Guidance template for discussion of local survey
findings and action plan
Please retain this form for future reference and to present to your CCG if required.

A. Discussion of local practice survey findings
1.

Patient reference group (PRG) members present:

John
Hazel
Jane
Steve

2.

Practice staff (and designation) present:

Gail - Managing Partner
Michelle - Surgery Manager Moss Green Surgery

3.

Please state your key findings from this local survey – look at the report as a whole
to include written patient comments in order to obtain a complete picture of
performance (see guidance in the introduction of the report).

The surveys were completed during August/September 2018. The practices merged on 1.10.18.
Consequently the findings for both practices were discussed by our merged Patient Partnership Groups
on 4.2.19 and a joint action plan agreed.
Moorcroft has increased the level of patient satisfaction from 89% in 2017/18 to 94% in 2018/19 survey.
Moss Green has seen a small increase in the level of patient satisfaction from 81% in 2017/18 to 82% in
the 2018/19 survey.

CFEP 2013:The format of this document is the property of CFEP UK Surveys and may not be used or
reproduced in part or whole without consent.

4.

Which responses were most positive?

Moorcroft:
Opening hours satisfaction 60% to 81%
Phone Access 52% to 75%
Appointment satisfaction 62% to 81%
See practitioner within 48 hours 62% to 81%
Practitioner of choice 58%B to 79%
Waiting time 61% to 74%
The significant improvement in patient satisfaction seems to be partially related to the fact that a volunteer lay person was used to
Moss Green:
Opening hours satisfaction 58% to 63%
Telephone access 32% to 41%
See practitioner of choice 42% to 48%
Complaints and compliments 625 to 67%
Illness prevention 64% to 69

5.

Which responses were least positive?

Moorcroft:
The practice had improved in all areas.
The lowest levels of improvement were in the patient experience and saw an increase of 7% for satisfaction with visit, warmth
of greeting, ability to listen, express concerns or fears. An increase of 6% was seen for reassurance, confidence in ability,
respect shown, and recommendation.
Moss Green:
The areas where there had been a decrease in satisfaction were:
Satisfaction with visit 73% last year and 72% this year.
Recommendation has dropped from 77% last year to 73% this year.

6.

In which areas did you deviate most from the national benchmark? Can you explain
why this might be?

Moorcroft:
Ability to listen 83% against median of 84% - falls within the middle 50%
Confidence in ability 83% against median of 84% - falls within middle 50%
Respect shown 85% against median of 85% - falls within middle 50%
Recommendation 86% against median of 83% - falls within middle 50%

Moss Green:
The practice has historically scored within the 25% to 50% bracket. The following areas show the highest areas of variance compared with the national median:
Telephone access 41% against median of 62%
Warmth of greeting 73% against median of 83%
Ability to listen 74% against median of 84%
Explanations 75% against median of 82%
Confidence in ability against median of 84%
Express concerns/fears 74% against median of 82%
Concern for patient 73% against median of 81%
Recommendation 73% against median of 83%

7.
What are the main priorities identified by the PRG?
1. Improving phone access
2. Improving patient experience
3. Advising patients in the waiting room of delays
4. Carefully managed roll out of alternative methods of contacting the practice such as
SKYPE and on line triage consultations - there was emphasis that the practice has
undergone significant changes recently and that service development needs to be rolled
out in phases to allow staff and patients to adapt.
8.
What are the main priorities identified by practice staff?
As above
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B. Discussion of previous local practice survey findings in relation to
the current ones (if applicable)

1.

What activities have you undertaken to address issues raised by your last survey
which were deemed as priority by your CCG and your practice staff?
Patient experience issue

What has been done to address this?

Patient experience

Protected learning event to discuss areas where the practices scored lower than median. Distribution of findings to all staff.

Exchange of consultation techniques in protected learning event held in Summer 2018.

Reminder to clinicians to notify staff if they are running behind with their session so that patients can be advised.

Phone access at Moss Green

2.

The phone system transfers to a more suitable model and an internal call centre approach in Spring 2020

Do the results of this survey reflect these activities? (Please look at the report as a
whole to fully determine this).

Significant improvement in these areas at Moorcroft but four of the patient experience indicators remain within
the middle 50% of all means so requires further actions.

Some improvement at Moss Green compared to last year but still lower generally than the national benchmark.
It should be noted that due to GP shortages and the national recruitment and retention crisis, the practice has
been required to use locum GP's to ensure access levels. Whilst the practice aims to use GP locums well known
to the practice, this will have an effect on the patient experience.

3.

In which areas have you seen most change?
Last survey

This survey

Moorcroft Patient Rating 88% Moss Green 81%

Moorcroft 94% Moss Green 82%

Moorcroft opening hours 60% Moss Green 58%

Moorcroft 81% Moss Green 63%

Moorcroft phone access 52% Moss Green 32%

Moorcroft 75% Moss Green 41%

Moorcroft practitioner of choice 58%

79%

Moorcroft speak to practitioner on phone 62%

81%
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C. Action plan

Which areas did you mutually agree as priorities for action and intervention?
Please complete the table below.
Priority for action

Proposed changes

Who needs to be
involved?

What is an achievable
time frame?

Continue with
volunteer contact in the
waiting rooms at both
practices

Arrange for volunteer
to attend sessions
when patient surveys
are being carried out

Surgery Managers at
Summer 2020
both practices to liaise
and arrange

Consider options on
new phone system and
internal call centre
when implemented and
if feasible

1. dial 1 for same day Management and
appointment requests Admin Teams
2. dial 2 for non urgent
appointment requests
3. dial 3 with queries

Spring 2019

Further PLE for
clinicians to go over
consultation
techniques and
improve patient
experience

PLE scheduled for
11.6.19.

Managing Partner

11.6.19

Advising patients of
delays when in the
waiting room

Clinician to advise
reception if they are
running late.
Reception to advise
their patients

Management Team

immediate

Does your CCG (or similar body) need to be contacted?

(This would only be the case if a practice proposes significant change and CCG agreement
has not been obtained. Changes which impact on contractual arrangements also need to
be agreed with the CCG).

Your details

Name: Gail Stanyer

Job title: Managing Partner

Practice address:

Hanley and Bentilee, Stoke on Trent

(orGreen
similarSurgery
body name):
Practice name: Moorcroft Medical CentreCCG
/Moss

Your signature: Gail Stanyer

Stoke on Trent CCG
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