Patient expectation and experience at Ashville Surgery

We would like to ask you some questions about your expectations and experience of Ashville
Surgery. It’s a quick survey of 8 multiple choice questions with optional comment boxes that
will take you approximately 3-5 minutes. The information we collect will help us to develop
and shape our services.

We've provided some general information about Ashville Surgery, and bullet points for context
with each question. You can skip straight to the questions if you prefer.

Thanks for taking the time to complete the survey.

About Ashville Surgery
Ashville Surgery provides care to 11,500 patients within Hammersmith & Fulham. We are
part of South Fulham Primary Care Network (SF PCN), a network of 7 GP practices in the
south of the borough. SF PCN offers the practices a range of services and some shared staff.

The iceberg image below shows what a typical practice does. Some of this is visible to
patients and the media, but a lot isn’t!
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Experience of contacting Ashville Surgery

¢ Most patients contact us about their medical needs via our online platform, PATCHs (which
is also linked to the NHS APP).

¢ The elderly, vulnerable or patients who have difficulties using our online platform can still
contact us via phone and in person.

¢ We have a website which has information about our services, and updates about the
practice. We also have a practice leaflet which we review and update regularly.

1. Thinking about the last time you needed to contact us for a medical
issue, how did you find the process?

Neither easy nor

vV E
ery easy e difficult

difficult very difficult

Anything you would like to comment on the above?

2. How confident do you feel using our digital online platforms
(PATCHS, NHS APP, Ashville Website) to contact us or get
information?

Somewhat Not confident
. Confident confident Not confident '
Very confident (would not be able to
(not used, but could)} (need to refresh (would need help)
how) use at all)
ow

Anything you would like to comment on the above?




Expectation of the time taken to support you with your health needs

e At Ashville we aim to review health care requests on the day.
e We then allocate these to the most appropriate pathway based on urgency.

We would like to ask a couple of questions around your expectations of time taken to deal
with your health needs.

3. When contacting us for an urgent issue (see examples below), what

do you think is an acceptable time for your concern to be dealt with?
Urgent: a new problem where the patient is unwell that day and not responding to medication
or measures tried at home and showing signs of deterioration. Urgent problems could include
(but are not limited to): acutely sick children, acute abdominal pain, acute illness with fever,
acute infection.

Same day | Within 24 hours | | Within 48 hours | Within 72 hours

Anything you would like to comment on the above?

4. When contacting us for an urgent issue (see examples below), what
do you think is an acceptable time for your concern to be dealt with?

Ongoing/routine (non-urgent): a change in bowel habit/mild rectal bleeding, lumps and
bumps, patients with diabetes needing a review or blood test, coughs, mole and skin queries
(requests for letters, referrals, medications, sick notes etc. would also fall under ‘routine’).

Sameday | Within 2-3 days | | Within 1 week | Within 2 weeks

Anything you would like to comment on the above?




Satisfaction with type of appointments

At Ashville we have a range of clinicians who can support you with your health care needs:

o GPs (6)

o Nurse (2)

o HCA (1)

o Pharmacist (3)

o Health and Wellbeing Coach (1)
o Paramedic (3)

o Advanced Nurse Practitioner (2)
o Social Prescribing Link Worker (2)

e Some appointments are telephone or at a different practice due to clinicians working
across multiple sites.

5. Thinking about the last time you needed to contact us for a medical
issue, how did you find the process?

Neith tisfied
Very satisfied Satisfied €l ?r sa-|s.|e Dissatified Very dissatisfied
nor dissatisfied

Anything you would like to comment on the above?

6. How much do you agree with the following statement ‘Il had trust
and confidence in the healthcare professional who dealt with my
needs’?

Strongly agree Agree ST ELEO0T Sl Strongly disagree
gly ag g disagree disagree gly g

Anything you would like to comment on the above?




7. Overall, how is your experience with care provided by Ashville
Surgery?

Verygood | Good | Average | Bad | Very bad

Anything you would like to comment on the above?

8. Is there anything else you would like to say about Ashville Surgery?

We would like to gather some information about you to ensure we are
collecting views representative of Ashville Surgery population, however this is
optional and you can skip if you would prefer.




9. What is your age?

18-24 45-55
24-34 55-64
35-44 65 plus

Prefer not to say

10. What is your gender?

Male

Female

Prefer not to say

Other

11. What is your ethnicity?

White - British

White - Irish

White - Any other White background

Mixed - White and Black Caribbean

Mixed - White and Black African

Mixed - White and Asian

Mixed - Any other mixed background

Asian or Asian British - Indian

Asian or Asian British - Pakistani

Asian or Asian British - Bangladeshi

Asian or Asian British - Any other Asian background

Black or Black British - African

Black or Black British - Caribbean

Black or Black British - Any other Black background

Other Ethnic Groups - Chinese

Other Ethnic Groups - Any other ethnic group

Not stated

Not known

Other (please specify)

13. Do you have a disability?

Yes

No

Prefer not to say




