GROVE MEDICAL PRACTICE - ACTION PLAN

Following the patient survey carried out in August 2011 the Practice and Patient Representative Group (PRG) have agreed the following actions.  

1. 86% of respondents were unaware of receptionists’ name.

We will provide name badges for all reception staff and they will also state their first name when answering telephone calls.

2. 67% of respondents were unaware that the practice had a website (www.grovemed.co.uk) and of the services which could be accessed through the website.

The website has been fully operational for a number of years and many patients use this service to request repeat prescriptions and to book appointments. However as a result of this response we will seek to further promote the website in new patient information packs, information binders in reception and through notices displayed in reception area.

3. 76% of respondents were unaware that they could request to speak to a receptionist in private. 

We will promote the availability of this option through the display of posters in reception. However poster will also advise that there may be a slight delay if reception is busy or rooms unavailable.  

4. PRG felt that a suggestions/comments box located in waiting room would be beneficial.

We will provide a box for this purpose and draw patients attention to this facility.  An electronic version of this has now been included in the practice website.

5. PRG requested that information about the practice is made available in reception.

We will provide patient information binders for the waiting room.  Information will include 

· practice leaflet
· PRG membership information
· NHS choices website information
· Promotion of practice  website and facilities available through website, 
· Importance of advising practice of changes to circumstances ie address, phone numbers etc. 

· Survey results and record of PRG meetings
· Availability of comments/suggestion box
The full survey results together with records of meetings are also available on this website and in the practice.

