ACTION PLAN 

1.  Appointments

1.1.  PRG discussion 
        The PRG recognised the increasing demands that are being put on all 

        Practices and that availability of appointments is an issue for many. 

        The ability of patients to get a routine appointment was an issue, as well as asking patients to “ring back at 8.30”.

         The practice manager summarised how the appointment system was set up, with a mixture of same day, appointments available within a week and routine (3/7 day) appointments. The PRG agreed that the same day appointment system, with an on-call doctor triaging and seeing anyone who needed to be seen urgently, worked well. 

         Patients being able to see the doctor of their choice was also discussed. This has been raised in the patient surveys over the years. It was agreed that it is a difficult problem to solve. The point was made that in the long run it can save time to see the same doctor as the patient does not need to go over history, or the doctor familiarise themselves with the patient record. 

1.2.  Appointments - Action Points
        Change the balance of routine and 3/7 day appointments

        The practice manager will discuss this with the practice team and change the number of appointments allocated to routine. 

Publicise appointment availability across 3 sites        

        The PRG recommended that more publicity is given to the availability of appointments across the 3 sites for all patients. Practice Manager to action. 

2.  Waiting Times to see the GP at Summertown 

2.1.  PRG Discussion 
        This relates to the time patients spend sitting in the waiting room and that 

        GPs often run late, causing a wait for patients. 

         The PRG acknowledged that more and more has to be fitted into the 10 

         minute appointment with the GP. If appointments were made longer then 

         there would be less available. The PRG agreed that communication 

         would ease many of the frustrations with waiting.

2.2.  Waiting Times – Action Points
         Improve information about waiting time

The new automated check-in gives patients information about the waiting times for each GP. Receptionists should tell patients who do not check in automatically if a GP is running more than 20 minutes late. 

Skill Mix within the Practice 

        The practice is implementing a number of changes to the nursing team to 

         help patients get the most appropriate and quickest access to services. 

         This includes the employment of a new phlebotomist  who will free more 

         senior nurses up to carry out specialist work and  take on tasks devolved 

          from the GPs. 

          Patient Education
         There is information on the practice website and in the waiting rooms about how patients can self care. 
3.  Improvement of access and the environment at Summertown   

4.1.  PRG discussion 
        It was felt that access to the surgery is a key issue. Frustrations start when patients have to negotiate 2 doors into the reception area. Sorting this out should be a priority. Also, the decoration needs refreshing. 

       Everyone recognises the problems with car parking at the surgery, but the PRG felt there was little that could be done about this. 

       With regard to access and car parking and in view of the positive results for Cutteslowe, it was agreed that patients should be encouraged to use that surgery, and the practice should expand the services available there. 

4.2.  Access and environment at Summertown Action Points 

Front Doors

The practice manager will review past suggestions for altering the front doors, including automated opening, moving the entrance and discuss with the Partners. Funding for any major alternations will need to be sourced. 

Redecoration
The practice manager will draw up a programme of redecoration for the building. 

Better use of Cutteslowe Surgery
Publicise the surgeries and services currently available at Cutteslowe and the fact that there is easier parking and access into the building. 

The practice team to discuss providing more services at both Cutteslowe and Wolvercote. Especially clinics for groups who need easy access, eg, mothers and children, elderly. 

5.  Reporting 

The Summertown Health Centre noticeboard will publicise this action plan and keep patients informed of progress. The PRG will also be updated on progress at their meetings. 
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