HATFIELD PPG ACTION PLAN 2013


	Details of the action plan setting out how the finding or proposals arising out of the local patient survey that can be implemented.
(Component 5)


 

	 

Findings / Proposals or PRG Priority Areas 

 


	 

Action to be taken 

(if no action is to be taken provide appropriate reason)

 
	Lead 
	Timescale 
	 

Progress 

 



	Telephone access to Doctors via the telephone ( now established). 
	The list of available times that patient’s can access the Doctors and nurses will be advertised on the practice website to gain further coverage to patients. 
	Sue Bryson , practice manager 
	1 month
	 

	The access to a GP for an appointment at the surgery 
	We now have five full time GP’S. Patients can choose who they make an appointment with. Reception staff to make patients aware that they can see other Doctors if a particular GP are booked .There is a protocol on all reception desks besides the telephones for staff to follow-This protocol will be reinforced to all staff on a regular basis 
	Sue Bryson and the Doctors 
	completed 
	 completed

	Telephone access still seems to be the main concern for patients in the survey. 
	All reception staff will answer telephones promptly. The member of staff on the front desk will now answers the phones along side the other members of staff in the back reception office when there is no queue. Staff training will be refreshed shortly.
We will also look at staggering break and lunch times for staff
	Sue Bryson , practice manager 
	 1 month 
	 

	A number of comments about the receptionist on the front desk regarding dealing with the queue. 
	The practice manager will instruct the receptionist on the front desk to seek assistance from the back office staff when the patient queue becomes large. 
	Sue Bryson, practice manager 
	completed 
	 completed

	
	
	
	
	


