Patient Participation Group
Agenda 
17th September 2019 - 18:00
	No
	Subject



	1. 
	Apologies and minutes of the Previous Meeting


	2. 
	Friend and Family Test 



	3. 
	Primary Care Networks
Primary Care Networks are a new way for practices to work more closely together for the benefit of patient care, and to build more resilience into Primary Care. Each Primary Care Network must have 30,000-50,000 patients. Our network is the Richmondshire Primary Care Network, and includes: ourselves, the Friary, Quakers Lane, Scorton, Catterick Village, Harewood, Leyburn and Central Dales. Over time each network will be asked to provide more and more services. This year, there is funding to expand the clinical pharmacist role for an extra half-day per week to deliver patient facing services. There is also funding for a Social Prescriber, but the Network is still working on how it might make that service work in our area. Next year funding will be available for Physiotherapists.

The Primary Care Network also affects Extended Hours (Monday night appointments) services, which means that patients from all practices in the network can access appointments in these sessions, and our patients are able to access extended hours services at other Richmondshire services too. 



	4. 
	Flu clinic Dates

Saturday
28th September
9am – 12noon at the Surgery 

MUST BE OVER 65 ON 31.3.20 TO ATTEND THIS CLINIC

Wednesday
2nd October
9am – 11am at Barton Community Centre

MUST BE OVER 65 ON 31.3.20 TO ATTEND THIS CLINIC

Thursday
10th October
11.30am – 3pm at the Surgery

MUST BE OVER 65 ON 31.3.20 TO ATTEND THIS CLINIC

Saturday
26th October
9am – 12noon at the Surgery

Monday
4th November
4pm – 8pm at the Surgery
· SystmOnline – PPG asked if they are able to support with promotion of online services again. Members to indicate to Emma if they are keen and available to help.


	5. 
	GP Patient Survey (Appendix A)

Results of NHS Patient Survey were discussed, and some of the points discussed as follows:  (Attached). 
· Getting through on the phone is still an issue. Emma is aware of this, and is looking an alternative system in light of some of the types of lines into the practice changing. System will have call waiting and will be more user friendly for staff too.
· Delay in acceding booked appointments. Dr Keavney mentioned that appointments are available to be booked online in advance. 


	6. 
	PPG patient survey 

The last survey was conducted in 2016, so another one would be useful. Group agreed. This is a surgery that is conducted and analysed by the PPG, not the practice. The group were happy with the content of the 2016 survey (see appendix B), so Emma will get this typed up and circulated again as currently only a hard copy is available (see appendix B for updated 2019 survey.) 

It was agreed that the questionnaire would be administered by the PPG in the New Year, and also put on the PPG page of the practice website via Survey Monkey.


	7. 
	Any Other Business

Staff changes: 
New Treatment Room Nurse: Pippa Love

New Salaried GP, Dr Kirsty Williamson.
Question from Brian about Mental health support available to patients – Primary Care Mental Health Worker visits the practice and sees our patients.  Patients also have access to Improving Access to Psychological Therapies (IAPT) – started about 5 years ago, that we can refer into, and patients can also self-refer into this service.



	8. 
	Date of Next meeting 

Survey in January 2019 – ER to email to set up with PPG.
Next meeting towards the end of March 2020.


Appendix A

[image: image1.emf]2019 survey.pdf


Appendix B
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[image: image4.emf]DOCTORS LANE SURGERY   PATIENT PARTICIPATION GROUP QUESTIONNAIRE 2015     The Patient Participation Group would be grateful if you could complete this questionnaire to provide feedback to  the doctors and the Practice Staff so that trends can be identified, new  ideas highlighted and mistakes rectified  quickly.   1.   About the Practice             LOW ----------------- HIGH  

Please rate your answer from 1 to 5,  1 being low and 5 being high  1  2  3  4  5  N/A  

Do you think that the opening hours are adequate?        

Is it easy to conta ct the surgery by telephone?        

Are you able to see a Doctor/Nurse within 48 hours?        

Are you able to see the Doctor/Nurse of your choice?        

Are you happy with the waiting time in the surgery?        

Is the waiting area comfortable?        

Ar e the online facilities adequate?        

Is the   surgery  generally  clean and tidy?        

How do you rate the health - related information around the waiting  room?        

Are you happy with the range of services available at the surgery?        

  2.   About You  

Do  you live alone?  Yes  No  

Do you meet other people during the day in your home?  Yes  No  

Do you meet other people during the day away from your home?  Yes  No  

Do you feel lonely?  Yes  No  

Do you feel vulnerable?  Yes  No  

Do you have mobility problems?  Yes  No  

Ar e you housebound?  Yes  No  

Are you a carer?  Yes  No  

Do you have a carer?  Yes  No  

  3.   Your Journey to the Surgery  

How  do   you  usually  travel to the surgery  Walk  Car  Cycle  Bus  

If you come   by car, did you drive?  Yes  No  

If you  are a  passenger in the car, are you  reliant on family or friends  for the lift?  Yes  No  

So you generally  require assistance to get from your home to the  car and then into the surgery?  Yes  No  

If you  travel   by bus were the bus times convenient?  Yes  No  
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DOCTORS LANE SURGERY
PATIENT PARTICIPATION GROUP QUESTIONNAIRE 2015

The Patient Participation Group would be grateful if you could complete this questionnaire to
provide feedback to the doctors and the Practice Staff so that trends can be identified, new
ideas highlighted and mistakes rectified quickly.

1. About the Practice LOW-——c High

Please rate your answer from 1 to 5, 1 beinglowand 5being (1 {2 |3 |4 |5 |N/A
high

Do you think that the opening hours are adequate?

Is it easy to contact the surgery by telephone?

Are you able to see a Doctor/Nurse within 48 hours?

Are you able to see the Doctor/Nurse of your choice?

Are you happy with the waiting time in the surgery?

Is the waiting area comfortable?

Are the online facilities adequate?

Were the surgery facilities clan and tidy?

How do you rate the health-related information around the waiting

room?
Are you happy with the range of services available at the
surgery?

2. About You
Do you live alone? Yes No
Do you meet other people during the day in your home? Yes No
Do you meet other people during the day away from your home? Yes No
Do you feel lonely? Yes No
Do you feel vulnerable? Yes No
Do you have mobility problems? Yes No
Are you housebound? Yes No
Are you a carer? Yes No
Do you have a carer? Yes No

3. Your Journey to the surgery:

How did you travel to the surgery Walk Car Cycle | Bus \
If you came by car, did you drive? Yes No

If you were the passenger in the car, are you reliant Yas No

on family or friends for the lift?

Did you require assistance to get from your home to Yoo No

the car and then into the surgery?

If you came by bus were the bus times convenient? Yes No






DOCTORS LANE SURGERY

PATIENT PARTICIPATION GROUP QUESTIONNAIRE 2015

4. About the Doctor/Nurse (who you have just seen)

Please rate your answer from 1 to 5, 1 being low and 5 being N/A
high
What was your overall satisfaction level with your appointment?
How do you rate the warmth of their greeting?
How do you rate their listening skills?
Are you satisfied with the explanations given?
Did you feel that you had trust and confidence in the
Doctor/Nurse/Health Professional?
Were you given chance to explain your concerns and fears?
Were you satisfied with the length of the appointment?
What recommendation would you give about Doctor/Nurse to
your friends?
5. About the staff
Please rate your answer from 1 to 5, 1 being low and 5 being N/A

high

How were you treated by the Receptionist?

Were you seen in a timely manner?

Were you shown respect, with privacy and confidentiality?

Was the Receptionist helpful and informative?

Was the Pharmacist helpful and informative?

6. Further Comments

If necessary, please expand on any of the points above or if you have any suggestions to

further improve our service use the box below:

Age: (Optional)

Thank you for your completing this survey.

This questionnaire has been compiled by the Patient Participation Group for the surgery; a
summary of findings will be published in on the website www.doctorslanesurgery.nhs.uk and

a copy will also be available to view in the waiting room.







_1633256520.doc
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PATIENT PARTICIPATION GROUP QUESTIONNAIRE 2015


The Patient Participation Group would be grateful if you could complete this questionnaire to provide feedback to the doctors and the Practice Staff so that trends can be identified, new ideas highlighted and mistakes rectified quickly.


1. About the Practice





LOW-----------------HIGH

		Please rate your answer from 1 to 5, 1 being low and 5 being high

		1

		2

		3

		4

		5

		N/A



		Do you think that the opening hours are adequate?

		

		

		

		

		

		



		Is it easy to contact the surgery by telephone?

		

		

		

		

		

		



		Are you able to see a Doctor/Nurse within 48 hours?

		

		

		

		

		

		



		Are you able to see the Doctor/Nurse of your choice?

		

		

		

		

		

		



		Are you happy with the waiting time in the surgery?

		

		

		

		

		

		



		Is the waiting area comfortable?

		

		

		

		

		

		



		Are the online facilities adequate?

		

		

		

		

		

		



		Is the surgery generally clean and tidy?

		

		

		

		

		

		



		How do you rate the health-related information around the waiting room?

		

		

		

		

		

		



		Are you happy with the range of services available at the surgery?

		

		

		

		

		

		





2. About You

		Do you live alone?

		Yes

		No



		Do you meet other people during the day in your home?

		Yes

		No



		Do you meet other people during the day away from your home?

		Yes

		No



		Do you feel lonely?

		Yes

		No



		Do you feel vulnerable?

		Yes

		No



		Do you have mobility problems?

		Yes

		No



		Are you housebound?

		Yes

		No



		Are you a carer?

		Yes

		No



		Do you have a carer?

		Yes

		No





3. Your Journey to the Surgery

		How do you usually travel to the surgery

		Walk

		Car

		Cycle

		Bus



		If you come by car, did you drive?

		Yes

		No



		If you are a passenger in the car, are you reliant on family or friends for the lift?

		Yes

		No



		So you generally require assistance to get from your home to the car and then into the surgery?

		Yes

		No



		If you travel by bus were the bus times convenient?

		Yes

		No





DOCTORS LANE SURGERY


PATIENT PARTICIPATION GROUP QUESTIONNAIRE 2015

4. About the Doctor/Nurse (who you have just seen)

		Please rate your answer from 1 to 5, 1 being low and 5 being high

		1

		2

		3

		4

		5

		N/A



		What was your overall satisfaction level with your appointment?

		

		

		

		

		

		



		How do you rate the warmth of their greeting?

		

		

		

		

		

		



		How do you rate their listening skills?

		

		

		

		

		

		



		Are you satisfied with the explanations given?

		

		

		

		

		

		



		Did you feel that you had trust and confidence in the Doctor/Nurse/Health Professional?

		

		

		

		

		

		



		Were you given the chance to explain your concerns and fears?

		

		

		

		

		

		



		Were you satisfied with the length of the appointment?

		

		

		

		

		

		



		What recommendation would you give about the Doctor/Nurse to your friends?

		

		

		

		

		

		





5. About the staff

		Please rate your answer from 1 to 5, 1 being low and 5 being high

		1

		2

		3

		4

		5

		N/A



		How were you treated by the Receptionist?

		

		

		

		

		

		



		Were you seen in a timely manner?

		

		

		

		

		

		



		Were you shown respect, with privacy and confidentiality?

		

		

		

		

		

		



		Was the Receptionist helpful and informative?

		

		

		

		

		

		



		Was the Pharmacist helpful and informative?

		

		

		

		

		

		





6. Further Comments

		If necessary, please expand on any of the points above or if you have any suggestions to further improve our service use the box below:



		





Age:               


(Optional)


Thank you for completing this survey.


This questionnaire has been compiled by the Patient Participation Group for the surgery;  a summary of findings will be published on the webside www.doctorslanesurgery.nhs.uk and a copy will also be available to view in the waiting room.
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INHS

England

Provide feedback on this website

Aldbrough St John Surgery

Doctors Lane Surgery, Aldbrough St John,
Richmond, DL11 7TH

Showing responses about all questions  from

all patients

(® Showing weighted results ¥

Your local GP services





96% find it easy to get through

to this GP practice by phone

Local (CCG) average: 86%

National average: 68%

Hide breakdown (%)

Generally, how easy is it to get through to someone at your GP practice on the phone? Excluding 'Haven't tried'

Very easy
Fairly easy
Not very easy

Not at all easy

This practice

59%
37%
4%|
0%

Total
respondents

44

Local area
(CCG)

37% I

50% Il

1%
3%l

Total
respondents

1,895

National

22%
47% R
20% W
1%

Total
respondents

734,647






f 99% find the receptionists at Hide breakdown ()
—— this GP practice helpful

Local (CCG) average: 94% | National average: 89%

How helpful do you find the receptionists at your GP practice? Excluding 'Don't know'

This practice Local area National
s (CCG)
Very helpful ~ 88% 39 56% I 43% N
Fairly helpful ~ 12%l 5 38% Il 46% N
Not very helpful 1% 0 5%| 8%l
Not at all helpful 0% 0 1% 2%|
Total Total
respondents respondents
Total 44
1,914 745,548

respondents





92% are satisfied with the Hide breakdown (¥)
general practice appointment

times available

Local (CCG) average: 75% . National average: 65%

How satisfied are you with the general practice appointment times that are available to you? Excluding 'I'm not sure when |
can get an appointment'

This practice Local area National
s (CCG)
Very satisfied ~ 62%/Il 25 34% Il 23% H
Fairly satisfied ~ 30%Ill 12 40% 1IN 41% Il
Neither satisfied 7%l 3 15% 18% M
nor dissatisfied
Fairly dissatisfied 1% 1 7%l 10% i
Very dissatisfied 0% 0 4%| 7%
Total Total
respondents respondents
Total 41

respondents 1,831 691,932






92% usually get to see or
speak to their preferred GP

when they would like to

Local (CCG) average: 62% = National average: 48%

Hide breakdown (%)

How often do you see or speak to your preferred GP when you would like to? Excluding 'l have not tried'

This practice

Always or almost ~ 68%/[llll
always
A lot of the time  23%Ml
Some of the time 8%l
Never or almost 0%
never
Total
respondents

Making an appointment

15

22

Local area
(CCQG)

34%IH

28%
32% 0
6%

Total
respondents

1,007

National

24% 1

24%
41% Il
1%l

Total
respondents

354,719






90% were offered a choice of

appointment when they last

tried to make a general
practice appointment

Local (CCG) average: 73%

National average: 62%

Hide breakdown (%)

On this occasion, were you offered a choice of appointment? Excluding 'Can't remember' and 'Doesn't apply’

Yes, a choice of
place

Yes, a choice of
time or day

Yes, a choice of
healthcare
professional

No, | was not

offered a choice of

appointment

This practice

a

13%1 4
81%Il 23
16%H 5
10%l 3
Total 28

respondents

Local area
(CCG)

13%

62% I

16%

27% 0

Total
respondents

1,626

National

13% Hl

53% N

10%1

38% Il

Total
respondents

592,230






94% were satisfied with the Hide breakdown ()

J? type of appointment they were
offered

Local (CCG) average: 84% = National average: 74%

Were you satisfied with the type of appointment (or appointments) you were offered?

This practice Local area National
s (CCG)
Yes,and |  94%HEE 37 84% N 74% I

accepted an
appointment

No, but I still took 6%l 3 13% 1 20%
an appointment

No, and | did not 0% 0 4%| 6%
take an
appointment

Total Total
respondents respondents
Total 40
respondents 1,846 714,393





Cey 100% took the appointment Hide breakdown (¥)
they were offered

Local (CCG) average: 96% | National average: 94%

Were you satisfied with the type of appointment (or appointments) you were offered?

This practice Local area National
s (CCQG)
Yes,and|  94%IE 37 84% I 74% I

accepted an
appointment

No, but | still took 6%l 3 13%H 20% Il
an appointment

No, and | did not 0% 0 4% 6%
take an
appointment

Total Total
respondents respondents
Total 40
respondents 1,846 714,393





95% describe their experience

good

J? of making an appointment as

Local (CCG) average: 80% = National average: 67%

Hide breakdown (%)

Overall, how would you describe your experience of making an appointment?

This practice

Very good  59% Il
Fairly good  36%IM

Neither good nor 5%]
poor

Fairly poor 0%
Very poor 0%

Total
respondents

Your last appointment

40

Local area
(CCQG)

42% I
38% 1IN
13%

5%I
2%

Total
respondents

1,828

National

29% Il
38% N
17% B

10% 1l
6%

Total
respondents

708,981






66% waited 15 minutes or less

after their appointment time to

be seen at their last general

practice appointment

Local (CCG) average: 73%

National average: 69%

Hide breakdown (%)

How long after your appointment time did you wait to see or speak to a healthcare professional? Excluding 'l didn't have an
appointment at a set time' and 'Can't remember’

5 minutes or less

Between 5 and 15
minutes

15 to 30 minutes

More than 30
minutes

This practice

32%H

34%

23%0
11%l|

Total
respondents

29

Local area
(CCQG)

29% Il
45% R

19% 8
7%

Total
respondents

1,650

National

23% Il
47% 1R

21% 0
9%

Total
respondents

613,452






94% say the healthcare Hide breakdown (¥)

professional they saw or
spoke to was good at giving

@ them enough time during their
last general practice
appointment

Local (CCG) average: 92% | National average: 87%

Last time you had a general practice appointment, how good was the healthcare professional at giving you enough time?
Excluding 'Doesn't apply'

This practice Local area National
s (CCQG)
Very good  60%Hl 25 59% Il 48% Il
Good 35%H 15 33% Il 38% N
Neither good nor 6%| 2 6%l 10%1

poor

Poor 0% 0 1%| 2%|
Very poor 0% 0 0% 1%

Total Total
respondents respondents
Total 42

respondents 1,856 716,885





95% say the healthcare

professional they saw or
@ spoke to was good at listening

to them during their last

general practice appointment

Local (CCG) average: 94% = National average: 89%

Hide breakdown (%)

Last time you had a general practice appointment, how good was the healthcare professional at listening to you? Excluding
'Doesn't apply'

This practice

a
Very good  63%lll 27
Good  31%M 13
Neither good nor 3%| 1
poor
Poor 2% 1
Very poor 0% 0
Total 42
respondents

Local area
(CCG)

64% I
30% Il
4%

1%
0%

Total
respondents

1,850

National

52% I
37% 1l
8%

2% |
1%

Total
respondents

716,337






93% say the healthcare Hide breakdown (%)

professional they saw or
spoke to was good at treating

@ them with care and concern
during their last general
practice appointment

Local (CCG) average: 93% | National average: 87%

Last time you had a general practice appointment, how good was the healthcare professional at treating you with care and
concern? Excluding 'Doesn't apply'

This practice Local area National
s (CCG)
Very good  61%/lll 26 64% I 52% I
Good  32%H 14 29% Il 35% Il
Neither good nor 6%I 3 5%I 9%
poor

Poor 1% 0 1% 2% |

Very poor 0% 0 0% 1%|
Total Total
respondents respondents

Total 43

respondents 1,855 717,472





96% were involved as much Hide breakdown ()

as they wanted to be in
IV:_J decisions about their care and
treatment during their last

general practice appointment

Local (CCG) average: 97% | National average: 93%

During your last general practice appointment, were you involved as much as you wanted to be in decisions about your care
and treatment? Excluding 'Don't know/Doesn't apply'

This practice Local area National
s (CCQG)

Yes, definitely  79% I 31 70% N 60% N

Yes, tosome  17%M 7 27% 33% Il

extent
No, not at all 4% | 2 3% 7%
Total Total
respondents respondents
Total 40

respondents 1,651 632,960





99% had confidence and trust Hide breakdown (%)
in the healthcare professional
—~+=3 they saw or spoke to during

their last general practice
appointment

Local (CCG) average: 98% = National average: 95%

During your last general practice appointment, did you have confidence and trust in the healthcare professional you saw or
spoke to? Excluding 'Doesn't know/Can't say'

This practice Local area National
s (CCQG)
Yes, definitely ~ 85% M 36 77% I 69% I
Yes, tosome  14%l 6 21% M 27% 1l
extent
No, not at all 1% 0 2%| 5% |
Total Total
respondents respondents
Total 42

respondents 1,845 703,704






91% felt the healthcare Hide breakdown ()

professional recognised or
/? understood any mental health

needs during their last general
practice appointment

Local (CCG) average: 93% = National average: 86%

During your last general practice appointment, did you feel that the healthcare professional recognised and/or understood
any mental health needs that you might have had? Excluding 'l did not have any mental health needs' and 'Did not apply to
my last appointment’

This practice Local area National
s (CCQG)
Yes, definitely ~ 75% 12 63% Il 54% I
Yes, tosome  16%l 3 30% 33% Il
extent
No, not at all 9%l 1 7% 14% 0l
Total
respondents
Total 16 Total 731

respondents respondents 300,838





97% felt their needs were met

é? during their last general
practice appointment

Local (CCG) average: 97% = National average: 94%

Hide breakdown (%)

Thinking about the reason for your last general practice appointment, were your needs met? Excluding 'Don't know/Can't

say'

This practice Local area
s (CCQG)

Yes, definitely ~ 80% M 34 71% I

Yes, tosome  18%M 7 26% 1
extent
No, not at all 3%I| 1 3%|
Total
respondents
Total 42
respondents 1,847

Your health

National
63% I
31% Il

6%
Total

respondents

705,062





84% say they have had
enough support from local
services or organisations in

@ the last 12 months to help
manage their long-term
condition(s)

Local (CCG) average: 88% | National average: 78%

Hide breakdown (%)

In the last 12 months, have you had enough support from local services or organisations to help you to manage your
condition (or conditions)? Excluding 'l haven't needed support' and 'Don't know/Can't say'

This practice Local area

Yes, definitely ~ 69%M 1 52% 1l

Yes, tosome  15%l 2 36% Il
extent
No  16%[H 2 12%ll
Total 15

respondents respondents

Overall experience

National
42% R
37% 1R
22% Il

Total

respondents

262,727






95% describe their overall Hide breakdown ()
J? experience of this GP practice
as good

Local (CCG) average: 92% = National average: 83%

Overall, how would you describe your experience of your GP practice?

This practice Local area National
. (CCG)
Verygood 79%HM 36 61% I 45% Il
Good 16%0 7 31% I8 38% 1R
Neither good nor 4%| 2 5%l 1% 0
poor
Poor 1% 0 2%| 4%
Very poor 0% 0 1% 2%|
Total Total
respondents respondents
Total 45
respondents 1,960 761,244

This website is being administered by Ipsos MORI, the survey provider for the GP Patient
Survey
© 2019 GP Patient Survey

NHS
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DOCTORS LANE SURGERY

PATIENT PARTICIPATION GROUP QUESTIONNAIRE 2015


The Patient Participation Group would be grateful if you could complete this questionnaire to provide feedback to the doctors and the Practice Staff so that trends can be identified, new ideas highlighted and mistakes rectified quickly.


1. About the Practice





LOW-----------------HIGH

		Please rate your answer from 1 to 5, 1 being low and 5 being high

		1

		2

		3

		4

		5

		N/A



		Do you think that the opening hours are adequate?

		

		

		

		

		

		



		Is it easy to contact the surgery by telephone?

		

		

		

		

		

		



		Are you able to see a Doctor/Nurse within 48 hours?

		

		

		

		

		

		



		Are you able to see the Doctor/Nurse of your choice?

		

		

		

		

		

		



		Are you happy with the waiting time in the surgery?

		

		

		

		

		

		



		Is the waiting area comfortable?

		

		

		

		

		

		



		Are the online facilities adequate?

		

		

		

		

		

		



		Is the surgery generally clean and tidy?

		

		

		

		

		

		



		How do you rate the health-related information around the waiting room?

		

		

		

		

		

		



		Are you happy with the range of services available at the surgery?

		

		

		

		

		

		





2. About You

		Do you live alone?

		Yes

		No



		Do you meet other people during the day in your home?

		Yes

		No



		Do you meet other people during the day away from your home?

		Yes

		No



		Do you feel lonely?

		Yes

		No



		Do you feel vulnerable?

		Yes

		No



		Do you have mobility problems?

		Yes

		No



		Are you housebound?

		Yes

		No



		Are you a carer?

		Yes

		No



		Do you have a carer?

		Yes

		No





3. Your Journey to the Surgery

		How do you usually travel to the surgery

		Walk

		Car

		Cycle

		Bus



		If you come by car, did you drive?

		Yes

		No



		If you are a passenger in the car, are you reliant on family or friends for the lift?

		Yes

		No



		So you generally require assistance to get from your home to the car and then into the surgery?

		Yes

		No



		If you travel by bus were the bus times convenient?

		Yes

		No





DOCTORS LANE SURGERY


PATIENT PARTICIPATION GROUP QUESTIONNAIRE 2015

4. About the Doctor/Nurse (who you have just seen)

		Please rate your answer from 1 to 5, 1 being low and 5 being high

		1

		2

		3

		4

		5

		N/A



		What was your overall satisfaction level with your appointment?

		

		

		

		

		

		



		How do you rate the warmth of their greeting?

		

		

		

		

		

		



		How do you rate their listening skills?

		

		

		

		

		

		



		Are you satisfied with the explanations given?

		

		

		

		

		

		



		Did you feel that you had trust and confidence in the Doctor/Nurse/Health Professional?

		

		

		

		

		

		



		Were you given the chance to explain your concerns and fears?

		

		

		

		

		

		



		Were you satisfied with the length of the appointment?

		

		

		

		

		

		



		What recommendation would you give about the Doctor/Nurse to your friends?

		

		

		

		

		

		





5. About the staff

		Please rate your answer from 1 to 5, 1 being low and 5 being high

		1

		2

		3

		4

		5

		N/A



		How were you treated by the Receptionist?

		

		

		

		

		

		



		Were you seen in a timely manner?

		

		

		

		

		

		



		Were you shown respect, with privacy and confidentiality?

		

		

		

		

		

		



		Was the Receptionist helpful and informative?

		

		

		

		

		

		



		Was the Pharmacist helpful and informative?

		

		

		

		

		

		





6. Further Comments

		If necessary, please expand on any of the points above or if you have any suggestions to further improve our service use the box below:



		





Age:               


(Optional)


Thank you for completing this survey.


This questionnaire has been compiled by the Patient Participation Group for the surgery;  a summary of findings will be published on the webside www.doctorslanesurgery.nhs.uk and a copy will also be available to view in the waiting room.


