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Accreditation link: Ql 1.2 A-C

Our practice organisation seeks feedback from patient’s, their family and carers, to assist in
identifying ways to improve the practice's processes and patient experience.

Our practice organisation has a process in place to collect feedback from patients via patient
surveys . QR codes are displayed and a link is able to be sent via sms to enable patients to

complete our feedback forms. The information is stored on the Ultimate Q portal, and downloaded
to the Quality Improvement folder on P drive. Our Survey provider is Ultimate Q by Health Conex.

Collecting feedback (Ql 1.2A)

Our organisation collects feedback based on six themes:

e Access and availability




Provision of information

Privacy and confidentiality

Continuity of care

Communication and interpersonal skills of the clinical staff workplace participants

o Communication and interpersonal skills of administrative staff workplace participants

We collect a minimum of three topics under each patient feedback theme and also the
demographics of the patients as specified in the RACGP 5th Edition Patient feedback guide.

We collect patient feedback:

e On an ongoing basis over the three-year accreditation period. We direct patients to complete
regular online surveys. A QR code is displayed in the clinic and a link is able to be sent via
sms to enable patients to complete our feedback forms, enabling feedback to be reviewed
and actioned accordingly. The data is added to the organisation’s Quality Register in P drive.

AND

o Once every three years, providing a complete set of data in a single undertaking. , We
distribute a large questionnaire that covers all six of the feedback themes, and is scheduled to
ensure adequate time to collect, analyse and address the feedback.

Feedback management (Ql 1.2B)

Feedback received from patients, their family and carers are included in and managed as part of
our practice quality improvement process, refer Practice quality improvements QI 1.1D.

Changes made based on feedback are recorded in the Quality Improvement Register in P drive.

Responding to feedback (Ql 1.2C)

Quality improvement changes initiated from feedback received from patients, their family and carers
are communicated to them and others to demonstrate the value of their feedback. We use our
website, social media and noticeboard to communicate quality improvement activities that have
resulted from patient feedback.




