TANFIELD VIEW MEDICAL GROUP
WINTER NEWSLETTER 2019

Practice News

The surgery now offers patients the opportunity to access the surgery via eConsult. eConsult is a web based system that allows patients to access primary care services online. Patients can obtain self-help information, pharmacy advice, send a request for administrative support, such as a request for a Fit Note or letter from the surgery, or request clinical advice from a GP. 
To access this service please visit our website www.tanfieldviewmedicalgroup.co.uk. You will be required to submit your information via an online form which will then be sent to the practice and reviewed within 48 working hours.  

Better Health at Work Award
The practice team have been working very hard towards a Better Health at Work Award, which aims to promote healthy lifestyles for our employees. The practice have achieved all elements notes in year one of the award and have therefore been awarded the bronze award. In 2020 we will work towards the Silver Award. 

Patient Survey Results
We carried out a patient survey this year. Overall the practice achieved very well. The top 5 areas were: Cleanliness of the practice, Ability of the person you saw to listen, Satisfaction with practice facilities, manner in which you were treated by the receptionist and treated with dignity and respect. We have included the results overleaf for your information.
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The survey results have improved from previous years. We have developed an action plan from the results to try to improve our service for our patients. 


Military Veterans
The UK Government has pledged to support Military Veterans, Ex-Forces with priority NHS care. To support this aim GP practices signing up to become ‘veteran friendly’ under a new national scheme to improve medical care and treatment for former members of the armed services that has been backed by NHS England and the Royal College of GPs. The practice has achieved this accreditation aiming to offering extra support for ex-military personnel who may face additional challenges when they return to civilian life. 
Who is defined as a veteran?  'A veteran is someone who has served in the armed forces for at least one day in the regular or reservist forces'. There are around 4.5m veterans in the UK.
When servicemen and women leave the armed forces, their healthcare is the responsibility of the NHS. All veterans are entitled to priority access to NHS hospital care for any condition as long as it's related to their service, regardless of whether or not they receive a war pension. Veterans are encouraged to tell their GP about their veteran status in order to benefit from priority treatment if appropriate. Health related issues for veterans can manifest in a number of ways.
If you are a Military Veteran, please let reception, your GP or nurse know so we can update your medical records.

Disability Confident
The practice has been awarded as a disability confident employer. We are working with the disability confident team to ensure that disabled and people with long term health conditions have the opportunity to fulfil their potential and realise their aspirations.  This means we are committed to ensure our recruitment process is inclusive and accessible. The award will run from October 2019 to October 2022.
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The surgery has recently signed up to be part of the RCGP (Royal Colledge of General Practitioners) and Marie Curie UK General Practice Core Standards for Advanced Serious Illness and End of Life Care. 

The standards offer a structure to enable practices to be proactive organisations in which continuous learning and quality improvements steps are an integral part of caring for people affected by Advanced Serious Illness and End of Life Care. 
 

Patient Participation Group
Here at the surgery we have a virtual patient participation group where we will send any information, surveys etc. about the practice via email. If you aren’t already signed up to this then please let the surgery know and we will add you to our mailing list. 
QUESTIONS

		PATIENT SURVEY RESULTS - TANFIELD VIEW MEDICAL GROUP 2019

				Question		POOR		GOOD		EXCELLENT

		1		Seeing a specific GP/Nurse of your choice within a week		89		73		20

		2		Seeing any GP/Nurse within 2 working days		75		110		31

		3		Satisfaction with the length of your appointment		29		127		54

		4		Process for booking your appointment		42		126		47



		5		Access the Practice building		3		75		118

		6		Satisfaction with Practice facilities				85		136

		7		Waiting room in terms of privacy, quietness etc		20		122		82

		8		Cleanliness of the Practice				74		145

		9		System for making complaints 		13		100		53



		11		Satisfied with your consultation 		1		60		128

		12		Explanations provided to you and any options outlined		1		58		122

		13		Ability of the person you saw to listen to you 				48		141

		14		Involvement in care planning				65		112



		15		Treated with dignity and respect		1		60		132

		16		Treated with empathy and compassion		1		63		129

		17		Given support to cope emotionally with your care/treatment		2		64		119

		18		Manner in whch you were treated by the receptionist		2		57		133

						8%		41%		51%

						YES		NO		MAYBE

		19		Would you be interested to receive dietary advice		56		115		32

		20		Would you be interested in local exercise programmes		47		130		23

		21		Would you recommend this Practice to your friends and family ?		200		10





ABOUT THE APPT SYSTEM

		COMMENTS ABOUT THE APPOINTMENT SYSTEM

		Good surgery, no problems

		Such a busy practice. Not easy to obtain appointment within a week sometimes but receptionists excellent 

		All good

		Unless you come before 8.30and stand outside it is poor. Asking at the desk - generally 2+ weeks

		Would like to be able to make an appointment  ahead of time more easily

		Takes too long to get an appointment

		It's not right when you  have to come down to the surgery at 8am to make an appointment because you cannot get one on the phone

		Only having a 30 minute window to book an appointment can be difficult when at work. Could not get appointment for 2 weeks to see nurse but had time frame from consultant

		8.30 am onwards can take a long time to get through for same day appointments

		Always courteous and helpful

		Appointments need to be more easier

		More appointments more doctors

		Excellent service

		It depends on the problem but a phone  call from the doctor is a great help

		I don't know why the system works the way it does, but it quite poor apart from speaking to doctors when needed

		Very rarely ask for specific GP. All GPs are very good at addressing problems

		It's very good to get same day appointments

		I know that a GPs time is limited but the phone dash system at 8.30 each morning is awful, but I recognise that things have improved with the out of hours weekend provision

		100 percent satisfication with all aspects that I experience here

		Not efficient enough does not work

		If you ring later than 8.45 all appointments have gone

		We used the computer system

		(Q1)Will depend on the availability of the GP at that specific time. I imagine on some occassions it may be possible and others not

		The length of time you have to wait for an appointment is ridiculous. By the time you get one you could be dead.

		It be nice if they had fish to look at when waiting

		I'm a new patient so choices are based upon experience so far

		It can take a while

		I got in to see the nurse sameday and my partner had the same experience

		Not as good as I would like

		Can get appointment sameday if you arrive for or before 8.30am. Phone up can't get through until after 9 o'clock

		Zoe kindly rang me after I contacted practice about my issue and gave me a cancellation appointment Thanks so much Zoe

		Very difficult to get through, can wait up to 20-30 minutes. No flexibility on appointments.1st come 1st served basis fine people or remove from books if don't show for appointments

		Appointment are okay

		Little better of late to get appointment but still difficult to get one with working

		Not enough appointments available online. I appreciate that you have to keep some appointments for patients who are not computer orientated

		Always are very good

		Hopeless

		Ring early on mornings to get appointment

		Better on the day appointments are more plausible, if you don't want to see a specific doctor

		Advised to book online at 6pm, did so twice no appointments available, no appointments in next 2 weeks. Rang at 8.29 lines not open, rang at 8.30 lines not open, rang at 8.31 people on lines for a good half hour then no appointments left. Mostly I don't mind waiting 2-3 weeks for appointment but again unable to do so.

		Love online booking system

		Can't get appointments before 10am should be for people who work and after 5pm too. As non-workers can come anytime through the day

		Takes too long and as a old age pensioner I am supposed to get preferential treatment but never have

		When phoning surgery always quick to answer and friendley. Good service

		Just tried to make an appointment for next week have to wait for 2 weeks

		Not easy to get an appointment, have waited 2 weeks for a blood test

		Aware of how busy surgery gets but in a morning I have waited 30mins to speak to someone. Maybe more admin staff to assist

		Like being able to book online

		I don't come to doctors very often but usually get in, but if it’s the sameday it’s a different matter

		Sometimes difficult to make routine blood test appointments when booking in advance. Very limited appointments available online despite encourgement to use this system.





ABOUT THE PRACTICE

		COMMENTS ABOUT THE PRACTICE

		Privacy at desk

		All good

		Complaints - never had to make one

		Parent/Child spaces would be nice as the parking spaces are too narrow to get a child/car seat out of

		(question 9) - never had to

		Overall experience with staff and doctors is very good

		Accessibility is fine

		Need a better appointment system, it's disgraceful

		It's very handy for boots

		Never had to complain

		water dispenser, more seats, more privacy

		Excellent service

		Practice is in very good condition. Most of the receptionists especially Adrian he is very helpful and considerate of your needs

		I have had to use complaints system in past and was quite satisfied with outcome of procedure

		(question 9) - no information

		I have never had to complain unaware of complaint procedure

		Not enough time to discuss problems with GP

		(question 9) - never had to make one, so I wouldn't know

		I have never made any complaints

		(Q9) - I haven't had to make a complaint and I am unaware of the current protocols for doing so therefore can't comment

		I think there should be more for kids to keep them occupied while they wait

		No complaints so not sure

		Adrian, Lauren, Gemma and all the girls on the phones are so lovely. Always helpful and friendly

		Never had to make a complaint

		Previous consultations were excellent, listened to why I was at this appointment going to get in touch with recommended professional to enable me to voice my concerns myself

		Need more privacy at reception

		Never made complaint

		All the staff I have actually seen doctors, nurses, reception etc. excellent

		(Q9) - Never made one so don't know

		Water dispenser 

		After some of the older doctors left it went down hill

		Always cheerful staff

		Do not use the surgery regularly but cannot say anything but I have had A1 attention

		Can hear everything receptionist is saying. Have overheard (as loud) someone else's medication details and the pharmacy its gone to. Would be better if TV could be on all the time as appointments always run late. The childrens area is a good thing. Could use more things there. 

		Surgery is always spotless and staff friendly. Following 6 c's

		Very helpful in accomodating my husband with a quiet waiting area as has sociophobia

		Disappointed the counselling service is changing. I found it very helpful

		Never had to make any complaints so can't comment

		Very helpful in accomodating my husband with a quiet waiting area as has sociophobia

		Very thorough - all nurses and doctors follow up on general matters on every visit





ABOUT THE VISIT TODAY

		COMMENTS ABOUT THE VISIT TODAY

		Clinician		Comment

		SH		Good visit

		RL		Really helpful doctor

		RL		Can never fault treatment

		LE		It was pregnancy related she was really helpful and supportive, reassuring

		Dr Buckle		Very helpful

		Dr Buckle		Not good if you're needing to leave for work and Dr is running 35mins late

				Some receptionists can be a bit more mannered and more helpful

		FR		Make more time available for patients

		CH		Wish you had an emotional service someone to talk to

		Pauline		Pauline always really good

		LE		Lovely staff

		MB		Some receptionists mainly female  can be quite rude and indignit

		HR		Lovely doctor

		CT		(Question 14) - not enough information

		GT		Dr Thorpe is excellent but appointment is like getting an audience with the pope

		PB		Provided excellent high level explanation of the science behind long term diabetes measurements. Willing to provide support to my plan for taking on the newcastle diet

		PG		Receptionist and practitioner were lovely

		TB		Lauren on reception is always cheerful and helpful

		TB		Can not get appointment when finally getting through by phone after 8.30am only to be offered for 3 weeks time

		Locum		Referred straight away for further tests. Out of hrs service is excellent for those working full time, however I am sure that if people turned up for appointments the need for such would not be available to us

		DT		Listened, explained gave advice/options

		DT		Gemma is an excellent receptionist, she's polite friendly and lovely

		RC		Very good

		FR		Fiona has been outstanding in all ways helping me with my asthma and with my personal problems. She is very empathetic

				All the receptionists are friendly but I especially like to speak with Jenny as she is always helpful and goes out of her way to help with any queries.





FITTER & HEALTHIER

		COMMENTS ABOUT BEING FITTER & HEALTHIER

		Slimming World Referrals to help people to loose weight that can't afford it

		fien to me - great very good

		Maybe notices on the boards about local exercise groups one can join

		More referrals to pulmonary rehab and other programmes like these

		Give more info

		Like many I have specific dietary needs that a nurse could not help/ I would know more

		Friendship groups for advice

		Do as above

		Leaflets to pick up. More advertising on TV while waiting to see doctor or nurse

		Give us gym cards

		Reintroduce the exercise referrals system to the louisa centre. The community exercise arrangements are just withering away at the centre

		No

		Information and groups

		I already go to the gym. Trying to eat healthy

		Ask patients to stop smoking. Eat healthier diets

		Stop eating and exercise more

		More free workshops or classes for families, to make it accessible and a way of healthier habits for all

		Team up with a local supermarket to offer a selection of free fresh fruit to children in the waiting room.





 IMPROVE PRACTIC

		SUGGESTIONS HOW TO IMPROVE

		Not needed

		No 

		Weed out the time wasters

		very good

		The ability to book an appt for the next day if one has missed the morning rush at appts for that day

		Give patients longer

		Not impressed with waiting and repeat medication procedure

		Telephone assistants to be more sympathetic and not rude. Especially one receptionist whose tone and manner is not acceptable and can be very rude

		Appointment system is appauling

		Trying your best

		I would love first come appointments afternoons or evenings on some days

		Staff are professional and always friendly

		More doctors

		Some higher seated chairs with armrests

		A better appointment system

		Link between hospital discharges and surgery. I have just recently had to ask for gap in services to be given to us. This has now been joined up for us at last

		Complementary/holistic therapies at affordable/subsidised prices for low earners

		As overleaf

		I think there should be an open surgery as you come for an appointment and 9 times out of 10 you have a really long wait as most GPs run late

		Night shifters can find it hard to make appointments

		Maybe on appointment system

		Theres no privacy when at the front desk

		Don't have as many people on books. No show appointments don't help

		More staff answering phones. It took 20 attempts to get through to speak to someone which is difficult when working full time hours

		More appointment

		Difficult to get to see doctor quickly

		More privacy at reception. Able to see Dr on day you feel unwell

		None, no complaints or concerns

		Sick notes need to be requested on expiry of prior note. Practice stipulates 2 day turnaround from this date. It's not quick enough. Patients have employers who are waiting to receive these certs for payroll/occupational health purposes

		Difficult to get appointment. Reception staff are often obstuctive/unhelpful

		Can't think of anything. I am very happy with this practice

		Easier access for appointments over the phone not everybody on internet

		I pass away 1981 waiting to see a doctor

		Better appointments

		Few extra toys/colouring while kids waiting

		Difficult to suggest under current pressures. Those who fail to attend appointments should be fined

		Only ability to make appointment

		Larger, better equipped child's area

		Seem a good service in these times

		A better area to speak with receptionist in confidence. Easier appointments waited 2 weeks

		Apart from ringing on a morning as stated previously. The practice is amazing and it has been my best place to attend.

		I saw a GP on Monday for a septic finger which needed antibiotics. I am very depressed and I could not help crying while in the appointment. He looked at me but did not ask what was wrong. I said it's not about the finger he said it should feel better in 48 hours but finish the course of antibiotics. I felt this was a missed opportunity to show compassion.





GPNURSE TODAY

		GP/NURSE		COMMENT

		SH		No

		SH		No - consultation very good - everything explained well

		Dr Buckle 		None very good

				More time for patient

		CH		No she could not have done more very caring always

		FR		No

		GT		No

		DT		No

		LE		No always receive good care from all care given at practice

		LE		No perfect

		LE		Louise is excellent she shows great empathy, she listens and makes me feel supported.

		TB		All very good





FFT Feedback

		Would you recommend this practice - comments

		Despite problems with appointment availability wouldn’t move to any other practice as treatments of doctors and staff very good.







GRAPHS
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