NHS GP SURVEY ACTION PLAN 2024/25
MOOR PARK MEDICAL PRACTICE B83661
The Practice is looking to improve on figures for patients completing the Surveys. 



NHS GP Survey – Well Done to all the team we all work hard to keep patient satisfaction and service at a excellent level.
The results for the NHS GP Survey were published in the telegraph and argus and our Practice performed well gaining above average in most of the areas assessed. 
10 areas assessed were above the National and ICB average figures
5 areas assessed were on target with the nationala and ICB figures
5 areas to be looked at as slightly below the average national and ICB figures

The team got together in meetings on  04.11.2024 and discussed the results as below:
GP Survey handed out and compared to last year’s figures.
Jan 24  March 24 - 757 Surveys were sent out with 104 being returned completed which gives a figure of 14% which is a decrease of 1% on last years figures
Jan 23 to March 23 - 898 surveys were sent out to our patients with 132 being returned giving a 15% return rate 

Each year the team at moor park try to improve on the survey results, we are consistently doing ok over the last few years but there is still area for improvement.

The Practice reached or was above the ICS and National target in 15 out of the 20 areas assessed in the survey so that is encouraging.

Action Plan Agreed For areas need to improve on:

Practice Manager and admin team created a action plan with the information gathered and looked at all the areas good and bad. The Team agreed Reception staff always go the extra mile to accommodate patients but sometimes feels impossible due to the demands and expectations the patients have. Patients get very confrontational when they do not get the answer or see the person they want to see and the reception staff have to deal with difficult situations on a daily basis. Staff always stay calm in difficult situations and continue trying their best at all times to accommodate patient needs and to act with care and concern.
The majority of patients want to be seen at the Practice by the GP they know and this year more appointments have been offered at other sites and appointments through Enhanced Access/PCN5 which means patients see new clinicians and staff which they find difficult to manage as change is not always easy for patients.
Patients are being offered enhanced access appointments at other sites for GP appointments, ARI appointments, nurse and hca appointments.  
Other appointments are also offered instead of a GP appointment these are:
Pharmacy first Appointments and minor Ailment appointments at the pharmacy
Offer social prescribing, pharmacist, physio, welfare, nurse, acute respiratory, optician, clicks, health and wellbeing appointments but patients mostly insist they want to see a GP.

	All reviews looked at and discussed.


	Action Plan 
10 areas assessed were above the National and ICB average figures
5 areas assessed were on target with the nationala and ICB figures
5 areas to be looked at as slightly below the average national and ICB figures


	Date 01.08.2024
Discussed in Meeting 02.09.2024
Reviewed 04.11.2024







	









	Action plan discussed for the 5 areas that need improvement:

Practice result 73% find the reception/admin staff team at the GP practice helpful
83% ICB
83% National figures
Discussed with the reception team and they were disappointed as say they always try to go the extra mile for patients and help everyone in a caring manner.
Reception staff to show care, empathy and understanding at all times

Practice result 12% Patients were offered a choice of location when they last tried to make a general practice appointment
1% below the national average
14% ICB
13% National
Discussed practice appointments as we offer Online booking, pre bookable by telephone and online, Patch’s online consultation and E Consults through the website. We also offer enhanced access appointments for GP’s nurses@ HCA covering most clinics
Reception staff to offer all different appointments to patients at all times giving them choice.
Reception staff to advise patients of all ways to book appointments
Reception staff to give out Practice leaflet to all patients that enquire about how to book appointments
All New patients to be handed a leaflet showing how they can book appointments

Practice result 83% patients said the healthcare professional they saw or spoke to was good at listening to them during their last general practice appointment
4% below national average
86% ICB
87% National
We have a good team of staff working with patients and they always try to listen to the patients needs, continue to do this and show improvement going forward.


Practice result 74% patients say the healthcare professional they saw or spoke to was good at treating them with care and concern during their last general practice appointment
85% ICB
85% National

All staff treat patients with care and concern from the reception staff, clinical, GP’s and management
We will endeavor to improve on our communication skills

Practice result 64% say the healthcare professional they saw or spoke to was good at considering their mental wellbeing during their last general practice consultation

72% ICB 
73% National

Practice Manager discussed mental health of patients with the reception team and encouraged care and empathy when speaking to patients. 
Listen carefully to what the patient says and requests
Try to signpost to the most appropriate member of the team
Use Social Prescribing staff and mental health PCN5 staff to refer patients to for quick assistance and service







	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	




The practice is always looking at ways where improvement can be made the following are some new ideas and some systems already in place which are good and will be continued

· Educate Patients in new ways of working and different appointments that we offer try to encourage patients to take up these new appointments with different services to help alleviate the pressure on GP appointments.
· Explain new ways of working and new services to patients when offered.
· Look at new ways of getting messages across e.g., SMS, patches.
· Care navigation is key in all the areas above and the system one template for care navigation helps to navigate patient to the right service. The Practice use this tool consistently.
· Signpost patients to the correct service and clinician for their needs
· Offer On the day appointments, pre bookable appointments, telephone and face to face appointments, online appointments and online consultations, evening and weekend appointments through enhanced services and PCN5
· Continue to help patients who need some assistance in form completing.
· Continue to send SMS messages to all our patients Jan-March asking then to complete surveys.
· Continue to send SMS messages to patients who rate our service at reception desk sending them the link to complete NHS Choices and Survey
· Continue to give leaflets out at reception Jan-March so patients are prompted to complete questionnaire if received.
· All staff to continue to encourage patients to give feedback at all times good and bad.
· Continue to collate good feedback and send SMS message thanking patients.
· Advertise the NHS GP Survey around the surgery.
· Advertise the NHS GP Survey on our Website Jan-March
· Send SMS messages out Jan/feb and march to encourage pateints to complete the survey
· Signpost patients to the correct service and clinician for their needs
GP
Clincal Pharmacist
Physiotherapist
Nurse
Advanced nurse Practitioner
HCA
Receptionist
Social Prescirber
Health and Wellbeing Coach
Mental health worker
Dietitician
Podiatrist
Occupational therapist
Pharmacy First/ minor Ailment Scheme local pharmacy

Multidisplinary teams allow patients to be signposted to the right clinician for their needs, this may not always be a GP



