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THE HEDON GROUP PRACTICE

2012 2013 PATIENT SURVEY RESULTS & PROPOSED ACTION PLAN
A.   Patient survey – how we determined the priorities.

Priorities for the patient survey and how they were agreed

At the time of our 2011/12 Patient Survey we had 128 PRG members who had indicated their priorities for the survey which was then duly completed.

During 2012 we continued to sign up PRG members, resulting in 458 patients as members by the time we came to the 2012/13 survey. We had continued to establish the patients’ priorities based upon the original questions used and with a larger number of representatives, the priorities should therefore be more robust. Once again we concentrated on the top concerns to ensure that the survey was not too long, encouraging completion.

The PRG members prioritised that the following areas should be focused upon in the survey (in priority order – out of 9):-

1. Getting an appointment 

2. Parking

3. Clinical care

4. Patient Information

5. Telephone answering and access 
Next year we propose that we conduct a survey in relation to Secondary Care experience (Hospitals) or Community Care experience, to establish patient views on these services. GPs are now partly responsible for the commissioning of these services, so it would be beneficial to have some patient input of their experiences which we could then consider during contracting negotiations.

B.   Patient survey – findings
We had 186 surveys completed, by the cut off date specified in our correspondence. This was a mixture of PRG members (all were requested to complete) and also patients whilst attending an appointment with a GP. The numbers completed by PRG members (89) was disappointing and upon reflection, sending the survey out 10 days before Christmas was possibly an error which will be noted for the future.

The full survey results, with coloured pie charts, are available for perusal on the practice web site:- www.hedongrouppractice.co.uk then click on “Survey Results” on the right hand side under “Further Information”. Accordingly I do not propose to reproduce these in this document but will summarise the outcomes and then propose an Action Plan.
1. Getting an Appointment (of those that responded and could remember):-

· 89% were able to see (or speak to) a Doctor urgently on the same day

· 56% found it easy to book an appointment within 48 hours but 44% did not 

· 85% found it very easy or fairly easy to pre-book up to 4 weeks in advance

· 82% were aware of the Dr Telephone consultation option

· 71% would like to see some appointments available for booking on-line 
· In the comments section (for appointments), the majority commented that they felt the options available to patients was a good mix. A few commented that they felt on-line booking would be beneficial and suggested an increase use of Nursing staff. Otherwise there was one off comments in a variety of areas.
2. Parking

· 74% usually travel by motor vehicle
The comments section for parking received the highest free text response in the survey (59). It is an issue of understandable concern. The survey covering this subject was highlighted on the Hedon Blog which received an additional variety of comments to which I have responded. This can be seen at http://hedonblog.co.uk/2013/01/23/parking-on-market-hill-response-by-hedon-group-practice-manager/ The comments made within our survey are also available on the Hedon Blog or (for ease of access) are attached with this document.

3. Clinical Care 
· 80% responded that they did not have to wait too long (to see the GP) with 17% feeling that they had to wait a bit long
· 90% felt the amount of time given by the Doctor was good or very good

· 92% felt that the Doctor was good or very good at listening to you

· 94% felt that the Doctor was good or very good at taking your problems seriously

· 94% felt that the Doctor was good or very good at treating you with care and concern

· 90% felt that the Doctor good or very good at involving you in the decisions about your care

· 94% felt that the Doctor was good or very good at explaining tests and treatments

· 97% felt definite or some confidence and trust in the Doctor seen. (82% definitely and 15% to some extent)
All Clinical care comments are once again positive (consistent with the previous year), with patients’ very positive about the care that they receive.
4. Patient Information
· 84% felt that they had enough information about the practice and the services that we offer
· 53% had looked at either the Practice Leaflet or the practice web site

· 48% were aware of our in-house leaflets “ A Brief Guide to……….”

· 55% were aware of our Patient Newsletter

This was our weakest area in last years survey and it was pleasing to see that there was an improvement with a good 84% satisfied with the information available.
5. Telephoning Answering and Access (of those who responded they have tried)
· 83% found it fairly easy or very easy to speak on the phone with reception

· 76% found it fairly easy or very easy to speak with the dispensary

The dispensary lower percentage does reflect some comments received that the telephone can be very busy, particularly on Mondays. We have a proposal to help address this detailed in the action plan below.
6. The Practice overall
· 95% of all patients surveyed said they were very satisfied (65%) or fairly satisfied (30%)
This is a very satisfying result for the practice.

Demographics

The patients who completed the survey were:-

· 41% male and 59% female (total practice population is 50/50)

· 26% aged 16 to 44 (total practice population 34%)

· 38% aged 45 to 64 (total practice population 30%)
· 23% aged 65 to 74 (total practice population 12%)

· 13% aged 75 & over (total practice population 9%)

· 99% White (total practice population 99%)
· 42% employed; 4% unemployed; 1% full time education; 1% unable to work due to long term sickness; 5% looking after family/home; 41% retired. (These statistics are not held for the total population).
C. Patient survey – Practice Proposed Action Plan 

1.  Appointments

· Although 44% of patients did not find it easy to book an appointment within 48 hours, 85% were aware of the Dr Telephone consultation i.e. there is always an option to speak with a Doctor. We also have the Sit & Wait for urgent cases that cannot wait for an appointment. We have a mixture of release on the day, pre-bookable, Sit & Wait (for urgent cases) and Dr Telephone. We believe that having tinkered with the appointment system over the years and that we have the right mix and any move to increase one option will be detrimental to another. The action point is therefore to continue to promote Appointments Leaflet we developed last year which details all of the options available by handing out to newly registered patients and making available in the waiting areas etc.
· To provide a mixture of appointment times with all Doctors on the internet for self booking by patients.
2.  Parking

· Respond to Hedon Blog comments – copy attached.
· Contact East Riding of Yorkshire Council & Hedon Town Council for further discussions.
· Make patients aware of comments received and actions taken.
3.  Clinical Care
· No action points – very positive results.

4.  Patient Information

Pleasing to see that there has been an improvement in this area since last year’s survey. 
· Continue to collect as many e-mail addresses from patients, to enable us to forward quarterly newsletters to as many patients as possible and not just those that visit the surgery around the time of printing.

· Continue promotion of the Practice web site – ensuring all new patients are given this when registering with the practice (we turn over circa 800 patients per annum with house moves etc).

· Continue to develop our in house “Brief guide to…. “ leaflets. The latest one is “Out of Hours Services” detailing access to Doctors, Nurses, Walk In Centres, Minor Injuries Units & Pharmacists. To make these leaflets available on the web site as well as in the waiting areas.
5.  Telephone answering & access

· The results of the survey were generally positive though access to the dispensary was lower than accessing reception. We propose to assess the benefits of a Repeat Medication System which would mean taking the following month’s order at the time of this month’s collection. This would significantly reduce the need for patients’ to telephone the dispensary to order medication, as it will only be amendments to pre-booked requests that would need advising. This would be a major change to the way that we currently work and will need some detailed planning – and no doubt some tweaking as we learn what other issues are raised!  

D. Resulting action plan and how it was agreed

The above proposed action plan was drafted by the practice in response to the survey with PRG members and patients. The combined survey results and draft action plan was then sent out to all PRG members on 25 January 2012, by either e-mail or post (if no e-mail address held). The practice asked for responses from PRG members over a 2 week period ending 11 February 2013.

· 11 responses were received from members of the PRG.

· All commented that they felt that the action plan was satisfactory. Some congratulated the practice on the results and the continued excellent service.

· The majority of respondents gave detailed responses with a variety of one off suggestions to add to the action plan:-

· Use Practice Newsletter to remind patients of all the appointment options – to be detailed in the Spring Newsletter
· Issue a surgery booklet to all patients giving a range of appointments & services – for a period of 3 months The cost (if issued to all) is an issue but we will enhance the number of places we display the Practice Leaflet and the Appointments Leaflet. All newly registered patients will be issued with both.
· Promote use of all of the Town’s car parks - to be included in the next Practice Newsletter. Also promote parking options on the practice web site.

· On Line Appointments considered a good idea.
Areas where we could not achieve what the PRG members wanted were:
· Prescribe 2 or 3 months amount of medication at the same time for the majority of uncomplicated patients - NHS policy is to only issue medication for 28 days except in exceptional circumstances such as an extended holiday. 

· Consider Early Morning Appointments – we feel that the option of late Monday Evening appointments and all of Saturday Morning, provides sufficient options for those patients who prefer appointments outside of the standard daily provision.

· Parking - reserved parking bays. One patient expressed concerns that the parking issues could lead to more restrictive parking to others and indeed might be unused spaces at times of the day. I will pass concerns on to the council but it will not be something the practice has control over.
· Revisit the parking option behind Church View Surgery. It is not our land but that of our colleagues and neighbours. 

· Prevent patients who can walk to the surgery using car parks e.g. Johnson’s Corner allowing those with mobility nearer spaces to the surgery. We cannot restrict car owners using facilities that are available to all.

The proposed action plan together with suitable responses from the PRG members is the practice’s final action plan.

E. Progress made with the action plan
A summary of the progress as of 1 March 2013 is:
	We / You said…
	We did…
	The result is…

	On Line Booking of Appointments
	Began investigating how to set these up and how many to release by this method
	From 1 April we will have on-line appointment slots made available

	Hand out Appointments Leaflet/Booklet for 3 months
	Issued to all new patients upon registration
	Increased patient awareness of appointment options

	Hand out Appointments Leaflet/Booklet for 3 months
	On display in the waiting area and at dispensary
	Increased patient awareness of appointment options

	Remind patients of Appointment options using Practice Newsletter
	Plan to include in the Spring Newsletter
	Increased patient awareness of appointment options

	Promote use of Town Car parks
	We will include in the next Practice Newsletter
	Awareness of parking options

	Respond to Hedon Blog comments
	Replied to Hedon Blog issues raised for all to see
	Factual information made available to all

	Write to Hedon Town Council & East Riding County Council
	Forwarded our survey comments; Hedon Blog comments and our response
	Further discussions between all parties.

	Continue to collect e-mail addresses of patients
	Ongoing collection of email addresses
	Ongoing increase in circulation of Practice Newsletters

	Promotion of Practice Web site
	Ensure all new patients made aware of web site and inform others opportunistically
	Greater awareness of accessibility to practice information

	Ongoing writing (and updating) of our in house “Brief Guide to …… leaflets
	We have just produced our 19th guide “ A Brief Guide to Out of Hours”
	Easy to hand short reference guides for patients.

	We intend to investigate a “Managed Repeat Medication system” for dispensing patients
	We are analysing the changes that would be required but this will take time
	Ongoing work


F. Confirmation of our opening times 
As a result of the survey we have not changed our opening times.

You can telephone the Hedon surgery 8am to 6pm Monday to Friday. Keyingham can be contacted during the opening times stated below.

The Hedon surgery reception is open: Mondays 8am to 8pm; Tuesday to Friday 8am to 6pm; Saturdays 7.45am to 12 noon.
The Keyingham surgery is open Mondays 8.30am to 12 noon and 4.00pm to 6pm; Tuesdays & Thursdays 8.30am to 11.15am and 3pm to 4.30pm; Wednesdays 8.30am to 12.30pm & 4.00pm to 6.00pm; Fridays 8.30am to 12.15pm and 4.00pm to 6pm

Extended Hours (Monday evenings & Saturday mornings – for pre booked appointments only.

We are open on Monday evenings and Saturdays (as detailed above and you can contact Reception in the normal way to make an appointment). Appointments are released up to 4 weeks in advance. There are no facilities for emergency appointments during extended hours – these appointments are for patients who require a routine appointment but have difficulties attending during normal working hours.

Outside of these times please call the Out Of Hours Emergency Doctor on 0300 3300 804
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