2018 PPG Patient Survey Action Plan

Comment

Potential Action

Who By / When

My normal Dr is at Newton but
not always open — waste of
time and petrol to get to Long
Stratton

Review opening hours in line
with expansion of Long Stratton
and population / housing
developments

Keith & Partners —5 Year Plan
Included on 5 yr plan for review

More toys in the waiting room
for children

Difficult getting appointments
to see registered GP

Review to take place for easy
clean toys that can be kept tidy.
Perhaps use PPG Book Fund to
purchase?

Full time salaried GP starting 6™
September

Keith & Nurse Lead from IC
point of view — End October
2018 Agreed funding £200 from
PPG at meeting in Sept.
Awaiting purchase

Keith & Partners to monitor &
review as part of 5 year plan
Immediate decision made not
to alter Triage service which
works well for On The day
Appts. Will continue to monitor
as part of 5 year plan

Online prescription ordering is
a problem

Continue working with EMIS on
patient access especially
related to selecting Newton
which at present we cannot do

Keith, Helen, Dawn End of
October 2018

Still outstanding issue for
Newton pts Jan 2019 but we
have introduced a messaging
system for notifying
prescription ready to collect

Concerns raised over expansion
plans for Long Stratton &
surrounding areas

We too are very conscious
about the pressures that will be
brought to bear with circa
2,500 homes being built in the
area

Keith & Partners. Ongoing
review and communication
with NHS England, the CCG and
South Norfolk Council —5 Year
Plan Meetings for
neighbourhood plan with parish
council now attended by either
Dawn or Keith

Air conditioning required in the
Waiting Room

Will contact Air Con suppliers
for quotation, however this is a
complex issue as there is no
external wall to vent the aircon
through. Cost will be a major
factor but we are not
dismissing the idea

Keith to follow up End October
2018 Cost is prohibitive
therefore need to look at
stand-alone units for short term
hire over peak summer. KB to
contact HSS Hire in May 2019
to place hire order for June,
July & August
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Contacting over 75’s outreach
team — answerphone for
messages would be helpful

Need to look at in line with the
whole of the Over 75’s
provision of services due to
Heidi moving on and Stuart
wishing to reduce his hours

Resolution required by Keith &
Mini by end of October 2018
No dedicated line available.
Whole team approach to be
reviewed on return of Lead
Nurse November 2019

An online booking service for
appointments would be helpful

Need to promote “Patient
Access” as a facility more
widely

Helen, Alison, Keith, Dawn -
Ongoing

Well woman clinic for simple
things like blood pressure
testing etc

Possible to look at as a service
in future once Nurse
recruitment has settled down

Nicola, Keith — Review in
October ready for Spring 2019
to be reviewed on return of
Lead Nurse November 2019

Access to phlebotomy service
more frequently

We are looking into upskilling
staff into an HCA role in order
to improve access to
phlebotomy services

Keith, Nicola, Partners October
2018 & ongoing Admin MOS
trained as basic phlebo,
ongoing action as she needs to
gain confidence and have
exposure to clinics alongside
existing HCA's
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Pharmacy closing over This is due to allowing Keith to review with Paula
lunchtime period protected time for staff to cope | about ongoing dispensary
with workload, it isn’t to allow | strategy Still outstanding
staff to have their lunch breaks.
Staff take lunches before and
after the protected time
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Reception staff can be difficult
to deal with sometimes

Patients feel that they want to
be communicated to about why
they have to wait so long to see
their own GP

We have looked at each
individual situation whereby a
pt and receptionists view
differs. Ongoing “service
training” is being provided
where necessary

Look at designing a slide for the
TV explaining the time that GP’s
have got, dividing into “on the
days” and pre booked appts to
illustrate why it takes up to 3
weeks to get in. Also focus
again on wasted DNA
appointments. Keith to add a
piece in the newsletter.

Continuing training for staff
around service levels We are
planning all practice training
sessions over the coming year —
one of which will be dedicated
to “service”

Keith & Dawn to design suitable
slide for TV and put short
section in the newsletter

Next newsletter in April will
feature this section

Newton surgery needs to be
open for longer

We do not have the clinical
capacity at present to open
Newton longer than it already
is. As the Patient population
grows in this area, and if we
were able to attract another GP
to help cover the growth then it
is possible that opening may

KB & Partners — mid term
strategy planning




2018 PPG Patient Survey Action Plan

Comment

Potential Action

Who By / When

Receptionists sometimes not
approachable, stern and abrupt

Several staff in the dispensary
but they ignore you like you are
invisible

get extended. Not a short term
fix — probably part of 5 year
plan

Training to take place for all
reception team on “customer
service”

Any specific issues of this need
to be dealt with at the time. Pts
should ask to speak to PM if
there is a specific situation. We
have CCTV in place which can
be reviewed. To be fair,
dispensing is a job which
requires concentration and
focus when medication is being
picked and dispensed. Accuracy
is of paramount importance. If
a dispenser is in the middle of a
process it is sometimes hard to
stop half way through

Keith by End November We are

planning all practice training
sessions over the coming year —
one of which will be dedicated
to “service”

Keith & Paula to review as part
of the Dispensary Strategy We
are planning all practice
training sessions over the
coming year — one of which will
be dedicated to “service”
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Completed
Outstanding




