Action Plan – 3 key areas for improvement

	No.


	Action Item
	Responsibility
	          Estimated

        Completion
              Date

	1)

	On-going training for receptionists – looking at new systems for improvements on telephone call handling and patient care.

· To create a standard script/flowchart to be followed by all staff so that patients have a better understanding of our systems of access. 

	Practice/Receptionists


	March 2015
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	2)

	DNA’s  - Working with the PPG and practice on solutions to help improve our DNA rates across both our sites.
· PPG to formulate a letter that we can use which has been written from a patient perspective to a fellow patient. To implement as soon as possible and to monitor DNA rates to see if having any affect.
	         PPG /Practice

	Feb/March 2015
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	4)

	Flu vaccinations – Working with the PPG and practice on solutions to help improve our Flu Vaccination Uptake rates.

· External Advertising – local newspapers, supermarkets, pharmacies and on the surgery windows/doors so it displays from the outside and could act as a reminder when the surgery is closed and patients/carers are walking by the premises.

· More advertising within the surgery/website – using better promotional material than what we currently receive from suppliers and making sure we receive it in plenty of time to start advertising the flu campaign. 

· A promotional stand within the waiting room – with members of the PPG group present.

· Better use of text messaging, letter writing and messages on prescriptions.

· Putting a message on the telephone system when patients/carers are on hold advertising flu campaign and eligibility criteria.

· Clinical staff/doctors to look at other ways of encouraging patients/carers on the benefits of having the flu vaccination and better education of it.
· Midwives may in the future be able to help our practice team  with giving the flu vaccination to the pregnant patients

	       PPG/Practice

	Aug/Sept 2015
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Telephone Call – Appointment request Prompts



· “GOOD MORNING”  (YOUR NAME) SPEAKING - HOW MAY I HELP?

      Routine Appointment

· IS IT WITH A PARTICULAR DOCTOR OR NURSE?

· THE NEXT AVAILABLE ROUTINE APPOINTMENT IS?

· CAN I CONFIRM IS THERE ANY CHANGE TO YOUR PERSONAL DETAILS?

Urgent Appointment

· IS IT A PROBLEM YOU NEED TO BE SEEN FOR TODAY?

· IS YOUR PROBLEM ONGOING OR SOMETHING NEW?

· WHICH DOCTOR HAS BEEN DEALING WITH YOUR ON GOING PROBLEM?

· THE NEXT AVAILABLE APPOINTMENT OR TELEPHONE CONSULTATION WITH THAT DOCTOR IS?

· CAN I CONFIRM IS THERE ANY CHANGE TO YOUR PERSONAL DETAILS?



If a new problem



· HAVE YOU TAKEN ADVICE FROM THE PHARMACY?

· IS YOUR PROBLEM SOMETHING THE DOCTOR COULD DEAL WITH OVER THE TELEPHONE?

· CAN YOU GIVE ME A BRIEF DESCRIPTION OF WHAT THE PROBLEM IS SO THAT I CAN INFORM THE DOCTOR OR IS IT PERSONAL?

· AS YOU HAVE STATED THAT YOUR PROBLEM IS URGENT FOR TODAY, YOU WILL NEED TO BE AT THE SURGERY FOR ………  BUT I HAVE TO ADVISE YOU THAT THERE MAY BE A WAIT FOR YOU TO BE SEEN.

· CAN I CONFIRM IS THERE ANY CHANGE TO YOUR PERSONAL DETAILS?



        No Availablility left that day

· UNFORTUNATELY THERE ARE NO APPOINTMENTS LEFT FOR TODAY (If urgent, speak to doctor/nurse for advice – offer telephone consultation if any available, offer pharmacy, advise patient to ring 111 for advice, last resort - utilise walk-in centre)



· IS THERE ANYTHING ELSE I CAN HELP YOU WITH TODAY?



· THANK YOU FOR CALLING.
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Dear Fellow Patient,


We are writing to you on behalf of the Patient Participation Group supporting both Parker Drive Medical Centre and Manor Medical Centre.


We want to let you know that we have been informed by the surgery that some patients are making appointments and then not visiting the surgery to keep their appointment.  


Since June last year, the average number of appointments MISSED PER MONTH was:


Parker Drive Medical Centre      332           


Manor Medical Centre                318

As patients, we know that some of us can very occasionally forget to keep an appointment or forget to tell the surgery that the problem has gone away.  We believe on the committee that we patients have to be more careful in future.  When we forget to cancel our appointments, this means that another patient somewhere is unable to make an appointment for themselves. 

It is also a waste of NHS money and the doctor’s time.


When we are told by the receptionist or online that an appointment is not available, it could just be that someone has failed to cancel an existing appointment. 

That appointment should really be available to us!


The Practice Manager has told us that in some other practices around the country, there is a ‘three strikes and you’re out’ policy.  At present the surgery is not considering introducing this but we are worried that our doctors might decide to introduce this policy if we carry on with missed appointment figures like the ones we have quoted.   


We have asked Dr S.M Arolker the Senior Partner to sign this letter to support our committee’s plea.   


So do please let the surgery know beforehand if you cannot attend an appointment.


Yours sincerely,


On Behalf of Patients Participation Group                          Dr S.M Arolker    Snr Partner


