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Robert Darbishire Practice Patient Newsletter       Issue 5: June 2009
We want to keep you informed about Practice news and health updates. Please feel free to make suggestions
Patient Survey 2008/09
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Each year we undertake a nationally approved survey. The survey results are analysed compared to results from the previous year and a 2 year development plan is devised with a view to improving services.

The survey provides good statistical evidence on how you think we are performing. Also, the written comments provide valuable feedback as patients are able to put in their own words how they feel the practice is performing. Many patients have taken the time to reflect on what we are doing well and where we could improve. We had 340 comments this year.

Every member of the practice team strives to offer a high standard of care to our patients and the questionnaire responses are very helpful in future planning. 

The questionnaires were handed out to patients during February and March 2009. You may have been asked to complete one. 438 questionnaires were completed. We would like to thank all the patients who took part in the survey. 

Results

Once again, general comments received from patients were extremely positive. Patients told us that they were most happy with the doctors and nurses and the treatment they received. They were happy with the practice staff and the service provided

‘Honestly this is the best GP centre in Manchester for both reception and doctor character. They are very friendly, kind and co-operate with patients. Thank you so much’

Patients did generally feel, however, that the following areas still needed to be improved.

Booking appointments –We are aware that there are still some problems with appointments and we are planning to review the appointment system as part of a much wider review on access. One improvement we have made already is to open on Saturday mornings for routine pre-booked appointments. Please remember we always have appointments available on the day if your problem can not wait and we also run an emergency Doctor system to make sure all patients who need an urgent appointment are seen. If your problem is not urgent it is possible to book an advance appointment.

Trying to get through on the telephone – we try to provide adequate cover at all times to answer the telephones promptly and we hope to install the new telephone system later this year. Please remember to ring after 10:00am if your call is not urgent to avoid the busy period.

Surgeries running late – this cannot always be avoided due to emergencies and other unforeseen circumstances but we will audit this to try to identify any other problems. Reception staff will always try to keep patients updated and aware of any such problems if this happens and we will closely monitor that this is being done. If you use the self check in screen in the waiting area this will inform you if the doctor or nurse is running late. It will also show the doctor or nurse that you have arrived  and save you waiting at the desk. 

Understanding or coping with your problem after visiting the doctor –your Doctor or Nurse will be happy to explain anything you do not understand. For most problems we can provide you with a patient information leaflet. If you would like more information to take home with you to read later please ask your doctor or Nurse. 
The survey results are displayed in the waiting room but if you wish to see the full report please ask at reception. 
We are continually trying to improve the service we offer to patients and will be carrying out a further survey next year. In the meantime if you have any comments, suggestions or queries regarding the survey please use the comments  box in reception. Alternatively you can contact Lesley Thomson, Patient Services Manager.






