QUANTOCK MEDICAL CENTRE
FRIENDS & FAMILY TEST (FFT) - FEEDBACK August 2016
Thank you for your feedback to the practice, we had 77 responses (from our feedback forms on reception) in August from 734 attended appointments with a doctor (10.5% response rate).
We asked how likely you were to recommend our surgery to your friends and family:

· 56 Patients said they were Extremely likely (73%)
· 20 Patients said Likely (26%)
· 1 Patients said neither likely or unlikely (1%)
	We appreciate your comments and find them helpful to improve services for the future, unfortunately some issues around the building and layout may be a bit more difficult to resolve but we are always open to constructive suggestions. Thank you.
Comments Received from August were:
· Excellent Practice - all staff and doctors are always very helpful and kind.  Thank you all very much!!

· Service is extremely good.  Always able to get an appointment with a doctor, and the diabetic Nurse care is extremely good.
· A really friendly surgery, very helpful and highly recommend it
· Service Excellent.  Pleasant, helpful and efficient staff.  Prompt appointments

· Big bonus is that you can always get an appointment.  Very accommodating and friendly staff and doctors

· Far better service than surgeries in Bridgwater.  Superb INR Nurse.  
· I always receive a sympathetic 'hearing' tinged often with a little humour!  I feel that the doctors do everything possible to develop a 'relationship' with their patients.  They listen and understand no matter how trivial the problem may seem.

Also
Question: Why is it not possible to receive a prescription of more than 1 months supply when someone is on continuous medication and receives it free or it is prepaid for annually, in advance 
Answer : There are a number of reasons why a Practice will issue a 1 month script rather than a bulk amount of medication. The most important reason being patient safety and compliance. When taking medications, your GP needs to monitor your how you are taking your medication,   whether  it is working for you, and will review this in a number of ways including regular blood tests and medication reviews when they process your request. Your GP may also need to make changes to your prescription, change the dose or even the type of medication if it is not working.  It is safer for the GP to review your medication on a monthly basis in case of any changes that are required and to help remind patients to come in for their blood tests and other  medication reviews.
Another reason for issuing monthly prescriptions rather than medication in bulk is  for financial reasons: the Practice is paid an amount per prescription, monthly, depending on the number of scripts issued. If a patient is given a bulk amount of medication this would reduce the number of monthly scripts, and in turn reduce the funding for the Practice. This funding  is vital for the financial stability of the Practice, this is particularly important for a small rural Practice. This funding keeps the Practice viable and ensures that it stays open. It funds the Practices running costs, provides funding for the Dispensary and its staff and also additional support staff for the Practice including phlebotomy nurses and a counsellor. 
There is also another reason for issuing monthly scripts and that is the issue of waste. It is surprising the amount of patients who order their medication monthly, who will say that they do take it, but have actually accumulated a stock pile in their home. We only find this out when patients are admitted to hospital, or a relative may find these medications and bring in numerous bin liners to the Practice full of unused and out of date medications to be destroyed.  These unused medicines cannot put these back into stock or re used for safety reasons. Ordering your Medication monthly is a chance for the patient to consider are they actually taking their medication and an opportunity for the dispensing staff to ask certain questions that might prompt patients to be honest and say that actually they are not using a particular medications or already have a stock at home and do not need to order these monthly. Thus reducing the amount of wastage. 

In conclusion by ordering your prescriptions monthly you are helping the Doctors review your medications and usage for safety reasons, reducing wastage of receiving bulk amounts of medication which you may not use, and you are supporting the Practice to remain viable and continue to operate in your community. Without this funding it would mean that we would have to close. This is a serious issue and we hope you understand why we provide medication on a monthly basis.
Statement: I feel that the reception area is not very private and there's a ready made audience when you report in Response: we are very sorry about this unfortunately it is due to the layout of the building and without major refurbishment and investment it is not easy to change this.
Statement: On-line appointments - that can be made easily  -Response: please contact the practice and request log in details to access booking on line appointments, there are appointments on every clinic that can be booked on line.
Statement: 
Could do with being able to pick up prescriptions in the pharmacy as I live in Bridgwater now Response:  Sorry we are not allowed to dispense to patients who live within 1.6 miles of a pharmacy – we do appreciate its frustrating and would prefer to dispense to all our patients as this would be more convenient for our patients and would improve our funding, however  the Pharmacies have greater power than us and have fought  in court  for this ruling.
Statement: Waiting times could be improved on. Response: the appointment times are 10 minute slots, unless a patient with complex multiple problems actually asks for a longer appointment with the Doctor or Nurse clinics will run late. We try to encourage patients to book longer slots when they need them and hope that patients waiting appreciate that the staff will spend the time that is required with their patients. If the clinics are running late there is usually a good reason and if this is not convenient to wait please ask the receptionist to rebook your appointment. Generally a wait of over 20 – 30 minutes is an exception.
Statement: Better open time for dispensary. Response: Anyone could ask at reception to pick up a ready made script from 8 am til 6pm Monday to Friday .  
If you want to request a repeat prescription  we have numerous ways to do this  including:

· email in: quantock.mc@quantockmc.nhs.uk  , 
· phone in  on 01278 733385 Monday to Fri  9 – 10 am and 3pm – 5pm, we cannot extend the phone lines as we need time for staff to process orders and stock during the working day. 
· online  access, ask at reception about this. 
· Physically hand in your repeat request in the box by the front entrance 
This information will be shared with our patients through posters, in our newsletters and on our website, and discussed at our Patient Group Meetings bi monthly.


