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Woodlands  Medical  Practice 

Bluebell  Wood  Way

Sutton-in-Ashfield

Nottinghamshire    NG17  1JW

Tel:   01623 528748            Fax :  01623 528748
Website :  www.woodlandsmedicalpractice.co.uk
The Woodlands annual patient participation report for year ending 31st March 2013 is set out below.  
One of the major bodies of work completed within the year, with the support of Woodlands Patients Voice (our patient participation group - PPG), has been our annual patient survey.  The survey results have been very positive and it has been rewarding to hear how our patients have appreciated the standard of care and services that the practice provides. 

We are very grateful to the group of patients who took part in the survey.
We are always appreciative of constructive feedback as we can be unaware of issues or difficulties we may create for our patients and patient input is useful for planning our services.   

	Establishment of Patient Representative Group


Woodlands Patient Voice (WPV) has been established since February 2012 and continues in to the current year.    We are currently establishing a database of patients who would be happy to be contacted by email periodically (a “virtual group”) to be consulted on topics where the practice may require patient views and ideas, but who do not wish to join WPV or are unable to attend meetings. 
We continue to encourage new members to the group through poster and electronic board advertising within the surgery and on the practice website.  WPV members also attended out Saturday morning ‘flu clinic to raise the group’s profile.   
Woodlands Patients Voice has its own email address where patients are invited to contact current members to raise issues, or find out about joining the group.     Contact the group at  WoodlandsPatientsVoice@hotmail.com
These details are also posted on all our outgoing letters to patients and on the repeat prescription counterfoils.    The group have been allocated a column within the practice newsletters to inform practice patients of their progress.
The demographic profile of the practice population with regards to age distribution is not entirely reflected in the group membership but we are seeking to address this through establishing the virtual group as mentioned above.    Our ethnic minority patients represent less than 1% of the practice population and we therefore do not feel it necessary to specifically target this group, but actively advertise the group as being open to all patients.    As the services of an interpreter, though advertised, have never been requested in the practice, we believe we have made a reasonable assumption that the information advertising the group is presented in a way that is understandable to all groups.  
(See practice profile at Annex A)
	Agreeing areas of priority with PRG


The practice in consultation with WPV, had decided not to use the GPAQ survey as in previous years, feeling that we needed a more personal survey that we hoped would be relevant to the particular concerns of our practice patients rather than a generalist approach.    WPV met in March and agreed the topics for inclusion as follows : -
1) telephone access  

2) the appointment system/accessing the GP of choice

3) providing additional services 

4) knowledge of current services, 

5) how patients  might like to receive information 

6) how the survey should be distributed.

At the April meeting, the group reviewed a draft survey drawn up from discussion at the previous meeting.   As agreed, the questions had been preceded by dialogue of what was already on offer within the surgery to both educate patients about the current services and promote meaningful responses.
(See survey document at Anne B) 
	Conducting the Patient Survey


The group had agreed that the survey should be accessible in the surgery as we needed to be asking patients who were currently accessing services to realistically identify any issues.    The survey was also made available on the practice website.   We planned to run the survey from July to August but as uptake was low, the group suggested further advertising and an extension to September.     The survey was further promoted via messages on prescriptions, in the newsletter and on the electronic message board.    In addition, the message on the web site was updated in an effort to make the value of patient input the focus and the survey more appealing. 
A member of the practice team populated an analysis programme spreadsheet with the  responses.
	Survey results and agreement on key findings


The response headlines from the patient survey were as follows:- 

Three hundred responses  - only 20 of which were completed on line.   Age ranges were quite well spread apart from under 25 years.   This age group were then specifically targeted in the surgery but with very limited uptake.     

The results were very positive throughout with high percentages of good to excellent in all areas,  (ratings were poor, fair, good, very good and excellent) with 

93% answering good to excellent for overall satisfaction of the practice.

Historically, areas of concern have been 1)  continuity of care  (being able to see GP of choice) and 2) telephone access
Responses to the current survey came in as follows :

1) Seeing the doctor of choice  :     57% good to excellent
2) Telephone :  60% happy with current model, but then those that went on to     

    answer the next two questions responded 54% PREFERRING a call stacking      

    system (queuing) and 62% AGAINST an automated service (with options to  

    select).

A high percentage of patients didn’t know about current services generally, but at least now we know that at least 300 patients do! 

A lower percentage of people interested in health education events, but as the in house survey targeted people more likely to be attending for acute medical issues, rather than chronic disease management, the group felt that perhaps health education should be addressed on an individual patient basis. 

One of the group members questioned whether the survey was truly representative of the practice population  (3%).   The age distribution was reasonably spread.   The survey ran for several weeks in the practice and was also available on the website - agreed we have to work with what we have this time  - but plan for future surveys.   (See action plan at Annex C)
	Action plan


From the outcomes of the patient survey, the group produced an action plan.   The group agreed that the survey responses overall gave the practice high scores of good to excellent throughout –  so any points requiring action would be in response to outliers.  The main areas for any improvement are (1) telephone access, (2) appointments (mainly around continuity of care) and (3) communicating services available.      
From the group discussion, the action plan was drawn up (see Annex C )
	Publicising actions taken and achievements


The practice has advertised our responses to the survey results in the form of an information leaflet;   a   “you said..…we did......”   poster campaign within the surgery and information has been posted on the website.    The information will also be included in the next edition of the  practice newsletter.   In addition, all WPV meeting minutes detailing discussions around the survey are available on the practice website.
Surgery opening times :- 
Practice opening hours – weekdays 8.30 - 12.30pm   1.30 - 6.00pm

with telephone coverage 8am to 6.30pm 

The practice also runs an evening surgery every Tuesday 6.30 to 8.45pm.   

This is for routine, pre-booked appointments outside normal surgery hours and therefore not all practice services are available.
The surgery is closed every fourth Wednesday of the month, as for all Mansfield and Ashfield practices, in order to participate in education sessions organised  by the Mansfield and Ashfield NHS Clinical Commissioning Group. 
Annex A

	Practice Population:
	9149
	
	
	
	
	

	 
	Sex:
	Male
	4416
	Female
	4733

	Age:
	Under 16's
	1811
	 
	 
	 
	 
	 

	 
	17 - 25
	909
	36 - 45
	1437
	56 - 65
	 1083
	

	 
	26 - 35
	1008
	46 - 55
	1427
	66 +
	 1474
	

	Ethnicity:

	 
	
	
	
	 

	British, Mixed British

	9092
	African
	5
	other:
	 

	Other mixed background
	5
	Mixed Black
	0
	other:
	 

	Other white


	21
	Chinese/Asian
	6
	other:
	 

	Caribbean
	2
	Declined to disclose 
	11
	other:
	 

	Indian, British Indian

	7
	other:
	
	other:
	 


	Patient Representative Group Profile (PRG):          14
	
	
	
	

	 
	Sex:
	Male
	5
	Female
	9

	Age:
	Under 16's
	0
	 
	 
	 
	 
	 

	 
	17 - 25
	0
	36 - 45
	2
	56 - 65
	 4
	

	 
	26 - 35
	1
	46 - 55
	5
	66 +
	 2
	

	Ethnicity:

	 
	
	
	
	 

	British, Mixed British

	14
	African
	
	other:
	 

	Other mixed background
	
	Mixed Black
	
	other:
	 

	Other white


	
	Chinese/Asian
	
	other:
	 

	Caribbean
	
	Declined to disclose 
	
	other:
	 

	Indian, British Indian

	
	other:
	
	other:
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“Improving the Practice”  Questionnaire 

This questionnaire is designed for issue to patients to assess and improve the services provided by the practice. 

Questionnaire

You can help the Practice to improve its services.


· The Doctors and staff welcome your feedback

· Please do not write your name on this survey

If you are completing this questionnaire in the surgery whilst waiting for an appointment please indicate who you are seeing :-

            (  
Doctor                      
(
Practice Nurse
            (  
Treatment Room         
(  
Blood test nurse

Name of Doctor/Practice Nurse (if applicable): …………………………………………………………

	Telephone Access 
As the practice runs a same day appointment system, the phones are extremely busy for the first hour of the day.   To improve the patient experience which of the following options would you prefer :-



	1.  I am happy with the current model

                                                                                   Yes    (          No  (
(rings engaged if all lines are busy)



	2. I would prefer a call stacking system 

(a queuing system with the patient then making             Yes    (          No  ( 

an informed choice as to whether to wait in the 

queue or try later)

	3. I would prefer an automated service 

(caller offered a series of directional messages/             Yes    (          No  (
different options to select)



	Please note – the cost of the call is to the patient

	The  Appointment System 

The practice offers same day access for patients to see the GP when they are ill and offers a limited number of pre-bookable (non urgent) appointments to allow patients to access their GP of choice.  However, the list size dictates that patients are unlikely to be able to see the same GP every time.    The practice is interested in any issues you may have experienced with the appointment system

  

	
	No experience
	Poor
	Fair
	Good
	Very

Good
	Excellent

	4. How do you rate the same day   

          appointment system


	
	1
	2
	3
	4
	5

	5. Convenience of day and time of your appointment


	
	1
	2
	3
	4
	5

	6. Seeing the doctor of your choice


	
	1
	2
	3
	4
	5

	7. Length of time waiting to see   

    the doctor or nurse 


	
	1
	2
	3
	4
	5

	Other comments about the appointment system, considering the practice statement above

……………………………………………………………………………………………………………………………..

……………………………………………………………………………………………………………………………..



	Current Services
We have been working with our Patient Participation Group and from their feedback as service users, it is clear that not all patients are aware of the range of services available within the practice 



	   8.  Did you know you can book a telephone

   consultation with a GP of choice whenever                Yes    (          No  (
        they are working in the practice ?



	9. Did you know that you can request 

   some administrative procedures/leave 

   a message for your GP without needing                    Yes    (          No  (
   to make appointment ?

   (eg request a further fit for work certificate.)

	10.  Did you know you can book appointments                  

    and order repeat prescriptions on line?                    Yes    (          No  (
         (ask for login details at reception)

Note – appointments on line are routine advance appointments, not same day

	11.  Did you know we have a practice website ? 

                                                                               Yes    (          No  (
   (www.woodlandsmedicalpractice.co.uk)



	12.  Did you know there is a suggestions box 
      in the surgery for patient feedback ?                        Yes    (          No  (
    (Suggestion/prescription box on reception or facility on web site) 


	13.  Did you know the practice has a 

      Patient Participation Group ?                                    Yes    (          No  (
(application forms in the waiting area or on the web site if you would like to get involved) 


	Providing Additional Services 

We are keen to seek out the views of patients on what other aspects of health care they would like to be available/be developed within the practice.    The patient participation group are working with the practice investigating this.  We would be interested in your views on the following :-



	14.    Would you be interested in patient

        support groups for chronic diseases                       Yes    (          No  (
        (eg asthma, diabetes, hypertension)

         And/or support groups for carers                          Yes    (          No  (
         of patients with chronic disease? 

If yes, in which areas ?  …………………………………………………………………………………………….

 ………………………………………………………………………………………………………………………………….

         

	15.    Would you be interested in health 

        education events ?                                               Yes    (          No  ( 

        e.g. healthy living,

              weight management

              exercise for health

Please suggest areas that might interest you    ………………………………………………………..

……………………………………………………………………………………………………………………………..



	Keeping Patients Informed 
Feedback tells us that poster campaigns are largely ineffectual for keeping patients informed and of course, patients have to attend surgery to access the information.   We would like to know how you would prefer to be contacted/hear about the services the practice provides.



	16. Which of the following would you use to find out information about the practice ? 

            ( Please select as many options as you wish)
Newsletter  (         Website  (         Posters  (         In-Surgery TV  (      

Email       (         Social Networks     (
and in which format ?             Large print  (      Braille          (             

Other / other language (please specify)…………………………………………………………………….  



	17.   We are currently considering a SMS Text messaging service 

  What do you think we should consider communicating in this way ? 

 Appointment reminders   (          Test results available       (  

 Other …………………………………………………………………………………………



	About the staff


	How do you rate the following :-


	No experience
	Poor
	Fair
	Good
	Very

Good
	Excellent

	18.  The information provided by   

      the Reception staff 

	
	1
	2


	3
	4
	5

	19.  The helpfulness of the   

      Reception staff

	
	1
	2
	3
	4
	5

	20.   How do you rate the self

         arrival touch screen facility 

 
	
	1
	2
	3
	4
	5

	21.  The information provided by  

      other staff 

	
	1
	2
	3
	4
	5

	22.  The helpfulness of other staff

	
	1


	2
	3
	4
	5

	And finally


	 Please rate:- 
	No experience
	Poor
	Fair
	Good
	Very

Good
	Excellent

	23. My overall satisfaction with this Practice

	
	1
	2
	3
	4
	5


Any further comments:

…………………………………………………………………………………………………………

…………………………………………………………………………………………………………

…………………………………………………………………………………………………………

…………………………………………………………………………………………………………

…………………………………………………………………………………………………………

The following questions provide us only with general information about the range of people who have responded to this survey and whether it is representative of the practice population.    It will not be used to identify you, and will remain confidential.

	How old are you?


	

	Are you male or female?


	

	How many years have you been attending this Practice?


	


	How have you completed this survey ?

                  On line    (          in the surgery     (          by post   (



Thank you very much for your time and assistance
Annex C
WOODLANDS  PATIENTS VOICE   -   PATIENT SURVEY ACTION PLAN 2012 -2013

	AREA
	DISCUSSION 
	ACTION  
	TIMESCALE

	Overall results


	The group reviewed the outcomes of the patient survey in order to produce the action plan and  in looking at   responses overall noted that high scores of good to excellent were shown throughout, so any points requiring action would be in response to outliers.


	Celebrate the results and share positive feedback across the practice team. 

Main areas identified for any improvement are (1)telephone access, (2)appointments (mainly around continuity of care) and (3)communicating services available.   

	Immediate

See below



	Telephone Access


	60% of respondents were happy with the current services.   Of two further options in the survey – a stacking system or automated system - 54% preferred the stacking system option (achievable as no cost option and simple programming on current system).    This was debated.

	The group unanimously voted for the telephone system to remain as it is in response to the high percentage of satisfaction. 
	Not applicable

	Appointments

	Patient’s most common issues are around continuity of care – i.e. being able to see the GP of choice/accessing pre-bookable appointments within a reasonable time frame. 

	The practice plans a review of clinical manpower with a capacity/demand audit, the results of which will inform a general review of the overall appointment system.   Any resulting plans for the appointment system would be brought to the group for discussion/input.    

	Audit planned 

3.12.12 to 

12.12.12

Jan/Feb 2013

	Communicating

Services

Available

	The survey had been written in such a way to advertise practice services.    e.g “are you aware you can order your prescriptions on line ? and give instructions “ask the receptionist for log in details”.    It was clear from the responses that services need to be more widely advertised. 

Concerns raised about any aggressive promotion of telephone/admin consultation being available  with clinical staff  - may further impact on face to face appointment availability.

Discussed the possibility of reducing pressure on the prescription order (telephone) line.   


	Group to use all possible media advertising methods, in order to inform patients of current / improvements to services.
Practice to run a rolling quarterly promotion through the newsletter and continue to offer to patients at the point of contact where appropriate.
Practice to update a previously used  leaflet detailing online/fax/mail and pharmacy ordering options.


	Jan/Feb 2013

Include in next issue 

(this month)

January 2013

	True representation?
	(?) Is the survey truly representative of the practice population  (3%).   The age distribution was reasonably spread.   The survey ran for several weeks in the  practice and was also available on the website - agreed we have to work with what we have this time  - but plan for future surveys.
	Make use of email addresses on file, continue to utilise the website  and hand out in practice.   Target specific groups by mail shot and look to increase distribution in other ways.   
	Next survey

	Sharing the results
	The survey results,  action plan and responses will need to be shared  with patients.  


	For the group to discuss and agree on how best to manage this.  In previous years, results have been advertised in practice using a “you said…..we did”  poster campaign.    Other media options are now also available. 
	WPV January meeting. 


