PPG Action Plan resulting from Patient Survey completed 28.2.2014
Issues raised in the Patient Survey were discussed at the PPG Action Plan meeting on Monday 3rd March 2014. Separate minutes exist for this meeting.

Points for action:

1. Waiting Time to Check-In
a. Consideration will be given to allocating one Receptionist to check patients in.
 
b. Repair / replace the automatic check-in machine.



 
2. On-Line Services
a. The take up of online services is very low and we need to raise awareness amongst our patients:
b. Advise via posters in the waiting room.

c. Put a note on repeat prescriptions.
d. Have a running banner on the patient call system.
e. Ask the PPG to help promote it.
3. Privacy at Reception
a. Notices have been put up in the waiting room advising patients to ask if they would like to speak to someone privately.
b. We will train staff to offer the options.
c. A private area is available should a patient wish to use it.
4. Waiting Room Improvements
a. Change the curtains for blinds – more privacy and better hygiene.
b. Put up notice boards for posters and information so that pins can be used without damaging the walls.
c. Make one Receptionist responsible for keeping the information tidy and up-to-date.
5. Answering Phones
a. Actions to decrease the time spent waiting for the telephone to be answered:
i. Staff training
ii. Consider taking the phones away from the front desk
iii. Dedicated member of staff to answer phones
6. Improving awareness of practice website www.cedarssurgeryswanley.co.uk
a. Promote the website on

i. All documents and letters sent out e.g. use of a footer as on this Action Plan document  
ii. Banner on notice board 

iii. Repeat prescriptions
iv. Distribution of new PPG newsletter 
7. Informing Patients of Waiting Times
a. Training of reception staff to ensure they keep patients fully informed if they are waiting for a clinician who is running late
8. Text messaging appointment reminders

a. This now happens for minor ops appointments and works well

b. It could be considered next year 2013-14 for long appointments e.g. COPD appointments 
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