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	Implement workplace info 
Q No 1 There are different sources of information that are required to contribute to feedback and complaint process. These are questionnaires, interviews, focus groups and other resources that means documents. 
· Questionnaires is a common and less expensive means of collecting information. It provides both qualitative and quantitative data. 
· Interviews are the direct sources of getting information there is a direct contact beaten the interviewer and interviewee.
· Focus groups is more like a source of information, accompanied by planned group discussion in which a population is selected for discussion on topic
· Other resources, i.e. documents are the already collected information that is used to extract required information. 
Q No 2 Taking into account the feedback collected, it is assured that the information collected is suitable, because it addresses all possible topic questions. Moreover the sources that are used to collect information are also effective enough to reveal the subject information. 
Accessibility: Yes, the information collected is accessible because t include real time observation, easily interpreted and presented.
Current and reliable: The information is current because it is collected in last month within the same year, as well as, it is reliable because it addresses diverse people, population and sources of information. 
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Q No 4.2 Discuss the differences in patient satisfaction between this year and the previous two years. What trends or patterns do you notice? What issues are apparent? 


	If a closer look is taken at the above graph, it can be summarized that the data for several years has seen a downward trend over the years. The graph shows that for the last two years patients were more highly satisfied, with an average score of 88 and as the year progressed the level of satisfaction went downhill (from 88 to 86 to 68). 
4.3 What does the demographic data tell you about this sample? Is the patient sample similar to that of previous years? 

	The above graph clearly shows that the patient sample for this current year has been somewhat the same compared to the last years. There is some discrepancies in the data but in the overall context it can be easily assumed that the patient samples did not change in such a frivolous manner over the accounted periods.
4.4 Summarize the individual feedback responses from Question 17 and analyze this with reference to the demographics of the patient providing the feedback. 
	
	Current Year

	
	How could the practice staff improve the quality of the service they provide? Please provide any additional comments or suggestions here.

	Patient 1
	Excellent service. Happy front desk

	Patient 2
	 

	Patient 3
	You need a better online booking system. Otherwise exceptional service.

	Patient 4
	Great clinic.

	Patient 5
	All good

	Patient 6
	Very very noisy today. You need a separated area for children. I can't hear anything.

	Patient 7
	More help with translation. More sign other language.

	Patient 8
	Costs are too high. Needs more bulk billing. Too expensive when I need multiple visits.

	Patient 9
	It takes too long to see the doctor. I end up making appointments about 3 weeks ahead.

	Patient 10
	Friendly staff, good waiting room.


	The table above summarizes the response that customers gave according to what they would like to improve regarding the service provided at the clinic. Some were generally happy with the conditions and services available at the clinic. While others presented views in which they pointed towards improvement in technology, communication and the cost that are associated with the services provided. Furthermore, due to the demographic of children also being serviced at the clinic there have also been complaints regarding noise and the need to form a separate area for this demographic.
4.5 Use your analysis to suggest changes that you think are required, as if for discussion at a team meeting. Include recommendations to improve the way in which complaints and feedback are collected and managed to improve the overall system.
	After analyzing the numbers and the responses from the client, there are several things that need to be changed within the clinic in order to better retain more patients. Technological innovation is required and more specifically in the billing system. Furthermore, there is need for a partition in between the children ward and the adult ward. This will lower the noise complaints and help increase productivity. Furthermore, it will be also be useful to cut down the prices and rather focus on a bulk pricing, so that not too much is put on the client.




My level of satisfaction with making an appointment	Score - 2 years	Score - 1 year	Current year	88	86	67.5	


Demography

Demography data	2 year ago	Female	Male	Under 25	Age 25 - 59	Age 60+	1 - 5 visits	6+ visits	Yes	No	Yes	No	Yes	No	0.60344827586206895	0.39655172413793105	0.13793103448275862	0.7068965517241379	0.15517241379310345	0.46551724137931033	0.53448275862068961	0.31034482758620691	0.68965517241379315	0.31034482758620691	0.68965517241379315	1.7241379310344827E-2	0.98275862068965514	Demography data	1 year ago	Female	Male	Under 25	Age 25 - 59	Age 60+	1 - 5 visits	6+ visits	Yes	No	Yes	No	Yes	No	0.75	0.25	8.3333333333333329E-2	0.68333333333333335	0.23333333333333334	0.53333333333333333	0.46666666666666667	0.35	0.65	0.35	0.65	3.3333333333333333E-2	0.96666666666666667	Demography data	Current year	Female	Male	Under 25	Age 25 - 59	Age 60+	1 - 5 visits	6+ visits	Yes	No	Yes	No	Yes	No	0.51	0.49	0.17	0.51	0.32	0.53	0.47	0.16	0.84	0.31	0.69	0.04	0.96	



