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	An introduction to our practice and our Patient Reference Group (PRG)

	The Wellspring Surgery is a seven doctor partnership based in St Anns, Nottingham.  The Wellspring practice was originally formed in 1994 following the merger of two smaller well established practices.  St Anns Valley Centre opened in April 2012 and houses Nottingham NHS, Nottingham City Council, Nottingham City Homes and 2 GP surgeries, all under one roof.

We have a wonderful diverse population.  Significant minorities of patients are Afro-Caribbean and we also have a small number of patients of Chinese, Vietnamese origin and of other ethnic groups.

Our list size is currently 8,540; this increased in March 2013 by 12.5% following the retirement of a single-handed neighbouring GP.  In addition to the seven partners, we have a half-time salaried GP.  In 2013 we were approved to become a Training Practice and currently have a GP Registrar on a four month rotation programme.

We have been working with our Patient Participation Group for many years.  During 2011-12 our main priorities were focussed around the development of the new St Anns Valley Service Centre.  During 2013-14 focus has been towards the range and quality of services which we offer as a practice


Representation on our PPG has gradually increased year on year; however, this remains not entirely representative of our practice population with regards to age and ethnicity.

We currently have 13 members on the PPG; however, we continue to try and recruit in a number of ways.

The PPG meetings are held quarterly or more frequently if required.  Representatives from the practice are Dr Swinscoe (lead GP for Patient Participation) and the Practice Manager, Joanne Sherwood.

Our PPG is active in bringing issues to the attention of the practice; plus at each meeting we reflect on the comments book which is located in reception for every patient to write comments if they so wish.  Our group acts as a sounding board to test out any new initiatives before they are formally launched, i.e. our current “Sit & Wait” trial of appointment system and the 2013-14 patient satisfaction survey.

We welcome new members and anyone who would like to know more about the PPG please contact Reception for further information.




	Establishing the Patient Representative Group
This shows how the practice has tried to ensure that the PRG is representative of the wider practice population.  Information is provided here on the practice and PRG profile.

	
	Practice population profile
	PRG profile
	Difference

	Age

	% under 18
	27%
	0
	-27%

	% 18 – 34
	27%
	0
	-27%

	% 35 – 54
	27%
	23%
	-4%

	% 55 – 74
	14%
	69.2%
	+55.2%

	% 75 and over
	5%
	7.69%
	+2.69%

	Gender

	% Male
	49%
	30.76%
	-18.24%

	% Female
	51%
	69.24%
	+18.24%

	Ethnicity

	% White British
	42%
	84.61%
	+42.61%

	% Mixed white/black Caribbean/African/Asian
	6%
	15.39%
	+9.39%

	% Black African/Caribbean
	17%
	0
	-17%

	% Asian – Indian/Pakistani/Bangladeshi
	4%
	0
	-4%

	% Chinese 
	1%
	0
	-1%

	% Other
	29%
	0
	-29%

	These are the reasons for any differences between the above PRG and Practice profiles:

	Our Patient Participation Group is not fully representative of our practice population with regards to age and ethnicity.  The practice continues to make efforts to recruit members to the PPG and in particular the following unrepresented groups of people:-

The age ranges where our PPG is not fully representative of our population are as follows:-

· Under 18 years
· 18-34 years

Currently we have no representation on our PPG from any other ethnicity, other than British, Caribbean, African or Irish despite the efforts by the practice and PPG members to recruit more members on board.

The following has been undertaken this year to gain representation:-

· All GPs and Practice Nurses continue to discuss opportunistically with individual patients.
· Advertising on the website, including how to become a virtual member (patients who do not have to attend the PPG meetings).
· Our PPG members helped devise the questions used in the Patient Questionnaire and also attended surgery to give out and assist patients in the completion of these, promoting the work of the PPG at the same time.


	In addition to the above demographic factors this is how the practice has also taken account of other social factors such as working patterns of patients, levels of unemployment in the area, the number of carers:

	The PPG meeting times, early evening, have proved to be convenient for the PPG members.  We are flexible to change to meet the needs of the group but to date there have been no requests from the patient representatives.

The practice offers the opportunity for all patients, including carers, to raise comments, concerns or issues via the ‘comments book’ which forms part of the PPG agenda.  This book was introduced at the suggestion of the PPG members as one way to ensure we are looking at the views from the wider practice population and not just members of the group.


	This is what we have tried to do to reach groups that are under-represented:

	We currently have 13 members on the PPG; however, we continue to try and recruit in a number of ways:-

· Posters and information regarding details of the PPG meetings are displayed in the waiting area.
· Photographs of some of our PPG members are soon to be displayed in the waiting area, to encourage patients to make contact should they have any comments regarding the services or premises.
· Last year we set up a virtual patient representative group link on our website for patients who are unable to attend the PPG meetings and attract to a broader spectrum of patient representation.  Unfortunately, to date we have not received any interest.
· Our current PPG members actively encourage new members to come along to meetings.
· Last year we changed the times of the PPG meetings to start early evening which continues to see an increase in attendance.







	Setting the priorities for the annual patient survey
This is how the PRG and practice agreed the key priorities for the annual patient survey

	
The key priorities for the 2013-14 Patient Survey were discussed with the PPG at the meeting on 6th June 2013 and agreed on 4th November 2013.  It was felt that the main priority would be to review access to the practice.

The practice team fed back from their team meeting held on 14th May 2013 discussions they had regarding improvements in access.   The questionnaire was devised based on the following:-

· Surgery opening hours.
· Booking an appointment.
· Getting through on the telephone.
· Arriving for your appointment.
· Feedback from GP/Practice Nurse consultation.
· Overall satisfaction
· Would you recommend joining the Wellspring surgery?




	Designing and undertaking the patient survey
This describes how the questions for the patient survey were chosen, how the survey was conducted with our patients and includes a summary of the results of the survey (full results can be viewed as a separate document)

	How the practice and the Patient Reference Group worked together to select the survey questions:

As outlined above, the survey questions were discussed originally in June and then the practice presented a draft copy of the questionnaire at the November meeting.  The wording on some of the questions was altered to make it clearer and a comments box added to the end to encourage further comments.


	How our patient survey was undertaken:

The patient survey was undertaken during December 2013.  250 questionnaires were distributed to patients in-house by the Reception Team; with 60 being completed and returned by 10th January 2014.

On 4 occasions during this period members of the PPG attended the surgery to encourage patients to complete the questionnaires.  The PPG fed back during the January 2014 meeting that it was a good experience supporting people to fill out the questionnaires and felt it had been worthwhile. 


	Summary of our patient survey results:

A full copy of the survey results is attached.  Overall the patient survey showed that

· 73.84% of patients were satisfied with the surgery opening hours;
· 23% of patients prefer to book appointments in person, 61.5% prefer to book by phone and 15.38% online;
· 41.2% of patients prefer to book an appointment on the day and 58.7% prefer to book in advance;
· 29.3% of patients report it is easy getting through on the phone and 70.6% report it is not very easy;
· 89% of patients reported overall satisfaction with the care they received from the surgery;
· 80% would recommend the Wellspring Surgery to someone who moved in to the area.  This report was circulated and discussed during the PPG meeting in January 2014.
· It was noted that only 24% of patients were aware of Pharmacy First i.e. Minor ailments that you can see a pharmacist  for example head lice, temperature, teething, earache, sore throat, diarrhoea, haemorrhoids, threadworms, vaginal thrush, bacterial conjunctivitis, constipation, insect bites, warts an verruca’s, cystitis and hay fever.  
· 6.5% of patients were not aware of any of the primary care services or emergency services, including 999 available to them. 







	Analysis of the patient survey and discussion of survey results with the PPG
This describe how the patient survey results were analysed and discussed with PRG, how the practice and PRG agreed the improvement areas identified from the patient survey results and how the action plan was developed:

	How the practice analysed the patient survey results and how these results were discussed with the PPG:

The survey results were collated and analysed and the PPG were invited to comment and feedback on the survey during the January meeting.

During the meeting the main issues highlighted and discussed were:-

· Telephone access
· Appointments


	The key improvement areas which we agreed with the PPG for inclusion in our action plan were:

A number of ideas were put to the PPG for our action plan as a result of the survey:-

· “Sit & Wait” trial - the members were very positive about the trial which will enable patients just to come down to the surgery between 8.30 am – 10.30 am and they will be guaranteed to be seen rather than phoning at 8.30 am to make an appointment.
· To continue to offer the additional 2 telephone consultations per GP per day.
· To introduce the online booking of appointments.
· Room numbers and Doctors names to be displayed on the callboard.
· We will continue with our ongoing work in providing information and signposting our patients to the most appropriate services, i.e. our highly skilled nurses offer minor illness clinics twice a day to see patients with:

	UPPER RESPIRATORY TRACT
	Asthma, Colds & Flu, Cough, Fever, Hay fever, Nosebleeds, Sore Throats, Sinusitis, Hyperventilation

	HEAD BACK AND NECK PAIN
	Back pain, Dizziness, Earache, Headache, Neck pain

	WOMEN'S AILMENTS
	Emergency Contraception, Mastitis (breast infection) Missed Pill, Vaginal Discharge

	EYES AND SKIN
	Boils, Cold Sores, Conjunctivitis, Head Lice, Infected Wounds, Infected nails, Insect Bites and Stings, Rashes & Nappy Rash, Sore Eyes & Styes, Sunburn.

	ABDOMEN
	Constipation, Cystitis, Diarrhoea & Vomiting, Indigestion, Threadworm, Tummy Ache, Vomiting




· To advertise to patients how much time is actually wasted through missed appointments.

Overall the questionnaire identified that our current appointment system needed to be reviewed and updated to reflect the increase of patients accessing our services.



	We agreed/disagreed about:

There were no areas of disagreement identified.




	ACTION PLAN


	How the practice worked with the PPG to agree the action plan:

The action plan was developed and circulated amongst the PPG members for comment and agreement.



	We identified that there were the following contractual considerations to the agreed actions:

None applicable.



	Copy of agreed action plan is as follows:


	Priority improvement area

	Proposed action 
	Responsible person
	Timescale
	Date completed (for future use)

	Development of our appointment system
	To trial “Sit & Wait” for a 2 month period during March and April 2014
	Joanne Sherwood
	May 2014
	

	Introduce online booking of appointments

	To offer this service to patients during 2014
	Joanne Sherwood
	January 2014
	

	Introduce additional GP telephone consultations

	Each GP to offer an additional 2 telephone consultations per day
	All GPs
	January 2014
	

	To continue to promote the services offered by the Practice Nurses

	Cardboard cut-out nurse advertising services displayed in waiting room.
	All Practice Team
	Ongoing
	

	To monitor DNA rates within the practice (patients who do not attend their appointments)
	To audit numbers of appointments missed and time wasted.  Results to be displayed within the waiting area.
	Jennifer Chambers
	Ongoing
	




	Review of previous year’s actions and achievement 
We have summarised below the actions that were agreed following the patient survey 2012/13 and whether these were successfully completed or are still on-going and (if appropriate) how any have fed into the current year’s survey and action plan:

	“You said ………..  We did …………  The outcome was ………”

	“You said”
	“We did”`
	“The outcome was”

	To review our access during 2013-14.
	Team afternoon to discuss appointments.  Discussion with PPG and patient questionnaires developed and other feedback from patients.
	We are now piloting a “Sit & Wait” appointment system, offer more telephone consultations, have more GP appointments.  Audit and feedback time wasted from missed appointments.

	Current Technology
Offer online appointments for patients who do not wish to phone and make an appointment.
	
With effect from January 2014 we offer online appointments.


	
Patients are now able to book appointments and request prescriptions online.



	Advertise that you can order your repeat medication on line via the practice website
	All prescriptions are now stamped with our surgery website address, reminding patients they can order on line.



	Patients’ ordering on line has now become very popular.

	Improve PPG numbers and request patient feedback.
	Kept to evening meetings so more patients could attend and regularly review comments book.
	Better attendance at meetings and all patients have the opportunity to feedback about our services.

	Car Parking 
Although car parking has improved with the move there are still concerns that the signage does not seem to be adequate, i.e. PPG recommend that clearer and larger signs would prove advantageous and limit mistakes when parking.

	
The practice fed back to the Manager of the St Anns Valley Centre informing him of the concerns.
	
Issues still ongoing.


	Signs to remind parents that children should not be running around the surgery.
	Signs displayed throughout the waiting area.
	[bookmark: _GoBack]Parents are aware.






	Where there were any disagreements between the practice and the PPG on changes implemented or not implemented from last year’s action plan these are detailed below:

Nothing to report.






	Publication of this report and our opening hours

	This is how this report and our practice opening hours have been advertised and circulated:

The final report for 2013-14 will be published on the practice’s website www.wellspringsurgerynottingham.co.uk

In addition a copy of this report is available in the waiting room; sited on the PPG section of the practice noticeboard.  A hard copy is available to all patients on request.



	Opening times
These are the practice’s current opening times  (including details of our extended hours arrangements)

	
The practice is opening hours are:-


	Monday
	8.30 am – 12.30 pm
	1.30 pm – 6.30 pm


	Tuesday
	8.30 am – 12.30 pm
	1.30 pm – 6.30 pm


	Wednesday
	8.30 am – 12.30 pm
	1.30 pm – 6.30 pm


	Thursday
	8.30 am – 1.00 pm
	Closed


	Friday
	8.30 am – 12.30 pm 
	1.30 pm – 6.30 pm




These are published in the practice leaflet, on the practice website and on the NHS Choices website.

Patients can access our service by telephone or by booking an appointment in person with one of our receptionists.  In addition patients can also book appointments and order repeat medication 24/7 using our online system.  This is accessed via our website www.wellspringsurgerynottingham.co.uk
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		A.		Opening Hours

		Q1		How satisfied are you with the opening hours at the practice?		Very		Fairly		Neither satisfied nor dissatisfied		Quite dissatisfied		Very dissatisfied		Don't know opening hours

						19		22		7		7		4		6

		Q2		How do you normally book your appointments to see a Doctor or Nurse at the surgery?		In person		By phone

						13		55

		B.		Appointments

		Q3		Which of the following methods would you prefer to use to book an appointment at the surgery?		In person		By phone		Online		No preference

						18		48		12		1

		Q4		Pre-bookable appointments are available every weekday.  Currently we do not open for extended hours, if we did what would you prefer?		Weekdays before 8.00am		Week days after 6.30pm

						22		41

		Q5		When you make a routine appointment would you rather		Be seen quickly - any doctor				Wait to see Doctor of your choice

						25				42

		Q6		If you would rather wait, how long do you think it is reasonable to wait for?		One day		A few days		Within a week		Two weeks		As long at it takes to get an appointment

						25		21		4		0		4

		Q7		Do you prefer to book a routine appointment		On the day		In advance

						26		37

				If in advance, how far in advance would usually suit you best?

				1 week to arrange support		8

				2-3 days		5

				2 days		1

				1 week to arrange support		3

				1-2 days		1

		C.		Getting through on the phone

		Q8		In the past 6 months how easy have you found the following?		Very Easy		Fairly Easy		Not very easy		Not at all easy		Don't know		Haven't tried

				Getting through on the phone		4		13		11		30		1

				Speaking to a Doctor on the phone		1		11		9		7		5		21

				Speaking to a Nurse on the phone		5		9		4		5		5		24

				Obtaining test results by phone		3		8		5		8		5		22

		D.		Seeing a Doctor

		Q9		In the past 6 months have you tried to see a Doctor urgently?		Yes		No		Can't remember

						37		23		1

		Q10		Think about the last time you tried to see a Doctor urgently.  Were you able to see a doctor on the same day or in the next two week days that the practice was open?		Yes		No		Can't remember

						30		20		12

		Q11		If you weren't able to be seen during the next 2 days that the practice was open, why was that?		There weren't any appointments		Times offered didn't suit		Appt was with wrong GP		A nurse was free but I wanted GP		Can't remember

						21		3		2		2		8

				How long did you have to wait?		2d, 2d, 4d, 5d, 5d, 10d, 10d

				"Home Visit"

		Q12		In the past 6 months, have you tried to book ahead for an appointment with a Doctor?  By 'booking ahead' we mean booking an appointment more than two week days in advance.		Yes		No		Can't remember

						32		23		5

		E.		Arriving for your appointment

		Q13		How clean is the Practice?		Very clean		Fairly clean		Not very clean		Not at all clean		Don't know

						47		14		0		0		0

		Q14		How helpful do you find the Receptionists at the practice?		Very		Fairly		Not very		Not at all

						34		24		4		0

				Any comments

		Q15		How long after your appointment time do you normally wait to be seen?		Normally seen on time		Less than 5 minutes		5 to 15 minutes		15 to 30 minutes		More than 30 minutes		Can't remember

						5		6		16		23		13		1

		Q16		How do you feel about how long you normally have to wait?		Don't normally have to wait long				Have to wait a bit too long		Have to wait far too long		No opinion/ doesn't apply

						19				18		19		5

		F.		Seeing a Doctor

		Q17		The last time you saw a Doctor at the practice how good was the Doctor at each of the following?		Very good		Good		Neither good nor poor		Poor		Very poor		Doesn't apply

				Giving you enough time		37		19		2		2		1		0

				Asking about your symptoms		33		21		3		2		0		0

				Listening		36		20		2		2		0		0

				Explaining tests and treatments		31		18		5		2		0		3

				Involving you in decisions about your care		26		22		4		2		0		5

				Treating you with care and concern		32		20		3		2		0		0

				Taking your problems seriously		29		18		8		2		0		0

		Q18		Did you have confidence and trust in the Doctor you saw?		Yes, definitely		Yes, to some extent		No, not at all		Don't know/ can't say

						50		8		1		2

		G.		Seeing a Practice Nurse (not the Treatment Room Nurse

		Q19		How easy is it for you to get an appointment with a Practice Nurse at the practice?		Haven't tried		Very		Fairly		Not very		Not at all		Don't know

						11		15		26		4		1		4

		Q20		The last time you saw a Practice Nurse at the surgery, how good was the Doctor at each of the following?		Very good		Good		Neither good nor poor		Poor		Very poor		Doesn't apply

				Giving you enough time		24		24		4		0		0		6

				Asking about your symptoms		22		24		4		0		0		7

				Listening		24		19		5		0		0		7

				Explaining tests and treatments		21		21		4		0		0		8

				Involving you in decisions about your care		23		20		3		0		1		8

				Treating you with care and concern		25		21		3		1		1		6

				Taking your problems seriously		25		20		4		0		1		7

		Q21		Did you have confidence and trust in the Nurse you saw?		Yes, definitely		Yes, to some extent		No, not at all		Don't know/ can't say

						38		12		2		4

		H.		Your Overall Satisfaction with The Wellspring Surgery

		Q22		In general, how satisfied are you with the care you get at the surgery?		Very		Fairly		Neither satisfied nor dissatisfied		Quite dissatisfied		Very dissatisfied

						31		18		5		1		0

		Q23		Would you recommend The Wellspring Surgery to someone who has just moved to your local area?		Yes		Might		Not sure		Probably not		Definitely not		Don't know

						40		10		4		6		0		2

		Q24		Where do you read messages from the practice?		On posters on the surgery walls		Bottom of prescriptions		On the website		By text		None of these

						34		8		1		6		18

		Q25		Which of the following do you already know about?

				GP Practice during opening hours		41

				Nottingham Emergency Medical Service - the Out of Hours service on Derby Road		37

				NEMS Clinics and walk-in-centres at Platform One, Station Street and Upper Parliament Street		38

				NHS Direct - telephone only		37

				111 advice telephone line		34

				Emergency Department at Queens Medical Centre		45

				999 emergency line		48

				Pharmacy First		15

				None of the above		4

		I.		Questions about you

		Q26		Are you		Male		Female

						24		37

		Q27		How old are you		Under 18		18-24		25-34		35-44		45-54		55-64

						0		4		11		14		9		6

						65-74		75-84		85 & over

						9		6		0

		Q28		Which of these best describes what you are doing at present?		Full-time paid work		Part-time paid work		Full-time Eduation		Unemployed		Permanently sick or disabled		Fully retired from work

						17		6		4		5		10		10

		Q29				Looking after the home				Doing something else

						3				5

		Q30

				In general, would you say that your health is		Excellent		Very good		Good		Fair		Poor

						7		11		20		15		8

		Q31

				Are you a parent or a legal guardian of any children aged under 16 years currently living in your home?		Yes		No

						23		38

		Q32

				Do you have carer responsibilites for anyone in your household with a long-standing health problem or disability?		Yes		No

						6		49

				What is your ethnic group?

				White - British		37

				White - Irish		3

				White - Other		2

				Mixed - White & Black Caribbean		2

				Mixed - White & Black African		0

				Mixed - White & Asian		3

				White + any other mixed background		1

				Indian		0

				Pakistani		0

				Bangladeshi		0

				Any other Asian background		1

				Caribbean		6

				African		3

				Any other Black background		0

				Chinese		1

				Any other ethnic group		0

				Comments:-

				More appointment hours, shorter waiting hours for appointments

				More telephone consultation slots

				More answering phones

				Shorter waiting times for appointments (waited over an hour on 2 occasions)

				Happy with everything

				Showing room numbers for doctors - currently very confusing

				Earlier opening hours, more GPs, allow people to ring at any time of day for an appointment

				More accessible appointment booking - currently if you miss morning call you have to wait for an afternoon slot!

				I think the nurse is a get-out clause for the GPs

				More suitable facilities in toilets for toddlers eg. flip plastic training seat

				Less waiting times. More accurate dealing with queries. Compassionate staff who will refer on if they cannot help.

				Problems with electronic booking system - doesn't always work

				Doctors should try to attend to patients quick enough not to inconvenience the next patient - can wait up to 30 mins

				Keep up the good work

				It's good as it is

				Should have the same doctors instead of having different doctors you haven't seen before

				More information and advice for new parents re: baby clinics

				Need a play area for children above 5 - i.e. books, crayons

				More doctors appointments for late evenings (after 5.30pm) or Saturday mornings for working people

				Would be nice for GPs to see older people and children as emergencies if needed and don't make them wait

				Appointment times a joke here!

				Improve PC updating - keep getting incorrect amounts of tablets

				Could benefit working people by being open later on weekdays

				I find booking an appointment by phone very difficult

				Dr Campbell – anything good is this doctor, she looks after me real good, very caring, supportive, understanding and gives me time

				Need nurses appointments outside of 9-5 - If you have to see a nurse for a regular injection it’s not appropriate to take time off work every time

				I am happy with the service, but concerned about Thursday closing

				Some receptionists are good but sometimes they don’t have enough practice

				Please make online appointment booking available.  I don’t understand why I have to call on same to book appointment.

				Better reception – answer the phone quicker

				Pharmacy being in the health centre big help. Communication between surgery and pharmacy not always good

				I don’t like to be discussing my medication, which the GP has prescribed with the receptionist, at her desk in front of other patients

				Difficulty getting an appointment for a working person. Recently I could not get an appointment and had to wait until after the holidays.

				When waiting to register for my appointment I have to wait as the receptionist has to spend a long time with ‘none English speaking’ persons
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