Crofton Patient Participation Report Template

It is a requirement of the Patient Participation DES that each practice taking part in the enhanced service produces a report, covering the work undertaken as part of the Patient Participation DES.  The report must be published on the practice website and an electronic copy of the report also needs to be sent to the PCT by 31 March each year.

	1. Profile of practice population and PPG


· Description of the profile of the PPG and if the POG is representative of the practice population 

· Description of the profile of the practice population
· If the group is not representative of the practice population, provide details and evidence of what attempts were made to recruit people from any underrepresented groups 
· Background to why and how the practice developed a Patient Participation Group

· The type of group and how members were recruited  
	Practice population profile
	%
	PPG volunteers %

	Total number registered at time of search = 10081

	% under 16


	1945 = 19%
	0

	% 17 – 24


	895 = 9%
	0

	% 25 – 34


	1027 =10%
	1 = 4%

	% 35 – 44


	1254 = 10%
	3 = 13%

	% 45 – 54


	1364 = 13%
	3 = 13%

	% 55 – 64


	1206 =12%
	8 = 35%

	% 65 – 74

 
	918 = 9%
	5 = 22%

	% 75 – 84


	499 = 5%
	3 = 13%

	% over 84


	116 = 1%
	0

	Ethnicity = only 3670 patients have ethnicity recorded

	White
	
	

	% British Group


	3593 = 98%
	100%

	% Irish


	7 = 0.2%
	0

	Mixed
	
	

	% White & Black Caribbean


	5 = 0.1%
	0

	% White & Black African


	20 = 0.5%
	0

	% White & Asian


	0
	0

	Asian or Asian British
	
	

	% Indian


	7 = 0.2%
	0

	% Pakistani


	15 = 0.4%
	0

	% Bangladeshi


	0
	0

	Black or Black British
	
	

	% Caribbean


	6 = 0.2%
	0

	% African


	5 = 0.1%
	0

	Chinese or other ethnic group
	
	

	% Chinese


	12 = 0.3%
	0

	% Any other


	0
	0

	Gender

	% Male


	5093 = 50.7%
	8 = 35%

	% Female


	5025 = 49.7%
	15 = 65 %

	Differences between the practice population and members of the PPG.


	


	2. Local practice survey (questionnaire)


Detail how the survey was developed, including how the following were taken into consideration:

· Why produce a practice questionnaire (survey)
· What kind of questionnaire and how?
· How will it be produced ie how patient priorities were obtained and how these were incorporated into the survey?
· Practice priorities and issues including themes from complaints

· Detail when and how the survey was distributed to patients and what efforts were made to encourage patients to complete the survey. Include details of how many questionnaires were distributed and how many completed questionnaires were returned 

· Results of the survey and how they were analysed. 

· Planned practice changes

The practice questionnaire (survey)     
Last year we produced our own patient questionnaire as we wanted to ask more questions than we had previously done. This worked very well, although it took a lot of time to produce and analyse and turn the raw numbers from questions into graphs with explanations. This year, we decided to look at recognised 3rd party suppliers of patient questionnaires and chose cfep UK surveys to run our annual questionnaire.
Cfep have in the previous year’s done this for us and one of the reasons we chose them again, was to allow us to compare previous results and see if any patterns emerged or areas which repeated themselves as on-going issues.

The PPG group felt last year’s questions were appropriate and so before signing up to cfep, we requested a copy of their current questionnaire to to look at to ensure that most (if not all) of the questions we wanted to be included, were.

At previous PPG meetings, the practice showed copies of previous national surveys and responses. The top three lowest performing areas, compared with national averages were as listed below and we all decided these should be areas we focused on once again, to see if things were still the same. 
1. Being able to book ahead for an appointment with a GP

2. Ease of getting through on the telephone and cost issues

3. Ease of speaking to a GP or Nurse

      Previous survey results organised and monitored by the national mori polls can

      be found on www.gp-patients.co.uk 

You will see in section 3 below how we tried to address the above issues, (and others), following last year’s comments. So it was disappointing to see that some of the above 3 areas, have once again been highlighted as on-going issues. 
On looking at these areas nationally though, they do appear high on everyone’s agenda and so perhaps this is a wider issue than just what “we” offer here, at Crofton & Sharlson? Possibly, because the answers to these 3 areas are not always what each individual patient’s own desired outcome is, it is more their perception that the service is “poor” rather than factually we just cannot offer the exact time that the patient is hoping for; or the service being at a time that suits them on that occasion; or being held in a queue because they rang at a busy time? Whilst bearing this in mind, we will none the less, still look to see if we can offer services in a different way.
Cfep produce paper copies rather than online and so for a list size of 10,000 patients, they informed us that we needed a minimum of 250 completed surveys returning. We handed out approximately 400 and received 264 back. 

To keep costs down, we handed these out to all patients attending the surgeries, over a given period of time. They were handed out across both sites by reception staff to all patients as they presented at reception. We felt this was the fairest way and would select a random group of patients and not “cherry pick” certain patients attending to see a clinician who may then give favourable responses…… Patients were asked to post the completed response in a specific box on the reception window, to allow complete anonymity.

For consistency, we handed out this year’s questionnaires the same time as we had in previous years, which was November / December.
	3. Implemented actions from last  year’s comments – 2011/2012


	You said ………
	We did ……..
	The result ………

	It’s difficult to get through on the telephone first thing in a morning  …..
	☺ More prebookable appointments - DONE
☺Allow patients (where appropriate) to book the day before - DONE
☺ Able to book up to a month in advance (was 2 weeks) - DONE
☺ Encourage patients ringing for results and repeat prescriptions to phone at correct times and using automatic prescription choice only (and not pressing reception / appt option) – ON – GOING!

	Reduced number of calls coming through at peak times. 

The practice is tied in contract with the current telephone company until 2014 when the contract expires. It would be too costly for the practice to opt out before this period, unless the DOH was to support practices in doing this. DOH have looked into 084 numbers and have said as long as criteria continues to be met – these numbers can continue to be used until existing contracts expire. We will of course, review the position should national guidance change or when the contract expires.

	Don’t like being told to phone back the next day when booking an appointment
	☺ More prebookable appointments - DONE
☺Allow patients (where appropriate) to book the day before - DONE
☺ Able to book up to a month in advance (was 2 weeks) - DONE

	Should reduce the number of people asked to phone back

	Confidentiality when at reception speaking to a receptionist
	☺ Turn chairs at Crofton 90◦

to face information screens and not reception desk DONE
☺Soft music in all waiting areas
NOT YET DONE DUE TO REFURB WORK
☺ Notice up to say if you want privacy, please inform a receptionist – DONE

	Increased privacy – (but needs to be completed when all building work at Crofton is completed)

	You said ………
	We did ……..
	The result ………

	Being able to book online appointments

	Re introduce online booking function – once EMIS WEB sort out the current issues which prevent us re introducing this – NOT YET DONE 
	Booking online
WE ARE STILL AWAITING THIS FUNCTIONALITY FROM OUR SOFTWARE SUPPLIER

	Better internal signage
	Planned as part of Crofton HC refurbishment – DONE

	Preventing patients getting lost

	Get rid of the slats on Crofton reception windows
	Planned as part of Crofton HC refurbishment – DONE

	Better environment for all

	Please let us collect repeat prescriptions up from Sharlston
	From 01.04.2012 patients will be able to order in exactly same way as before but request collection from Sharlston surgery – DECIDED NOT TO DO

	After investigating how many patients actually requested this, it was less than a handful. Our risk assessment of this showed there was more chance of things getting lost if we implemented this, so we decided against this for the time being.

	Negative comments about staff attitudes and friendliness
	These were very few and in the minority, however we will discuss comments made at next team meetings and arrange in house training as appropriate - DONE

	Happier experience for all


	4. 2012 – 2013  completed questionnaire comments


The overall ratings from results of our 2012/13 survey shows that 81% of patients completing the questionnaire rated our practice as, good, very good or excellent.

However, what about the remaining 19%? On further investigation, 7% left many questions blank – perhaps because the question did not apply to them or they had not used the service the question was asking about. 9% rated the practice as fair and disappointingly 3% rated the practice as poor.
Once again, many of the answers to questions were very positive and whilst these were reassuring to hear (and will be shared with everyone), we need to focus on areas where the perception of the practice were least positive – as these were clearly areas we need to be reviewing. 
The top 6 questions receiving a “poor” ratings are as listed below - all other questions receiving a “poor” had single figures and so for these purposes, we have not included them as the numbers were so low.
	Question
	Number of patients scoring poor
	Comments made by patients included in the number shown in left hand column

	Q2. Ease of contacting the practice by telephone
	37
	· Trying to phone in a morning for an appointment can take 30 minutes
· Uses a mobile & can’t afford to phone 084 numbers

· Hanging on for 15 minutes in a queue – need a better system
· Make the number a normal number

· Make call queues smaller

· Don’t keep us waiting so long, it takes a long time to get through

· Length of time on phone to make an appointment is poor
· Queuing is ridiculous

	Q4. Chances of seeing a doctor / nurse within 48 hours
	17
	· The choice of appointment times is limited
· Make appointments easier to make

· Told to phone the following day as no appointments, then same happens next day – back to square one
· Make appointments easier to make

	Q5. Chances of seeing a GP / Nurse of your choice
	27
	· Not knowing when GPs are available at appropriate site
· If wanting choice of GP – can wait 1 – 2 weeks!

· Extremely difficult to get appointment with specific GP

· I do like a doctor of my choice and it can be difficult

	Q6. Able to speak to a GP/ Nurse on the telephone
	26
	· Being able to speak to a nurse for advice would be good

	Q8. Length of time waiting in the practice
	17
	· Doctors running late

· Please say when doctor is running late

· Keep up to times given

· When GPs running 50 mins late why not let other GPs share the workload

· Less time in waiting room!

	Q27. Reminder systems of ongoing health checks
	10
	· Practice is not very good at recalling for BP checks, bloods etc
· Could improve by recalls for health checks




As well as the above, another area we considered important to look at was the actual comments made by patients answering the questionnaire, to get a better understanding of services not mentioned above, but also not receiving good feedback. However, to keep this in perspective we have included several of the positives also.
POSITIVES
	For questions 2 and 5 I only scored good. It’s not the practices fault, it is because they are so busy. In view of that I score this practice overall as excellent. The staff are the nicest and most professional you can get.

	Compliments I try to give personally: Complaints, I had not had any

	The care and service I and my family receive from GPs, Nurses and staff has been excellent

	I consider myself lucky to be in this area so that I can use this practice

	Happy with everything about my visit

	I have been using the practice for 5 years and never had any problems

	Ain’t broke so don’t try to fix it!

	Good practice. Satisfied all round. Many thanks

	My nurse is always chatty and friendly. She remembers what we discussed last visit – personal as well as health wise.

	Don’t change, she is a brilliant nurse

	I would give the Doctors and Nurses etc 100%. Crofton surgery must be the best in Yorkshire

	No problems. Very satisfied

	I would like to thank you all at the practice for always giving me an appointment, particularly when my children have been ill – you have never turned us away. Thank you

	They have always proved to be totally professional and courteous


NEGATIVES
	Appointments in general
	· More evening appointments for people who work

· Don’t like this book on the day system – it’s frustrating

· What about weekend / Saturday morning opening

· Online booking of appointments please

· More book in advance appointments

· Difficult to get an appointment for after 5.30pm

· Having to call at 8am and hope for an appointment to plan your day is poor.
· Time slots too restrictive – double appointment slots?

	Advertising services / changes
	· Better advertising about extended hours service

· Extended time slots for test results and repeat prescription ordering
· Using side entrance for extended hours

· Telephone slot service doesn’t seem to be well known

	Sharlston Surgery
	· Needs a facelift and waiting room is cold

· More GP surgeries at Sharlston

	Parking at Crofton
	· Car parking unavailable due to parents picking school kids up or going to shop
· Better car parking

	Confidentiality 
	· Waiting room needs to be separate from reception
· Can hear what is said to others

· Touch screen is difficult to use

· Music in waiting room


	5. Suggested Action Plan for discussion with PPG


The results of the patient questionnaire will be discussed at the PPG meeting held on Tuesday 12th March 2013. Prior to the PPG meeting, the practice had discussed the results internally and based on previous comments from the PPG group, practice priorities and the actual results, had produced a suggested plan of action to be discussed at the PPG meeting.
The patients attending the PPG meeting on 12 March 2013, saw a presentation of the results of the questionnaire and also shown the below suggested action plan. Comments were very positive of how much was achieved last year and were once again please to see a positive response from the practice. They were happy to sign off the action plan and thanked the practice representatives for sharing this.
	Issue
	Suggestions
	Owners

	Q2. Ease of contacting the practice by telephone
	· Introduce a local number to run alongside the 084 number, giving patient choice 
	Ann currently speaking to NEG about this

	Q4. Chances of seeing a doctor / nurse within 48 hours
	This is currently available, so disappointed at comments, but
· Only 17 patients out of 265 completing the questionnaire marked this as poor

· 44 patients said fair leaving 204 saying good, very good or excellent
· More in house training for reception staff on usage of different appointment types
	CH
Ann

	Q5. Chances of seeing a GP / Nurse of your choice
	· Make details available in reception of which GPs are where on each “normal” day, although we would need to put a caveat in there as can change when someone is on holiday
· Make this info available on the website / practice leaflet perhaps?
	Ann
Claire

	Q6. Able to speak to a GP/ Nurse on the telephone
	· This service is available. But need to promote it better. 
· More in house training for reception staff on usage of these appointment slots
	All

	Q8. Length of time waiting in the practice
	· Reception staff to keep patients informed?
· Can EMIS run a ticker tape based on envisage re who (if anybody) is running late

· Each GP to ask themselves if they could work differently?
	All

	Q27. Reminder systems of ongoing health checks
	· We do this, so disappointed in comments. We will review this

	Ann
Nurses

Admin

	GENERAL 

negative comments
	
	

	Appointments in general
	Need to look at the last 3 months to see how many appointments not used and times of these. Then we will review the appointment system
	Dr Hall
Ann

	Advertising services / changes
	Better use of :-
· Website

· Patient info screens

· Practice leaflet

· Posters

· Newsletters


	Ann B
Claire M

	Sharlston
	· Revisit the heating problem in waiting room
· Look at the cost of new blinds and coat of paint ?
	Ann B
Claire M

	Parking at Crofton
	· Contact school heads again asking for their support in getting message to parents
· Better signage on fence and building?
	Claire M

	Confidentiality 
	· Introduce background music  and notices asking people they can ask to discuss their issue in private, when all building work completed
	Ann B


	6. Progress made with the action plan


A summary of the progress as of 31 March 2013 is below:
The practice once again was happy to produce a you said ….. we did poster, which can be shared with everyone . The practice are currently working through the actions and will update patients as things are addressed.
	7. Confirmation of the opening times 


Crofton Surgery  
	Days open
	Opening hours
	Extended hours

	Monday
	8.00am – 6.30pm
	7.00am to 8.00am *

	Tuesday
	8.00am – 6.30pm
	

	Wednesday
	8.00am – 6.30pm
	7.00am – 8.50am *

	Thursday
	8.00am – 6.30pm
	6.00pm – 8.30pm *

	Friday 
	8.00am – 6.30pm
	


*Subject to change 

Sharlston Surgery  
	Days open
	Morning 
	Afternoon

	Monday
	8.00am – 11.30am
	1.30pm – 6.00pm

	Tuesday
	8.00am – 12.30pm
	2.00pm – 6.00pm

	Wednesday
	8.00am – 11.30am
	2.00pm – 6.00pm

	Thursday
	8.00am  open throughout
	Closes at 6.30pm

	Friday
	8.00am – 12.00pm
	Closed


Above are the current opening times of our main and branch site. Extended hours are currently only held at our main site, for logistical and safety reasons – although are available for branch site patients to also attend.
This survey did not ask specific questions about opening times, as one of our previous surveys was specifically focused on this area and we responded to suggestions at the time.
	8. Availability of information


Following results of the questionnaire it was / is the practices intention to share this information with as all interested parties, in a variety of different ways. This includes :
· Sharing the information at appropriate practice meetings –  GPs and all staff

(each group will discuss comments specifically about them and make suggestions of how to improve where appropriate)
· Available on the practice intranet

· Available on the practice internet – www.croftonandsharlston.co.uk 
· Discussed at the PPG meeting

· Making a copy available on the new PPG display boards in the entrance porch at each site

· Share summary information via local parish magazines

· Share summary information via contact of local newspaper

· Article in the practice newsletter

· Production of “You said ….. We did”
· Results turned into a power point presentation for information monitors in both patient waiting areas

· CQC - at the time of inspections/registration
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