	Patient Participation Report 2012/13

	
	
	

	Stage One
	
	

	1
	
	

	Practice Population:
	3750 
	 
	

	 
	Sex:
	Male
	 1851
	Female
	 1899
	

	Age:
	Under 16's
	699 
	 
	 
	 
	 
	 
	

	 
	17 - 25
	 317
	36 - 45
	 507
	56 - 65
	 
	 621
	

	 
	26 - 35
	 271
	46 - 55
	 640
	66 +
	 
	 695
	

	Ethnicity:
	 
	Caribbean
	 8
	Pakistani or British Pakistani
	1
	

	British, Mixed British
	 2989
	African
	 2
	Greek Cypriot
	1
	

	English
	 620
	Mixed Black
	 3
	Italian
	3
	

	Scottish
	 7
	Chinese
	 7
	Polish
	19
	

	Welsh
	 12
	Japanese
	 
	Not stated
	65
	

	Indian, British Indian
	 3
	Asian
	 10
	
	 
	

	Are there any specific Minority Groups within the Practice Population?

The main ethnic group for the practice is White British / Mixed British

	

	

	

	

	

	

	2
	 
	
	

	Patient Representative Group Profile (PRG): 15
	
	

	 
	Sex:
	Male
	 5
	Female
	 10
	

	Age:
	Under 16's
	 
	 
	 
	 
	 
	 
	

	 
	17 - 25
	 
	36 - 45
	 
	56 - 65
	 
	 6
	

	 
	26 - 35
	 
	46 - 55
	 3
	66 +
	 
	 6
	

	Ethnicity:
	 
	Caribbean
	 
	other:
	 
	

	British, Mixed British
	 11
	African
	 
	other:
	 
	

	English
	 4
	Mixed Black
	 
	other:
	 
	

	Scottish
	 
	Chinese
	 
	other:
	 
	

	Welsh
	 
	Japanese
	 
	other:
	 
	

	Indian, British Indian
	 
	other:
	 
	other:
	 
	

	What steps has the practice taken to recruit patients and to sure it is representative of the practice profile?

The current group has been running for some time and has the maximum number of members for attending the meetings.  Although the Practice has attracted a few new members over the last year they have been in the same age range and ethnicity as the existing members.  We have found that patients are more likely to attend if the GP has personally asked them if they would be interested.  The virtual PPG has been advertised on the practice website over the last two years and it has also been on the new patient registration form for the last Year.  We currently have 4 new members.
In the next year will advertise this in the waiting room and the GPs will continue to speak to patients and try to target specific profiles to get a better representation through the use of a virtual group which will run alongside the attended meetings.

	

	

	

	

	

	

	

	

	3
	 

	Compare the PRG with your practice profile and describe the differences between the practice population and membership of the PRG?

The current PRG membership does not reflect the whole practice profile.  The Practice has found that the current membership only reflects

64 % of the Practice Profile and is made up of patients that possibly have more free time in the evenings and are a bit more confident to voice their opinions at a meeting.

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	4
	 

	Please explain any differences in section 3 above and the efforts of the practice to communicate with groups not represented? (this is required even If the practice has chosen to use a pre-existing PRG)

The Practice runs its meeting in the evening believing that this will allow for more patients to be available and not discriminate against the 

Practice population that works full time.  The Practice has considered making some of the meetings over the lunch time period to try to encourage any patients that can attend at these times.

The Practice has found that patients are more likely to attend if the GP has personally asked them if they would be interested.  The virtual 

PPG has been advertised on the practice website over the last year and on the new patient registration forms and so far we have got 4 new members.  In the next year the Practice will advertise this in the waiting room and the GPs will continue to speak to patients and try to target specific profiles to get a better representation through the use of a virtual group which will run alongside the attended meetings.

	

	

	

	

	

	

	

	

	

	

	

	

	Stage Two
	 

	Agreeing Priorities
	

	5
	

	How has the practice sought the PRGs views of priority areas?

The Practice is always keen to engage our patients in the delivery and design of services and therefore obtained the view of the PRG.

The group was asked at the meeting on the 18th October 2012 for specific areas that they felt we needed to concentrate on. The Practice was going to be asking patients to complete a dispensing survey at the same time for the DSQS scheme and the patients though this was good because dispensing is a big part of the Surgery.  The group also like last year felt that it was appropriate to keep the Surgery looking at issues relating to our patients experience.  Therefore decided to concentrate on patient's access to appointments, ability to see GP of their choice and their view of the services they receive from all Clinicians at the practice.  Therefore it was agreed to use the same survey as last year as it was felt that it would be nice to be able to see how we compared to last year’s results.

	

	

	

	

	

	

	

	

	

	
	 

	6
	 

	Please describe how the priorities for the survey were selected - do these reflect those set out by the PRG?

The group like last year felt that it was appropriate to keep the surgery looking at issues relating to our patients experience.  Therefore, decided to concentrate on patient's access to appointments, ability to see GP of their choice and their view of the services they receive from all Clinicians at the practice.  Therefore it was agreed to use the same survey as last year as it was felt that it would be nice to be able to see how we compared to last year’s results.  The group also agreed that the survey on the dispensary services was important as this is a very important part of the Surgery.

The group was happy for the Enhanced GPAQ survey and in house dispensary survey to be used and that they reflected the areas that they wanted the Practice to cover.

	

	

	

	

	

	

	

	

	
	 

	
	

	Stage Three
	

	Survey
	

	7
	

	How has the practice determined the questions used in the survey?

The Practice has used the Enhanced GPAQ Survey which is a well known and established survey within general practice.

The questionnaire is the same one that was used last year as agreed with the group as it went into more detail than its older version.
The Practice is a member of the Dispensing Doctors Association which has documents available to assist its members.  The survey was taken from the member website and taken to the group for approval of the questions.

	

	

	

	

	

	

	

	

	
	 

	8
	 

	How have the priority areas been reflected in the questions?
The PRG wanted the survey to cover all areas of service from the Practice, therefore the survey covered;
Receptionists and Appointments
Opening Times
Seeing the doctor of your choice
How good their last GP appointment was in specific areas
How good their last Nurse appointment was in specific areas
About the care received from the doctors and nurses
Patient Profile
Dispensary Services

See copy of questionnaires

	

	

	

	

	

	

	

	

	

	

	
	 

	9
	 

	Describe the Survey - How and when was the survey Conducted?

On arrival at the surgery patients were asked if they would be happy to participate in the practice survey.  The practices clinical staff also asked patients after consultations if they would be happy to participate.  This also allows you to target particular groups, for example,
Chronic Disease patients and general routine appointments.
The Practice also posted the survey out to a number of patients that had not been to the surgery in over a year to gain their views in case there was a specific reason relating to the practice that made them unable to attend. 
The survey took place in late November 2012 / December 2012 & early January 2013, completed surveys were posted into a box on reception.  A total of 350 were handed out and 131 GPAQ surveys were completed whilst 195 dispensary surveys were completed.  The 
GPAQ surveys were then sent off to Patient Dynamics for analysis and a report, whilst the dispensary survey was analysed in-house.

	

	

	

	

	

	

	

	

	

	

	
	 

	10
	 

	What methods practice has used to enable patients to take part?

The survey was handed out in the surgery by reception and clinicians, put at the side of the reception desk for patients to pick up and also posted to a percentage of patients who had not been for over a year or are housebound.

	

	

	

	

	

	

	

	

	

	

	

	
	 

	Stage Three continued
	

	Survey
	

	11
	

	How has the practice collated the results?

The Practice sent the completed GPAQ surveys to Patient Dynamics for analysis and a report to be compiled.  The dispensary survey results were entered into Excel by question and answer to total the amount each answer received per question.  These answers were then turned into pie charts so that it was easier to visualise the results.

	

	

	

	

	

	

	

	

	
	 

	12
	 

	How were the findings fed back to the PRG?

At the meeting on the 21st February 2013 a copy of the Patient Dynamics report and the Dispensary Results document was handed to the PRG for them to view.  Once the members had looked through the report, the results were discussed in the meeting.

	

	

	

	

	

	

	

	

	

	

	
	 

	

	Stage Four
	 

	Results
	

	13
	

	Please describe survey results:

The Practice is very pleased with the results although the response was a lot lower than last year.  After investigation the Practice found that this was because a national survey was being sent to patients at the same time, therefore they thought that they had already completed our survey.  Patients were asked a total of 40 questions with regards to the practice; practitioners and the staff.
The questions where ratings are available were above 94% apart from 2 questions which were still rated 87% and 90%. Much higher than any benchmark that is available against the survey used so far.
Positive responses / comments included the following;

Excellent service / Modern approach – treated as a person not a number / Excellent care and treatment / Excellent and friendly approach from the staff / Excellent service with a caring doctor / very happy with all at the surgery / the service is excellent and staff very friendly / patients are satisfied with how quickly they can get an appointment with a GP and especially with the GP of their choice, which is usually a few days at most. 
Overall patients experience of the surgery are 83% excellent, 15% very good and 2% good / would you recommend your GP Surgery to someone who has just moved into your local area? 94% Yes definitely, 4% Yes probably, 2% No probably not, 1% don’t know.
Responses that were not so positive;

They could check patient record before you go in so you don’t have to go over it all again / Patients in waiting room can hear what is happening in the Drs rooms.

Appointments - the majority of patients were very satisfied with the appointment times offered, although a few patients have selected multiple appointment times as follows; before 8am / at lunchtime / after 6:30pm / on a Saturday and Sunday.
A few patients also ticked to say that they would like to be able to book online.

	

	

	

	

	

	

	

	

	

	
	 

	14
	 

	Explain how the PRG was given opportunity to comment?

A copy of the detailed GPAQ report and Dispensary report was given to the PRG before the meeting started on the 21st February 2013 to give them time to look at the results / discuss and ask questions prior to the meeting starting.  During the meeting we then went through the results and discussed areas.  

	

	

	

	

	

	

	

	
	 

	15
	 

	What agreement was reached with the PRG of changes in provision of how service is delivered?

The group discussed the comments on patients being able to hear what is happening in the Doctors rooms, where the doctors suggested that the only way in which we could make any structural changes would be to build a wall between the waiting room and the clinical rooms but after a short discussion it was decided that this was not required as although you may be able to hear that a conversation is happening in the consultation rooms (especially if the clinician is having to speak louder to enable to patient to hear them) you actually cannot hear what is being said.

The Practice mentioned the appointment time and online access to book appointments but the group felt that the majority of patients are more than happy with the service as it is and did not feel that changes were required at this point.  It was agreed that we would review this again with the next survey.
The Practice informed the group that it had just made a change to the HCA’s appointment and got rid of an afternoon’s appointments and created additional morning appointments for her which will allow the Practice Nurse’s appointment to be more appropriately used and stop the wasted appointments that the practice found it had in the afternoon for the HCA.

The group thought that the responses the Practice received were very good and did not feel that anything required changing at this point.  

	

	

	

	

	

	

	

	

	
	 

	16
	 

	Were there any significant changes not agreed by the PRG that need agreement with the PCT?

No the PRG did not feel that any changes were required at this time

	

	

	

	

	

	

	

	

	

	

	

	

	
	 

	Stage Four continued
	

	Results
	

	17
	

	Are there any Contractual considerations that should be discussed with the PCT?

No.  After consultation with the PRG the services that the Practice provides is staying the same.

	

	

	

	

	

	

	

	

	

	

	

	

	

	Stage Five
	 

	Action Plan
	

	18
	

	How did you consult with the PRG about the action plan? 

In the meeting on the 21st February 2013 the group was given a copy of the detailed GPAQ report and Dispensary report.  After discussion the group decided that no changes were required following the surveys as they were happy with the results.  Therefore, it was agreed that no action plan was required at this time but will be reviewed in a year.

	

	

	

	

	

	19
	 

	Please give a brief summary of priorities and proposals agreed with the PRG arising out of the practice survey:

No priorities or proposals were agreed with the PRG as they thought that the responses received from the survey were excellent and that no changes were required by the Practice at this point.

	

	

	

	

	

	

	

	

	

	

	

	

	

	20
	 

	Were there any issues that could not be addressed? - if so please explain

There were no issues to address

	

	

	

	

	

	

	

	

	

	

	

	

	

	21
	

	Has the PRG agree implementation of changes and has the PCT been informed (where necessary) 

The PRG did not want any changes and therefore there are no changes to implement

	

	

	

	

	

	

	

	

	

	

	

	

	

	
	

	Stage Six
	

	Review of actions from 2011/12
	

	22
	

	Detail information on actions taken and subsequent achievement from Year One and directly link these to feedback from patients – eg “You said…. We did ….. The outcome was……..”

Last year it was discussed with the group that a few patients that had completed the survey wanted the Practice to have appointment times before 8am / at lunchtime / after 6:30pm / on a Saturday and Sunday. And that a few patients also ticked to say that they would like to be able to book online but the PRG group felt that the majority of patients were more than happy with the service as it is and did not feel that changes were required at this point.  After significant discussion with the group last year it was decided that no changes were required and that the services provided were excellent and therefore they did not want anything to be changed.  Therefore, it was agreed that no action plan was required but would be reviewed in a year.


	23
	

	Explain whether there was any disagreement with the PRG on any of the actions in the action plan – this must be publicly highlighted with the practice’s rationale for deviating from the suggested plan
The PRG did not feel that an action plan was required and therefore there was no disagreement with the PRG on any actions in the action plan.


	24
	

	Publication of Report

	Please describe how this report has been publicised/circulated to your patients and the PRG

This report is on the website for all patients to view.  A version of this will also be distributed to the members of PRG at the next meeting in April
Date Posted on Website: 14/03/2013
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	Additional Information
	

	Opening Times
	

	Confirm Practice opening hours - explain how patients can access services during core hours?

The Practice is open Monday / Tuesday / Thursday / Friday 8:00 - 18:30 and Wednesday 8:00 - 13:00
Patients can make appointments by telephoning or coming into the practice.  
The Practice has a website which offers a link to a secure site that enables patients to request a repeat prescription or they can email the Practice.

	

	

	

	

	

	

	

	26
	 

	Where the practice offers extended opening hours please confirm the times that patients can see individual health care professionals?

The practice does not currently provide extended opening hours

	

	

	

	

	

	

	

	

	
	 

	Number of PRG meetings which have taken place since 1st April 2012
	3
	
	
	
	
	
	

	
	
	


