OLD SCHOOL SURGERY
2015
PATIENT SATISFACTION QUESTIONNAIRE
During the last year we have introduced some changes to the way we run our Dispensary, particularly in the way patients order medication at Old School Surgery. The introduction of on-line ordering has been met with mixed enthusiasm, and unfortunately because of computer short comings is not available for Chilham Surgery, but the uptake is steadily increasing. We have also become more rigorous in insisting patients do not order repeat medication by telephone at Old school Surgery, to free up telephone time, asking instead that patients order on-line, in person or by returning their repeat slips. Housebound/elderly etc patients unable to access alternatively are still able to order by telephone however.
To assess how our patients view our dispensing service over both surgery sites we carried out an audit looking at all areas of the service we provide.

METHOD:

During July/August 2015,  50 questionnaires were handed out at both Chilham Surgery and Old school Surgery to patients when they collected their repeat medication.
The questionnaire asked patients which method they used to re-order their prescriptions?, their preferred method option?, how often per month they re-ordered repeat prescriptions, how long in advance they ordered them, and how long they usually had to wait. If patients had to wait longer than 48 hours they were asked what the reason for this was. Patients were also asked about their satisfaction level with the service as a whole and asked for any comments/suggestions they might have.
FINDINGS: 
1. How do you order repeat medication?
Old School Surgery



Chilham Surgery
46% ordered repeats over Reception

51% ordered repeats over Reception
4% ordered by telephone



23% ordered by telephone

10% ordered on line



0% ordered on line

38% automatic slip return



25% automatic slip return

2% post





0% post

2. How would you prefer to order your repeat medication?

Old School Surgery 



Chilham Surgery

21% over Reception




53% over Reception

23% By telephone




18% by telephone

23% on line





8% on line

33% Automatic slip return



21% automatic slip return

3. How long ago did you order your medications before collection?

Old School Surgery



Chilham Surgery

4% Less than 24 hours



12% less than 24 hours

60% 2-3 days




53% 2-3 days

32% 4-7 days




21% 4-7 days

2% last month




14% last month

4. Do you order all of your repeat medications at one time?

Old School Surgery



Chilham Surgery

64.5% said yes




63% said yes

6% said no





25% said no

27% said it varies




12% said it varies

5. In the last 3 months have you had to wait longer than 48 hours for your repeat?

Old School Surgery



Chilham Surgery

6% said yes





6% said yes

90% said no





94% said no

Of those that gave a reason when asked, if they had had to wait longer, it was because it was a special order, each time.

6. How would you rate the dispensing service at the surgery?

Old School Surgery



Chilham Surgery

85% said excellent




94% said excellent

14.5% said Good




6% said good

0% said fair





0% said fair

0% said poor





0% said poor

0% said very poor




0% said very poor
CONCLUSION:

The audit showed that at both sites the most frequent method of ordering repeat medications by patients was over Reception in person. Last year we introduced on-line ordering at Old School Surgery (the computer system at Chilham surgery cannot cope with it) and 10% of patients questioned at Old school are now using this method, although 23% indicated this would be their method of choice. This possibly suggests that patients are not as aware of the availability of on-line ordering as had been assumed and we will ensure that the option is advertised better. Another popular method of re-ordering medication was by automatic slip return, this has been encouraged to try and minimize patients telephoning the surgery and blocking the phone lines with lengthy requests.
The Majority of patients from both sites waited 2-3 days before collecting their repeat medication, although Chilham showed 12% patients collected within 24hours of request. 

The majority of patients from both surgerys ordered all of their repeat medication at one time, once a month, although at Chilham Surgery 25% reported that they ordered more frequently. The population at Chilham is generally older.

The vast majority of patients reported that they did not have to wait longer than 48 hours for their repeat medication, and in each case when they indicated that they had, it was because it had been for a special ordered item.

Our patients gave a resounding vote of confidence in the dispensing service at both sites, with the vast majority reporting the service as excellent and 14-6% reporting it as good. We had no bad reviews.
