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Overall impressions

Network 7 provides an important range of services to local people and the staff who work for the Network are very professional and care about young people’s health.  

We have tried to keep our recommendations realistic, because we know that funding and resources are scarce.  In some cases, the Network already has good examples of practice, but these are not shared and copied throughout the group of surgeries.  

We have made a few recommendations as to how things can be changed and improved and how young people could be involved in the future.

Inspection methods

Our inspection included;

· Team inspection of websites, leaflets, information and publicity material, and Network 7 documents and policies provided to us.

· An anonymous survey of young people using the practices.

· Mystery shopping of surgeries and telephone access.

· Interviews with Network 7 staff at selected surgeries.
Access & Welcome

Positive things:

One practice that we inspected uses text messaging to remind young people about their appointments and the system has been used to interact with young people on other issues.

The website for the King’s practice was very clear and easy to use, with good links to Youtube content for those who struggle to read.  Most surgeries were easy to find on a Google search, coming on the first page of search results.

The buildings we visited were all very accessible to people with a wide range of disabilities.

All the staff we interviewed and those we met when mystery shopping have been open, welcoming, polite, approachable and happy to talk to young people.  There was evidence that GPs record and review their performance in being approachable and welcoming to patients.

Negative things:

Some of the websites were unclear and difficult to navigate.

It can be difficult for surgeries to provide services for patients who do not speak any English.

It can be difficult to get straight through to surgeries when phoning for appointments and advice; one automated phone menu system was unclear and didn’t work well.

Patients complain about the lack of appointment times available to them and the length of time it takes to get an appointment.

Recommendations:

Network 7 should use one style of website for all 8 practices; this should be based on King’s as the best of those currently available to the network.

The text messaging reminder system should be used throughout the Network and trials done on using it to involve young people more.

There should be more publicity and advice on the C-Card service for young people in the surgeries and on websites.

All network websites should include links to how young people can be involved in patient advisory groups and much more use of Facebook tried as a way to involve young people and give updates on services.

The job/role of a Prescriber should be better explained to young people and publicised to save GP time.

Clear Purpose
Positive things:

All staff know the aims and purpose of Network 7 and they are clear about the role they play in the NHS and supporting young people’s health.

In some surgeries, the C-Card service and sexual health services to young people are good and delivered in separate and more confidential space.

Staff know that one of their most important aims is to take pressure off hospitals by expanding their services and making access easier.

Some staff said that education is one of the most important ways to promote health, especially for young people.

Negative things:

Some staff were not well informed about C-Card systems and services.

There are not many policies openly available to patients and young people would find it difficult to know their rights and what they should expect from services.  As an example, the confidentiality policy for young people is very positive and would encourage more young people to use services, but it is not publicised or available to them.

Staff complain that government changes to policies, systems and funding makes it harder for them to provide the best services they can to local people.

Recommendations:

Network 7 should consult with patients (including young people) about the changes to appointment times and access that they would find useful.

Integrating more services in surgeries would be better for young people, especially counselling and mental health support.

Publicise the young people’s confidentiality policy.
Service User Satisfaction
Positive things:

From our surveys, nearly all young people who responded gave positive satisfaction feedback about Network 7 services; 97% liked the services given, 95% find the staff moderately to extremely good, 92% are satisfied with the experience of visiting surgeries and 88% find the service very or extremely useful.  All young people said that they are likely to recommend their GP practice to other young people.

Queen Street is conducting its own survey to find out how many 13 to 19 year olds would use their service.

Negative things:

There is no evidence that young people’s satisfaction feedback is being gathered or used in any routine way.

Where young people’s feedback has been provided, (such as the Healthwatch report), there is no evidence that it has been discussed or acted on.

Patient feedback forms do not allow staff to categorise responses by age, so they are of little use in addressing young people’s needs.

Recommendations:

Regular and routine mystery shopping of services by young people.

Routine gathering of satisfaction feedback from all patients; we think the touch screen systems in receptions could provide the most efficient way of doing this.  All feedback should be age and gender categorised.

Act on feedback or respond to patient advisory groups (and on websites) as to why feedback cannot be acted on.

Participation of Young People
Positive things:

The Network has Patient Participation Groups (PPG) that meet monthly that young people could attend.

Practices do listen to the advice given by PPGs and they do make changes based on their recommendations.

Staff do want to involve young people more and have tried to get young people to attend PPG meetings.

Negative things:

There is no young people involvement in PPGs and those who do attend are much older in most cases; young people didn’t know that the PPG system existed or that they could take part.

When PPGs have made suggested changes to benefit young patients, (such as changes to contraception services and times), they have not been taken-up by young people; this may be because young people are not involved in designing or deciding the changes.

The Healthwatch report was received, but there is no evidence that PPGs discussed it.

Recommendations:

There should be more promotion of young people’s services and the opportunities to get involved in advising the network; this should be done through greater links with schools and youth work organisations and incentivised.

The Network should create one young people’s PPG to serve all 8 practices and act as a sub-group to the existing PPGs of older patients; where possible, this should be coordinated on Facebook and youth work organisations like The Youth Association could be asked to help.

Closing comments

Overall, we were very impressed with all the Network 7 staff that we met.  The role of GP surgeries in the NHS is very important and more young people need to hear about the services they provide and how to get involved.  

We know that Network 7 is keen to get Youth Approved and we are happy to come back to see what progress has been made in response to our recommendations.

Thank you for making us so welcome and being so friendly.
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