Practice Action Plan 2013/2014 – Appendix 3

	Area of Improvement
	Recommendation
	Action Required
	Practice Lead
	Timeframe for Changes
	2014/2015 Update

	Reduce number of DNAs
	Continue to enforce Practice DNA policy. 

Continue to display monthly poser re number of DNAs and number of hours lost. 

Increase publicity of dedicated 24-hour appointment cancellation line.  
	Poster to be displayed regarding the acceptance of cancellations by email or an apology re a missed appointment in order to prevent a DNA being recorded. 

Design advert for the health education screen located in the surgery waiting room. 

24 hours appointment cancellation line to be advertised as follows: 

· Repeat prescriptions. 

· Recall letters

· New Patient Questionnaire 

· Flyers in surgery waiting room

· Appointment cards

· Front cover of Practice Booklet. 


	Julia Weal 

Practice Manager
	May/June 2014 
	

	Getting through to the Practice on the phone
	Continue to encourage patients to ring for routine matters outside of busy times.  

Implement Vision Online Services
Increase publicity of dedicated 24-hour appointment cancellation line.  
	Encourage patients via recall letter for chronic diseases to ring outside busy times. 

Implement Vision Online Services for appointments and repeat prescriptions. 
Increase publicity of VOS as above to encourage patients to sign up. 

Increase publicity of 24-hour appointment cancellation line as above. 

 
	Julia Weal
	April/May 2014
	

	Speaking to a Doctor or Nurse on the phone
	Increase awareness of telephone consultations and how they operate.
	Design and display posters and an advert for the information screen in the waiting room. 

Receptionists of offer telephone consultations where appropriate. 
	Julia Weal
	June 2014
	

	Waiting Times
	Improve waiting times. 
	Receptionist to be instructed to tell patients when booking in for their appointment if the Doctor/Nurse is running extremely late in order that they can decide whether to wait or come back.
	Julia Weal
	April/May 2014
	

	Ease of Booking Ahead
	Ensure that GP appointments are available for four weeks and Nurse appointments are available for eight weeks. 
	Continue to update appointments on a weekly basis and have GP rotas available in a timely manner. 
	Julia Weal
	April/May 2014
	

	Health Education Events
	Continue to hold health education events in the surgery waiting room.
	The following have been planned for April: 
Mental Health Day 

Bowel Cancer Awareness month 

Parkinson’s Awareness month 
	PPG Members 
Julia Weal 


	April 2014
	


