or sample?

o 38.7%
53%  am
13.3%
00%  00%
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If you received a test result, was the d h =
Gender Ethnicity

service prompt, comfortable and
courteous?

u Male

B Female

93%

% 1% 1% 1% 1% 1% 1%
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How often do you visit the surgery?

B 1 Visit
m 2-5 Visits

® More than 6

In general, what is the quality of your

health?

0%

® Qutstanding

1 Good

» Some Chronic lssues

§ Poor

How would your rate our concern for
your privacy?

¥ Outstanding

¥ Good

» Acceptable

¥ Needs improvement

¥ Poor

Quarantine Summary

Too Few Aanswered In Progress at

Transmission
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ABOUT OUR LOCAL COMMUNITY

We asked further questions such as age, gender ethnicity and how often the surgery was
visited to ensure the responses was a cross representative of patients sampled.

Our results were:

Ethnicity Age Breakdown

White - British 90.61% |6 or Under 5.2%

White - Irish 1.38% 17-24 3.9%

White - Other 1.66% 25-44 18.0%

Mixed - Other 0.55% 45-64 32.0%

Mixed - Caribbean 0.00% 65-74 22.4%

Mixed - African 0.00% 75-84 9.9%

Mixed - Asian 0.00% 85+ 2.8%

Indian 0.00% Unanswered 5.8%

Pakistani 0.00%

Bangladeshi 0.00% Visiting the Surgery

Asian - Other 0.00% More than 4 times a year 59.7%

Caribbean 0.28% 2-4 times a year 25.7%

African 0.00% Once a year or less 9.1%

Chinese 0.55% Unanswered 5.5%

Other Background 0.00%

Unanswered 497% Gender

Total Male 35.4%
Female 59.1%
Unanswered 5.5%

ADDITIONAL FEEDBACK AND OPEN ENDED QUESTIONS

Staffa Patient Sureey 2012-13 - Open Ended Responses
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Conclusion

The PPG were pleased to receive the patient comments and to note the responses came from wide
range of ages. The patients are in general satisfied with the services received. Following discussion
we developed the following Action Plan which will assist in addressing points raised in the open
ended feedback.
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Patient Participation Group
Action Plan 2012/13
Priorities for Action
Area Action Timescale | Lead
Team

Expand the Virtual | Ensure completion of registration forms leaders/
patient group collection of patient email and consent to | On-going | C Watts
contact list contact

Publicise PPG in Patient newsletter and May 2013 | CH

on notice Boards in the surgery

Provide patient feedback forms in each On Going | Team leaders
Continuously seek | surgery collecting both positive & at each site
patient views negative comments with box for posting

Make available the patient survey in all

sites and local pharmacies for collection

throughout the year
Patient Use available information systems to October | CW/VB
communication improve communication with patient 2013

population eg email, texting and patient

direct access to on line appointment

system
Publicised services | Update Practice leaflet May 2013 | VB/CH
available at the
Practice Develop a Display for each site to May 2013 | VB/CH/PPG

publicise services.

Provide information to patients about July 2013 | CH/RB

Practice appointment systems and

opportunities for contacting clinicians
Improve Update training on Customer Relations VB/RB
Customer Training 4 sessions per year
Services
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