Action Plan for Corbridge Medical Group based on the 2015 survey responses 

and PRG discussions which took place during 2015-16
	
	What you told us…
	What we will do in response…
	When we will aim to implement this change
	Date achieved or explanation why unachievable

	1.
	Whilst patients generally report few problems getting through to the practice by telephone we feel that increasing the use of online services will improve this even further.
	We will promote the use of online ordering of prescriptions and appointment booking to encourage this where possible.
	Ongoing
	Ongoing

	2.
	It would help if patients could be given an indication as to when GPs will call them back when telephone messages are left.
	We will try to allocate some dedicated time for this with each GP so that an indication of the timing of the call can be given. Receptionists will ask patients as to the urgency of the call so that it can be re-routed to the Duty Dr if appropriate.
	Ongoing
	Nov 15

	3.
	It might help to have a dedicated line for blood test results so that these do not have to go to be communicated by a GP if they are normal
	It would be difficult to provide a clinical member of staff for this but GPs have agreed to annotate normal test results so that these can be communicated by receptionists – usually using the words ‘normal-no action’. Any abnormal results will be communicated by GPs.
	Ongoing

	Nov 15


	4.
	The advanced booking of online appointments could be extended beyond the current 21days so that patients can book further ahead.
	We agree that this would be possible and the scope for pre-booking has now been extended to 60 days. 
	Completed
	Sept 15

	5.
	More patients would like to use online bookings for appointments and this needs to be advertised more widely.
	We will use the TV screen in the waiting room and the right hand side of prescriptions to bring this facility to patients’ attention and encourage registration.
	Ongoing
	Ongoing

	6.
	Access times for certain GP’s appointments is much longer than for others and it was suggested we should restrict activities which limit these GP’s appointments eg triage and /or home visits.
	Discussions in the GP team suggests this is difficult to achieve because these GPs need to see their housebound patients for home visits and we do already limit triage activity for those in highest demand. We will however, continue to look for ways of increasing capacity with those GPs whose waiting lists are longer. We monitor access levels for each GP on a daily basis.
	Ongoing
	Ongoing

	7.
	Increasing population within Corbridge with new housing developments will further restrict access to GPs and the practice needs to consider whether we need additional GPs to meet the increased demand.
	We are keeping a careful eye on list size and have started discussions regarding the make-up of the GP team in future. This will be discussed with the PRG when the picture becomes clearer.
	Ongoing
	Ongoing

	8.
	Different lengths of appointments for those with complex needs may reduce the need for lots of separate appointments
	The practice has been looking into this for the last 2 years as part of a research project and is now in a position to pilot some new ways of working with complex patients which may help with this. 
	Ongoing
	Ongoing

	9.
	Patients are kept waiting of ten for longer than 30minutes beyond their appointment time and this is not satisfactory.
	Coupled with the work mentioned above we are looking at ways of possibly building in some ‘catch-up’ time within surgery sessions so that GPs do not run late so often.
	Ongoing
	Ongoing

	10.
	Generally patients are happy with opening hours but increased availability of evening and weekend surgeries would be welcomed.
	We have recently increased the number of evening appointments on Mondays by moving one of our GP Registrar’s sessions into the evening so we will monitor this as a template for future working to see whether this is something we should do regularly. Unfortunately weekend opening is inadequately resourced at present because of the impact this would have on admin/cleaning and support services.
	Ongoing
	Ongoing

	11.
	Some prescriptions do not reach pharmacies within our 3 day deadline.
	We are aware that, for some pharmacies who do not collect prescriptions every day this can cause inconvenience for patients. However, we will soon to be moving onto the Electronic prescriptions service which will automatically transmit prescription information to patients’ nominated pharmacies and this will speed up the process considerably for most non-dispensing patients.
	Dec 15
	Dec 15

	12.
	There can be a considerable delay in booking an appointment for a blood test.
	We are training up a member of our admin team to do phlebotomy and this will increase the number of blood test appointments available.
	Nov 15
	Nov 15

	13. 
	After discussions in the PPG it was decided we should develop a leaflet for patients who are attending (or being referred to) a hospital specialist appointment giving advice and guidance on what to take, what to expect and how to ensure that information and follow-up arrangements were clear and understood.
	A document has been drafted and circulated within the practice team and PPG for comments and amendments. We hope to start using the leaflet in the New Year
	Ongoing
	Ongoing


