Newton Surgery Patient Participation Group

Annual Report 2013-2014
Members and Practice Profile

Newton Surgery is a two Partner practice, Dr Claire Renwick and Dr Gulrez Khan. Both doctors work eight sessions per week. Table 1 below details the surgery days and times that each individual partner is available for consultations. Patients can access the surgery between the hours of 08:00 – 18:00 Monday to Friday either in person or by telephone on 0113 2953737 (see Table 1). The surgery is also open for extended hours on Monday and Wednesday mornings 07:00 – 08:00 by appointment only. We run book on the day appointments every morning between 08:00 – 12:00. Afternoon surgeries are by appointment. The practice list size is approximately 4200 registered patients.  The table below indicates the ethnicity of our patient groups (see Table 2). We serve a multi-ethnic community in a super output area of Leeds with up to 60% of our practice population living in the most deprived fifth of Leeds. We have a multicultural practice with many nationalities and this is reflected by the ethnic origins of our patient representatives.
Our practice population is relatively young with 92% age 0-65, 4% age 66-75

and 4% age 76+

Table 1
	Day
	Dr C Renwick
	Dr G Khan

	Monday morning
	08:00 – 12:00
	07:00-12:00

	Monday afternoon
	Admin
	15:00-17:30

	Tuesday morning
	08:00-12:00
	08:00-12:00

	Tuesday afternoon
	15:00-17:30
	Admin

	Wednesday morning
	07:00-12:00
	08:00-12:00

	Wednesday afternoon
	Admin
	15:00-17:30

	Thursday morning
	08:00-12:00
	08:00-12:00

	Thursday afternoon
	15:00-12:00
	Admin

	Friday morning
	08:00-12:00
	08:00-12:00

	Friday afternoon
	13:00-15:30 or 15:00-17:30 alt weeks
	13:00-15:30 or 15:00-17:30 alt weeks


Table 2
	Ethnic Category 2001 census
	% of patients

	British/Mixed British
	9.85

	Irish
	0.22

	Other white background
	4.5

	White & Black Caribbean
	1.34

	White & Black African
	0.35

	White & Asian
	0.47

	Other mixed
	0.77

	Indian/British Indian
	20.22

	Pakistani/British Pakistani
	35.25

	Bangladeshi/British Bangladeshi
	2.84

	Other Asian
	7.29

	Caribbean
	6.17

	African
	6.79

	Other black
	1.14

	Chinese
	0.72

	Other
	1.07

	Ethnicity not stated
	0.99


Group Members
The patient group has been established for many years now and continues to meet throughout the year. We are currently open to new members wishing to join the group and are happy to take any enquiries from interested parties. A sign up form is available via our practice website at www.newtonsurgery.co.uk
Our current group membership is 12 patients whose profiles are as follows:
	Gender
	Age Range
	Number patients

	Male
	17 - 60
	2

	Male
	60 - 80
	2

	Female
	17 - 60
	4

	Female
	60 - 80
	4


Ethnicities of group members are as follows:

	Ethnicity
	Number patients

	White British / Irish / Other white
	2

	Asian British / Indian / Pakistani
	7

	Black Caribbean / African
	3


We have included the details of the group in our practice leaflet, have a poster on the notice board and opportunistically speak to patients about the group and its purpose. We have sent text messages to patients and put messages on the right hand side of prescriptions inviting patients to join the group.
We continually try to make contact with as many patients as possible through various means of communication and will continue to do so. We acknowledge that there are still gaps in our representative patient groups and we will continue to advertise the PPG through the various means available to us.  As in previous years we still have significant language challenges within the surgery which we feel do contribute to the lack of interest in joining the group along with childcare issues as well as confidence issues making certain groups of patients difficult to reach.
The group usually meets on an evening as this suits our member patients. However, should we have a show of interest from difficult to reach groups we would be happy to hold meetings during the day if this would help with the representation.
Annual Practice Survey

The group were asked how they would wish the practice to carry out this years survey and it was agreed with our patient group that this year’s practice survey would be carried out in the same way and with the same company supplying the questionnaires as in previous years. The company used is CFEP. The questionnaire is well established with objective questions that the group felt address the areas of General Practice that we as a practice and group wanted patient views on and it uses the same questions as in previous years thus giving us accurate year on year results to compare our achievements against.

We followed the same format as in previous years and asked patients attending surgery during one week in February to complete the questionnaires following their attendance that day. As this method was used in previous years we felt that this would give us a good representative portion of the practice population as this was a normal working week. As previously, we felt that those patients who declined to complete the questionnaires were either unable to read English or were not able to give time to completing the questionnaire. During the aforementioned week, 86 questionnaires were completed out of 100 issued, which was 2 less questionnaires than 2012/2013. 
The responses were sent to CFEP for analysis and the report was compiled by them. The report is available through a separate link on our practice website. 

The practice survey results have been discussed with the patient group. We were generally very pleased with the results as the majority of areas show a year on year improvement since 2009 which was our baseline year.

Our mean score has improved in ALL areas this year but 2. As a practice we are in the top 25% of practices in the country who use CFEP for their patient questionnaire (927 practices in total) for all areas except 2 in which we fall into the middle 50% of these practices. Appendix 1 provides the statistical evidence relating to the findings of the survey on which our action plan was agreed.
The group plays an active part in deciding what actions the practice should address and helps us form our action plan for the coming year. Our action plan from 2013/2014 is attached at Appendix 2 to show achievement against the objectives
Following discussion with our patient group we agreed that our priority is the two areas where we fall slightly short of the national mean score which is:
1. Reception staff

2. Respect for privacy/confidentiality

Please see action plan for how we will respond to this. (Appendix 3)
We also discussed the comments that patients had written and decided to act on several of these. They are:

1. Advertise online repeat prescription service

2. Advertise online appointment booking service

3. Staff customer service training

4. Follow up patients who DNA to help with appointment problems

Please see action plan for how we will respond to this. (Appendix 3)
Appendix 1
Our mean percentage scores and benchmarks from all participating practices using CFEP

	
	
	Benchmark data (%) *

	
	Our mean score (%)
	National mean score (%)
	Min
	Lower quartile
	Median
	Upper quartile
	Max

	About the practice
	
	
	
	
	
	
	

	Q1 Opening hours satisfaction
	83
	69
	23
	64
	68
	73
	92

	Q2 telephone access
	80
	62
	13
	53
	63
	71
	92

	Q3 Appointment satisfaction
	81
	68
	23
	63
	68
	74
	92

	Q4 See practitioner within 48hrs
	82
	62
	18
	54
	62
	70
	96

	Q5 See practitioner of choice
	88
	58
	22
	48
	57
	65
	95

	Q6 Speak to practitioner on phone
	83
	61
	25
	54
	61
	67
	92

	Q7 Comfort of waiting room
	80
	66
	27
	60
	66
	71
	90

	Q8 waiting time
	81
	56
	25
	50
	56
	62
	90

	About practitioner
	
	
	
	
	
	
	

	Q9 Satisfaction with visit
	92
	80
	41
	76
	81
	85
	97

	Q10 Warmth of greeting
	92
	82
	45
	78
	82
	86
	96

	Q11 ability to listen
	94
	82
	46
	78
	83
	87
	97

	Q12 Explanations
	96
	81
	42
	77
	81
	85
	97

	Q13 Reassurance
	93
	79
	41
	75
	80
	84
	98

	Q14 Confidence in ability
	94
	82
	43
	79
	83
	87
	99

	Q15 Express concerns/fears
	91
	80
	45
	76
	81
	85
	96

	Q16 Respect shown
	94
	84
	49
	80
	85
	88
	98

	Q17 Time of visit
	91
	79
	38
	75
	80
	84
	96

	Q18 Consideration
	91
	79
	41
	75
	79
	83
	98

	Q19 Concern for patient
	89
	80
	43
	76
	80
	84
	97

	Q20 Self care
	91
	79
	38
	75
	79
	83
	97

	Q21 Recommendation
	91
	81
	41
	78
	82
	86
	99

	About staff
	
	
	
	
	
	
	

	Q22 Reception staff
	77
	76
	29
	72
	77
	81
	96

	Q23 Respect for privacy/confidentiality
	79
	76
	43
	72
	76
	80
	96

	Q24 Information of services
	78
	73
	29
	68
	73
	77
	96

	Finally
	
	
	
	
	
	
	

	Q25 Complaints/compliments


	74
	66
	31
	62
	66
	70
	96

	Q26 Illness prevention
	76
	69
	34
	64
	68
	72
	96

	Q27 Reminder system
	75
	68
	27
	63
	68
	72
	96

	Q28 Second opinion/comp medicine


	78
	67
	30
	62
	67
	71
	96

	Overall score
	85
	73
	35
	69
	73
	77
	95


*Based on data from 927 practices carrying out 1,326 surveys between April 2010 and March 2013 with 25 or more responses.

	
	Our mean score for this question falls in the highest 25% of all means


	
	Our mean score for this question falls in the middle 50% of all means


Appendix 2.
What have we done since last year’s Survey/Action Plan 2012/2013

	
	Issue
	Action needed
	How we will achieve changes
	Responsible person
	Expected timescale
	Outcome

	1
	Issue

Telephone engaged or not answered


	Ensure telephone answered within 5 rings
	a. 3 reception staff answering telephone every morning

b. 2 incoming telephone lines available

c. Look into call waiting service from telephone supplier


	GP Partners

Office Manager

Office Manager
	Ongoing

April 2014

April 2014
	Achieved except during holiday periods

4 available lines installed

New telephone system installed with call waiting facility



	2
	Issue

Attitude of reception staff


	Improve customer focus
	a. Discuss survey with staff

b. Improve customer training

c. Improve reception desk


	Office Manager

Office Manager

Office Manager


	April 2013

Ongoing

Ongoing
	Discussed with staff
Availability of courses unknown

New desk installed

	3
	Issue

Complaints about building appearance

	Improve the general appearance of the interior of the building
	a. Re decorate whole

    inside of the premises

b. Installation of new 

    reception desk

c. New chairs in waiting

    room

d. New carpet to stairs, 

    reception, clinical 

    rooms and waiting

    room  


	GP Partners

GP Partners

GP Partners

GP Partners


	Ongoing but before December 2013
	All interior of surgery decorated

New reception desk installed

New chairs purchased

New carpets laid

	4
	Issue

DNA (Did not attend) appointments average at about 250 each month. This is despite some bookings made on the day.

	To reduce number of DNA’s
	a. Increase use of text

    message appointment 

   reminders. This is done

   automatically through 

   the clinical system the 

   night before the

   appointment

b. Telephone reminders 

    for repeated DNAs

c. Text message and/or

    patients who DNA 

    each day

d  Remind patients to 

    cancel unwanted 

    appointments


	Office Manager

Office Manager

Receptionists

Receptionist
	Ongoing

Ongoing

Ongoing

Ongoing
	Text messaging used more widely

Patients called to remind of appointments

Patients asked to inform surgery

DNAs have reduced on average by 50%




Appendix 3
Action Plan 2014/2015
	
	Issue
	Action needed
	How we will achieve changes
	Responsible person
	Expected timescale

	1
	Issue

Attitude of reception staff


	Improve customer focus
	a. Discuss survey with staff

b. Improve customer training by finding courses and enrolling staff


	Practice Manager

Practice Manager


	April 2014

April 2015



	2
	Issue

Respect for privacy & confidentiality
	Improve customer perspective
	a. Discuss survey with

    staff

b. Advertise use of 

    private area for 

    discussion of personal 

    information

c  All staff to complete

    Information 

    Governance training


	Practice Manager

Practice Manager

Office Manager
	April 2014

April 2014

June 2014

	3
	Issue

Have online booking & repeat prescription ordering service

	Advertise service more widely 
	a. Put up more posters

b. Ensure on front page of practice website

c. Put message on right hand side of prescriptions


	Practice Manager

Practice Manager

Practice Manager


	June 2014

June 2014

June 2014

	4
	Issue

DNA (Did not attend) appointments average at about 125 each month. This is despite some bookings made on the day.

	To reduce number of DNA’s even further
	a. Increase use of text

    message appointment 

   reminders. This is done

   automatically through 

   the clinical system the 

   night before the

   appointment

b. Telephone reminders 

    for repeated DNAs

c. Text message and/or

    patients who DNA 

    each day

d  Remind patients to 

    cancel unwanted 

    appointments


	Office Manager

Office Manager

Receptionists

Receptionist
	Ongoing

Ongoing

Ongoing

Ongoing
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