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Church View Surgery

Market Hill, Hedon, HULL, HU12 8JE  Tel: (01482) 899348  Fax: (01482) 890715

Local patient participation report 2012/13
This report summarises development and outcomes of Church View Surgery patient reference group (PRG) in 2012/13
It contains:

1. Profile of practice population and PRG

2. Priorities for the survey and how they were agreed 

3. Method and results of patient survey

4. Resulting action plan and how it was agreed

5. Publication of our action plan.
6. Confirmation of our opening times.

1 Profile of practice population and PRG
Practice population summary
List size 11863 as at 1 March 2013 
Age and Sex

	Age Groups
	0-4
	5-16
	17-24
	25-34
	35-44
	45-54
	55-64
	65-74
	75-84
	85-89
	90+

	Sex
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Males
	265
	734
	565
	579
	716
	901
	864
	779
	383
	72
	21

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Females
	236
	727
	486
	571
	748
	926
	900
	803
	457
	81
	49

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Totals
	501
	1461
	1051
	1150
	1464
	1827
	1764
	1582
	840
	153
	70


Ethnicity

	Age Groups
	0-4
	5-16
	17-24
	25-34
	35-44
	45-54
	55-64
	65-74
	75-84
	85-89
	90+
	Total

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	White British
	5
	28
	17
	30
	28
	20
	17
	12
	6
	 
	 
	163

	Other white group
	 
	 
	 
	 
	 
	 
	 
	1
	1
	 
	 
	2

	White
	2
	102
	77
	150
	98
	115
	135
	156
	108
	16
	4
	963

	Black Caribbean
	 
	 
	 
	 
	 
	 
	1
	 
	 
	 
	 
	1

	Black African
	 
	 
	 
	2
	 
	1
	 
	 
	 
	 
	 
	3

	Black British
	 
	1
	2
	 
	 
	1
	 
	2
	 
	 
	 
	6

	Indian
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	0

	Chinese
	 
	1
	 
	 
	1
	 
	 
	 
	 
	 
	 
	2

	Vietnamese
	 
	 
	 
	 
	1
	 
	 
	 
	 
	 
	 
	1

	Unknown
	 
	1
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 


Other factors were taken into consideration including:-

Lifestyle, Disease registers, Carers.
PRG profile
Sex
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2 
Priorities for the survey and how they were agreed
To determine the priorities for the survey we:
· Asked PRG for suggestions via post and email.
· Put up poster within the surgery for suggestions.

The priorities identified were:-
· Getting an appointment

· On line availability

· Reception area and call system

· Customer Service

· Premises

3 
Method and results of patient survey
Once we had established the priorities we developed the questions using:
· The My surgery website patient survey tool.
We carried out the survey using:
· Internet
· Email

· Letter

· Advertising within the practice on notice boards.
We carried out the survey between: 3 January 2013 and 28 February 2013.
Survey results

A total of 58 surveys completed.  54 were done online and the rest were completed via post or paper copy.
The patient survey results were posted and emailed to all members of the PRG.  Results are  also via the practice website.  
4  
Resulting action plan and how it was agreed

To develop the action plan, the practice:-
· Sent a letter and form to all PRG members for completion with suggestions and comments on the results for the action plan.
· Emailed the group for their suggestions and comments on the survey results.
· Members were asked to respond by 13 March 2013.
· Only two responses were received.  Both felt the survey results were positive and useful in assuring that the practice provides a good service.  1 commented regarding difficulty getting an appointment between 8.00-10.00 am especially via telephone and another that it was sometimes difficult to hear your name called in the waiting room.

To get comments from the PRG on the draft action plan we:
· Emailed and sent letters to the patient group enclosing a copy of the draft action plan.  Their agreement, comments and suggestions were requested by the 25 March 2013.  SAE were included for ease of response.
· The practice discussed the results and action plan at a practice meeting on the 11 March 2013 and subsequently cascaded to all staff.
Following suggestions and discussion, the action plan was subsequently agreed on 25 March 2013.
The agreed action plan was published on the practice website on the 26 March 2013. 

There were NO significant changes to our services.
5    Progress made with the action plan

A summary of the progress as of 26 March 2012 is:

	You said…
	We will do / did…
	The result is…

	Wanted different options in  booking an appointment
	Display information on practice notice board with online booking facility.
	A range of booking options for patients.

	Want to pre-book appointments.
	This is already available and we have this in our practice booklet and on our website.

All booking of appointment options will be in the practice newsletter (April 2013)

	Patient awareness of different types of appointment that can be booked, i.e. on the same day or pre-booked.

	Want to book same day appointments online.
	This is already available and will be advertised in our practice newsletter (April 2013)
	Awareness of online booking options.  Easier access for patients.

	Repeat prescriptions ordering could be made easier
	Ensure patients are aware of the online facility for ordering repeat prescriptions.
	Greater awareness repeat prescription options.

	It is sometimes difficult to hear your name called in the waiting room.
	We have restructured the internal reception desk.  Future consideration will be given to a electronic display board.
	Possible solution for those that are hard of hearing.

	Excellent reception and dispensary customer service
	Informed all staff of your kind comments.  The practice will continue in training and supporting all staff.
	Friendly and efficient practice that strives to provide the best possible service to its patients.


6 Confirmation of our opening times 

As a result of the survey we have not changed our opening times. They are:
You can call the surgery 01482 899348 (Hedon)
The surgery reception is open Mon/Tues/Wed/Thurs 8.00 am – 6.00 pm


Fri 8.00 am – 5.00 pm   Sat  9.00 am – 12 pm

Surgery times are  Mon 9.20 – 11.40 am and 3.30 pm – 5.40 pm

                              Tues/Wed/Thurs 8.30  – 11.00 am and 3.30 pm – 5.40 pm.  
                               Fri 8.30 – 11. 00 am and 2.00 pm – 4.00 pm.
We are open at weekends on a Saturday 9.00 am – 12 pm for pre-booked appointments 
                                                   and prescription pick-up only.

Outside of these times please call 0845 056 8060
You can call the surgery 01964 622214 (Keyingham)
The surgery reception is open 
Mon/Tues/Thurs 8.00 am – 1.00 pm & 2.00 - 6.00pm

Wed/Fri 8.00 am – 1.00 pm    


Sat 9.00 – 10.00 am Prescription Pick Up Only
Surgery times are Mon 9.40  – 11.40 am and 3.30 – 5.40 pm.  
                             Tues/Wed 8.30 – 11.00 am

                             Thurs 8.30 – 11.00 am  and  3.30 - 5.40 pm

                             Fri 9.30 – 11.00 am.
We are open at weekends on a Saturday 9.00 am – 10.00 am  for prescription pick-up only.
Outside of these times please call 0845 056 8060

