Introduction
It is now more than a year since we made changes to the telephone system, appointment scheme and introduced booking appointments overnight by phone and internet for the next day. This will review feedback from the changes and explain changes that have now been or plan to be made in the future. 

Summary of past changes

The appointment scheme was automated so that appointments opened at 8 PM, the telephone system was changed to give a national number and to linked to the clinical computer systems, appointment availability was changed to increase advanced booking. There were some teething problems and for the first 5days we had no phone system resulting in all calls being transferred by BT to the fax machine and Staff having to use personal Mobile phones to call patients. 
Review of changes

Changes to appointments, we now book 40% of our appointments in advance 20% are opened 7 days in advance and 20% are opened 14 days in advance, this has not altered the number of appointments offered or patients seen each day. It has reduced the number of calls coming into reception at 8 AM, improving the service reception give. As a result of these changes 40% of the appointments for the day are booked before the surgery opens at 8 AM. 
New telephone system, all incoming calls are now recorded, as a result we have been able to listen to incoming calls with reception staff as part of the training program. Patients that have complained have been able to listen to the calls they made and discuss the call with me. The queuing system means that no patient has complained about getting busy tone when ringing the surgery. Average duration of incoming calls is 1½ minutes, incoming calls are charged at 5p/min. 
Automation of appointments, has allowed appointments to be opened at 8 PM when the surgery is closed. Patients have been booking appointments overnight for the next day using both the internet and the automated phone system. This accounts for a further 10% of appointments being booked by patients prior to the surgery opening. 

Combined impact of all changes, has been to have 50% of appointments booked prior to the surgery opening. The first hour of the day is not as busy and more patients are calling later in the day to advance book appointments. We were worried that the number of patients that DNA (Do Not Attend) would increase and this has happened. We are writing to about 15 patients a week to explain our policy on patients that DNA, which means a 3rd letter will resulting the patient being removed from the list. Only one patient has DNA a 2nd time in the year. 

Patient survey, we were worried about the impact of these changes on the patient survey completed by Mori for the government. Prior to the change the Mori survey showed that 94% of our patients were able to see a doctor within 48 hours of calling the surgery but only 49% of patients were happy about being able to book more than 48 hours in advance. The challenge for us was to increase the advanced booking result without having a major impact on the 48 hour result. The last Mori survey completed in March 2009 and results are now being published show that advanced booking has improved from 49% to 77% satisfaction. The ability to be seen in 48 hours has also increased from 94% to 96%. We are very pleased with this result although we realise there is still room for improvement. 

Future Changes
Booking appointments from today we are taking part in a national trial working with both the telephone and clinical system suppliers. This will allow patients to book, cancel or check appointments using the telephone without the past need to register for the service. As a result any patient can use the service by choosing “1” on the telephone system to use the automated system. You will be asked to enter your telephone number and date of birth, so long as these match our records you can use the telephone to access the appointment scheme. There are no alterations to the internet access. 

Patients using the telephone system will be able to choose from a Named Doctor (Drs Mistry, Rajani, Clemente, Amalan), Any Doctor (Drs Mistry, Rajani, Clemente, Amalan, Registrars and locums), Any Male Doctor (Drs Mistry, Rajani, Registrars and locums) or Any Female Doctor (Drs Clemente, Amalan, Registrars and locums). 

Our aims for the future

As a practice we are committed to improving the service that we offer to our patients. We feel that the greater access that we can give our patients to the systems to arrange their own appointments the better it is for all. However we also know that we need to maintain the existing systems for those patients unable to use the automated systems. Contra to popular belief this is not about age. Many people for many reasons prefer to speak to a receptionist and that service must always be maintained. 

We aim to offer a wide range of appointments with Monday evening open until 8PM and Saturday mornings from 8 to 10AM. However we do have a limited resource and patients do need to work with us on its’ use. No doctor is available for appointments all day 5 days a week, they need time for: - home visits, reports and study. To some extent patients must accept the appointment when the doctor is available and if the preferred doctor is not available when you want the appointment to see another doctor. 

Mori Poll Surveys  

The government has announced the survey completed once a year by Mori will be increased to quarterly and the in house survey completed in the past will be stopped. There is an opinion that only patients that are dissatisfied with the service will respond to the questionnaires and that for that reason only 25% of the surveys sent out are returned. 
I would urge you to please reply to any survey about our services. 
Patient Comments

As usual I welcome any comments either in writing, by phone or from the Website.
Tom Johnson

Practice Manager 
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