Meeting to discuss survey results

Meeting date: 11/10/2018

Present:

Shaheen Hussain (Practice Manager), Musrat Hussain (Office
Manager), Mr lan Jefferson (PPG Chairman), Mr Hadji
Singh(Patient)

Meeting notes:

Guidance template was used to discuss the findings of the
Cfep survey conducted by the practice in August. We went
through the findings and decided upon some actions.

e Mr Jefferson felt that the ‘Care Navigation’ training
would support the reception staff in improving
patient satisfaction and that reception would be more
knowledgeable about other services that patients
could be referred to.

e The action from this meeting will be shared with the
PPG at December’s meeting and added to the practice
action plan which be completed for the 31 January
2019.

e See attached Guidance template.



Guidance template for discussion of local survey

findings and action plan

Please retain this form for future reference and to present to your CCG if required.

A. Discussion of local practice survey findings

1. Patient reference group (PRG) members present:

Mr lan Jefferson (PPG chairman)
Mr Hadji Singh

2. Practice staff (and designation) present:

Shaheen Hussain Practice Manager
Musrat Hussain Office Manager

3. Please state your key findings from this local survey — look at the report as a whole
to include written patient comments in order to obtain a complete picture of
performance (see guidance in the introduction of the report).

Report findings show patients are happy with the practice as a whole the hard work the staff had
put into improving the practice service is now beginning to show-Mr Jefferson

Patients are particularly happy with the practitioners and have confidence in their abilities. We still
need further work on improving patient satisfaction around the reception staff. Mr Singh feels the
reception staff are now well trained which will help to improve patient satisfaction. The telephone
system is much better now, patients can get through easier. He has called at various times through
the day and week and was able to get through with just 5 to 8 minutes wait the longest.
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4, Which responses were most positive?

1. Patients seeing a practitioner of their choice
2. Confidence in the ability of the practitioners

3. Self care, the practice provides a lot more information on self care both over the phone
and in the waiting room.

5.  Which responses were least positive?

1. Telephone access.

2. Reception staff.

6. In which areas did you deviate most from the national benchmark? Can you explain
why this might be?

Reception staff. Dr Jefferson and Mr Singh felt that this was manly due to the fact patients

didn't feel they were being helped when they were told to the pharmacy for minor

aliments. PPG group members feel that in this is an area we need to educate patients on.

We need to promote self care more.

7.  What are the main priorities identified by the PRG?

1. Care Navigation with reception staff. Both PPG members felt that the introduction of
care navigation in December will improve patient satisfaction in this area.

2. Telephone access- making a few changes so the options are made clearer.

8. What are the main priorities identified by practice staff?

1. More information of services we provide for patients. We are now working will
services such as Hale & carers resource, not all patients know about these services.

)

CFEP 2013:The format of this document is the property of CFEP UK Surveys and may not be used or
reproducedin part or whole without consent.

(O

—h

D
O

UK Surveys



B. Discussion of previous local practice survey findings in relation to
the current ones (if applicable)

1. What activities have you undertaken to address issues raised by your last survey
which were deemed as priority by your CCG and your practice staff?

Patient experience issue

What has been done to address this?

see CQC action plan

whole to fully determine this).
Please see CQC action plan.

2. Do the results of this survey reflect these activities? (Please look at the report as a

3. In which areas have you seen most change?

Last survey

This survey

See CQC action plan.
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C. Action plan
Which areas did you mutually agree as priorities for action and intervention?
Please complete the table below.

Priority for action

Proposed changes

Who needs to be
involved?

What is an achievable
time frame?

To Ensure all reception
staff are confident to
deliver 'care
Navigation'.

Shaheen to support
staff with using the
care navigation
template.

All practice staff.

by 31st March 2019

To ensure patients are
given more information
about services we can
provide.

Ensure PPG are aware of all
services practice is providing.

Ensure they are on the practice
website.

Have leaflets & information on
display boards in reception area.

PPG

|.T-Yousef

Jamila Khan/Homma
Abid

on-going till December
2018. Then to review.

To develop knowledge
of more voluntary
services so patients
can be signposted to a
larger number of
services.

Look at services available in our
local area and invite service into
practice to discuss their work.

If service is appropriate to our
patients then practice to signpost
service to patients and work with
service in-house by providing
them a room to work in.

Mr Singh-PPG

Jamila Khan- Patient
Engagement Lead.

Shaheen Hussain-
Practice Manager.

On-going-will review
on a quarterly basis.

To find out from
patients what changes
with further improve
the phone system.

-PPG to conduct a
small survey regarding
phone system.

-make changes if
appropriate.

PPG

Shaheen Hussain-
Practice Manager.

by end of Feb 2019.

Does your CCG (or similar body) need to be contacted?

(This would only be the case if a practice proposes significant change and CCG agreement
has not been obtained. Changes which impact on contractual arrangements also need to
be agreed with the CCG).

Your details

Practice address:

Name:
Job title:
Practice name:

Your signature:
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