	Patient Participation Report

	
	The Wellspring Surgery 
	

	Stage One
	
	

	1
	
	

	Practice Population:
	7,244 
	 
	

	 
	Sex:
	Male
	 3598
	Female
	 3646
	

	Age:
	Under 16's
	1802 
	 
	 
	 
	 
	 
	

	 
	17 - 25
	 946
	36 - 45
	 1043
	56 - 65
	 561
	 
	

	 
	26 - 35
	 1274
	46 - 55
	 881
	66 +
	 737
	 
	

	Ethnicity:
	 
	Caribbean
	 854
	other:
	404 
	

	British, Mixed British
	 2973
	African
	 681
	other:
	 
	

	English
	 9
	Mixed Black
	 106
	other:
	 
	

	Scottish
	 0
	Chinese
	 75
	other:
	 
	

	Welsh
	 0
	Japanese
	 0
	other:
	 
	

	Indian, British Indian
	 37
	Vietnamese
	 44
	other:
	 
	

	Are there any specific Minority Groups within the Practice Population?

28.4% of our currently registered patients have no ethnicity on their record.

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.


	

	

	

	

	

	Validating that the patient group is representative of the practices population base. Payment Component 1

	2
	 
	
	

	Patient Representative Group Profile (PRG):
	
	

	 
	Sex:
	Male
	 3
	Female
	 5
	

	Age:
	Under 16's
	 
	 
	 
	 
	 
	 
	

	 
	17 - 25
	 
	36 - 45
	 1
	56 - 65
	 2
	 
	

	 
	26 - 35
	 
	46 - 55
	 1
	66 +
	 4
	 
	

	Ethnicity:
	 
	Caribbean
	 
	other:
	 
	

	British, Mixed British
	 8
	African
	 
	other:
	 
	

	English
	 
	Mixed Black
	 
	other:
	 
	

	Scottish
	 
	Chinese
	 
	other:
	 
	

	Welsh
	 
	Japanese
	 
	other:
	 
	

	Indian, British Indian
	 
	other:
	 
	other:
	 
	

	What steps has the practice taken to recruit patients and to sure it is representative of the practice profile?

Our Patient Participation Group (PPG) is not representative of our practice population with regards to gender and ethnicity.  

· Posters and information details of our PPG meetings have been displayed within the practice.  

· We have set up a virtual patient representation group link on our practice website.  Our aim is to gather around 100 patients from a broad spectrum as possible to get a truly representative sample.  
· Our current PPG members encourage new members to come along to meetings.

· Results of our recent Patient Survey show that 60 patients who completed the questionnaire would like to come along to meet our PPG group and find about more about joining.  This will be on Monday 28th May 2012 (the official opening day of the new building).

· We will be moving into our new building with effect from Monday 23rd April 2012 and we intend to have dedicated notice board space in the waiting area which will be used to display information regarding our Patient Participation Groups activities.


	

	

	

	

	

	

	

	Validating that the patient group is representative of the practices population base. Payment Component 1

	3
	 

	Compare the PRG with your practice profile and describe the differences between the practice population and membership of the PRG?

Our Patient Participation Group (PPG) 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;

· 17-25 years
· 26-35 years

Currently we have no representation on our PPG from any other ethnicity other than British/Mixed British despite the efforts by the practice and the PPG members to recruit more members on board. 



	

	

	

	

	

	

	

	

	

	

	

	

	

	Validating that the patient group is representative of the practices population base. Payment Component 1

	4
	 

	Please explain any differences in section 3 above and the efforts of the practice to communicate with groups not represented? (this is required even If the practice has chosen to use a pre-existing PRG)

As a practice we have encouraged PPG membership in the following ways;

· All GPs and Practice nurses have discussed this with individual patients on a one to one basis.
· General invite posters displayed in reception and dates of meetings and general information left on patient’s chairs in the waiting room on numerous occasions.

· Two members of the reception/admin team – Jo Simpson and Carol Lawrence named as leads for this within the practice and are available to discuss with patients face to face or by telephone any questions they have regarding the PPG group membership.  
· Included the link on the practice website to become a virtual member (patients will not have to attend PPG meetings).  This is something that can also be advertised during our open day. 



	

	

	

	

	

	

	

	

	

	

	

	Validating that the patient group is representative of the practices population base. Payment Component 1

	

	Stage Two
	 

	Agreeing Priorities
	

	5
	

	How has the practice sought the PRGs views of priority areas?

We have been working with our Patient Participation Group (PPG) now for many years.  During the past two years during the development of the new health centre (St Anns Valley Joint Service Centre) which both practices are moving into we held joint meetings to discuss the development of the new building.

With effect from November 2011 the development was well underway and there was no further need for a joint meeting.  During this meeting the main priorities identified were mainly still around  he new building but specifically around what we as a practice were offering to our patients. 
A discussion took place regarding the patient survey and to ensure the practice ask the right questions, the PPG were asked what were their ‘key priorities’ when it comes to looking at the services to them and others within the Wellspring Surgery.



	

	

	

	

	

	

	

	

	

	Validate through the local patient participation report. Payment Component 2
	 

	6
	 

	Please describe how the priorities for the survey were selected - do these reflect those set out by the PRG?

The PPG felt that due to moving into the new building it was appropriate to base this years survey on the following four areas;

· Parking – This remains a problem for local residents plus people trying to come into the health centre.  One of the members fed back that at the last Friends and Residents meeting he attended regarding the new building there would be 6 disabled parking spaces for the whole of the new development.  The group felt that there needs to be adequate parking at the new building for disabled drivers, patients, visitors and staff.  
· New technology – the practice explained that they were willing to invest in new technology in the new building i.e. self service check in board which will improve confidentially and help to keep the queues down on arrival.  An electronic display screen which will inform patients of any delays and show educational material.  The group felt that new technology is the way forward.
· New waiting area - Everyone felt that this would be a good time to ask patients what they want for a relaxed environment.

· Open day – This may encourage new members to join the PPG; enable patients to meet the staff and discuss services which we currently provide and potentially new services.


	

	

	

	

	

	

	

	

	Validate through the local patient participation report. Payment Component 2
	 

	
	

	Stage Three
	

	Survey
	

	7
	

	How has the practice determined the questions used in the survey?

Following the discussions with our Patient participation Group (PPG) and further discussions within the practice team we developed our own survey specifically around these main four areas.

	

	

	

	

	

	

	

	

	Validate the survey through the local patient participation report. Payment Component 3
	 

	8
	 

	How have the priority areas been reflected in the questions?

· Parking – The patient survey included questions as to how patients usually travelled to the surgery; what their current thoughts were regarding the parking situation; what would most encourage them to use an alternative transport; suggestions as to how we can improve parking.

     We agreed to forward the results of our car parking survey back to Nottingham City NHS so they are aware of

     patient concerns regarding difficulties in getting to the surgery i.e. frequency of the bus service and if they did travel 

     by car how easy was it to park.
· Current Technology –The survey asked patients if they were aware we had our own website; were they aware repeat prescriptions could be ordered via the website on line; were they aware of our text reminders service and what other services we should be offering on line.

· New technology – Patients were asked if they would use the new self service check in screen and the electronic display screen.

· New waiting area – We asked patients what they would like to make their new waiting more relaxed and a calmer environment.
· Open day – We asked patients if they would attend an open day and what they would like us to include in the event.


	

	

	

	

	

	

	

	

	

	

	Validate the survey through the local patient participation report. Payment Component 3
	 

	9
	 

	Describe the Survey - How and when was the survey Conducted?

We agreed with the PPG that the patient survey would be paper based and on line via the practice website also.  

400 paper copies of the questionnaire were handed out by the reception team during November 2011.  An electronic copy of the survey was put on the practice website which could either be completed on line or printed off and handed in.
 Anonymous responses were posted back into a dedicated box within reception.


	

	

	

	

	

	

	

	

	

	

	Validate the survey through the local patient participation report. Payment Component 3
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	What methods practice has used to enable patients to take part?

Paper copies of the survey were offered to all patients by the receptionists at the desk and copies were also left at the reception area.

An electronic copy of the survey was put on the practice website which could be completed on line or printed off and handed in.

	

	

	

	

	

	

	

	

	

	

	

	Validate the survey through the local patient participation report. Payment Component 3
	 

	
	

	Stage Three continued
	

	Survey
	

	11
	

	How has the practice collated the results?

The results were collated and analysed by a practice staff member using excel.  The results and comments from the practice were fed back to the PPG on 11.01.12 and actions were agreed.


	

	

	

	

	

	

	

	

	Validate the survey through the local patient participation report. Payment Component 3
	 

	12
	 

	How were the findings fed back to the PRG?

The findings of the patient survey 2011 were fed back to the PPG members on 11.01.12.  The summary report was presented to the PPG members by the practice manager and the lead GP for the PPG and time allowed for their comments.

	

	

	

	

	

	

	

	

	

	

	Validate the survey through the local patient participation report. Payment Component 3
	 

	

	Stage Four
	 

	Results
	

	13
	

	Please describe survey results:

The full report of the survey results is attached to this word document link below.

[image: image1.emf]C:\Documents and  Settings\emis2000.EMIS5176\My Documents\Enhanced Services\2011 2012\PATIENT PARTICIPANT FORM\Patient Survey 2011 report.rtf


If you are unable to open this word document please refer to Appendix 1. (which is attached to the end of this document)

	

	

	

	

	

	

	

	

	

	Validate the survey and findings through the local patient participation report. Payment Component 4
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	Explain how the PRG was given opportunity to comment?

The PPG members fed back their comments during the meeting on 11.01.12.  The PPG members felt that the results of the survey show that the high percentage (80.3%) completing this questionnaire were not aware of the new Wellspring Surgery practice website and a further high percentage of (86.7%) of patients completing the questionnaire were unaware that repeat prescriptions could be ordered via the website showed that we need to advertise these new services and this was something they could help with. 

	

	

	

	

	

	

	

	

	Validate the survey and findings through the local patient participation report. Payment Component 4
	 

	15
	 

	What agreement was reached with the PRG of changes in provision of how service is delivered?

It was agreed that it would be an excellent opportunity to advertise our website and ordering of prescriptions on line during our open day event on Monday 28.05.12.  Two of our PPG members will be able to show patients how to access our website and on line ordering of prescriptions.  

It was also agreed that the members would think about what sort of desired items would be in the waiting area of the new building i.e. what sort of books/magazines; should we invite people to write their own poetry to have on display; what sort of plants; should there be music and if yes what type of music would be suitable?
 

	

	

	

	

	

	

	

	

	Validate the survey and findings through the local patient participation report. Payment Component 4
	 

	16
	 

	Were there any significant changes not agreed by the PRG that need agreement with the PCT?

-

	

	

	

	

	

	

	

	

	

	

	

	

	

	Validate the survey and findings through the local patient participation report. Payment Component 4
	 

	Stage Four continued
	

	Results
	

	17
	

	Are there any Contractual considerations that should be discussed with the PCT?

-

	

	

	

	

	

	

	

	

	

	

	

	

	Validate the survey and findings through the local patient participation report. Payment Component 4

	Stage Five
	 

	Action Plan
	

	18
	

	How did you consult with the PRG about the action plan? 

The action plan was devised as a result from the Patient survey and feed back from the PPG members and the surgery team.  This will be used as a working document updated as and when required. 

Copy of the action plan attached 


[image: image2.emf]C:\Documents and  Settings\emis2000.EMIS5176\My Documents\Enhanced Services\2011 2012\PATIENT PARTICIPANT FORM\The Wellspring Surgery PPG action plan.rtf



	

	

	

	

	

	

	

	

	

	

	Consulting on the Action plan with the PRG and seeking PCT agreement where necessary. Payment Component 5

	19
	 

	Please give a brief summary of priorities and proposals agreed with the PRG arising out of the practice survey:

Please refer to section 15.
Our main priority this year is to move premises and ensure that patients are aware of the IT services available currently and in the future. i.e. future on line booking of appointments. 

	

	

	

	

	

	

	

	

	

	

	

	

	Consulting on the Action plan with the PRG and seeking PCT agreement where necessary. Payment Component 5

	20
	 

	Were there any issues that could not be addressed? - if so please explain

The issue of disabled parking was raised.  All car parking issues will be forwarded to Nottingham City NHS.  Nottingham NHS will also ensure that Nottingham City council will be aware of the comments from the patient survey.


	

	

	

	

	

	

	

	

	

	

	

	Consulting on the Action plan with the PRG and seeking PCT agreement where necessary. Payment Component 5

	
	

	21
	

	Has the PRG agree implementation of changes and has the PCT been informed (where necessary) 

Yes

	

	

	

	

	

	

	

	

	

	

	

	

	Consulting on the Action plan with the PRG and seeking PCT agreement where necessary. Payment Component 5

	
	

	Stage Six
	

	Publication of Report
	

	22
	

	Please describe how this report has been publicized/circulated to your patients and the PRG

This report will be available on our practice website.  We will advertise that this report exists through posters in the waiting areas.



	

	

	

	

	

	

	

	Additional statement to support report publication. Payment component 6
	 

	23
	
	

	Additional Information
	

	Opening Times
	

	Confirm Practice opening hours - explain how patients can access services during core hours?
Morning 
Afternoon 
Monday 
08:30 - 12:30 
13:30 - 18:30 
Tuesday 
08:30 - 12:30 
13:30 - 18:30 
Wednesday 
08:30 - 12:30 
13:30 - 18:30 
Thursday 
08:30 - 13:00 
closed 
Friday 
08:30 - 12:30 
13:30 - 18:30 
Weekend 
closed 
closed 
Our Reception team is available at the above times and patients can access our services face to face in surgery or via the telephone.  Patients can order their repeat prescription online using our on line system via the practice website.
Home visits are available for patients who are housebound because of illness or disability.  We request that patients who require a home visit telephone reception before 10.00am.
If patients require urgent medial treatment when the surgery is closed, contact the surgery via telephone and they will be transferred to our out of hours service.

	

	

	

	

	

	

	

	

	

	Additional statement to support report publication. Payment component 6
	 

	24
	 

	Where the practice offers extended opening hours please confirm the times that patients can see individual health care professionals?

We currently do not offer extended hours.

	

	

	

	

	

	

	

	

	Additional statement to support report publication. Payment component 6
	 

	Number of PRG meetings which have taken place since 1st April 2011
	3 
	We had to cancel our 4th  meeting in March 2012 due take place during  April 2012 

	
	
	

	
	

	Office Use:
	

	DES Component
	Section attained in

	One
	1
	 
	2
	 
	3
	 
	4
	 
	 
	 

	Two
	5
	 
	6
	 
	 

	Three
	7
	 
	8
	 
	9
	 
	10
	 
	11
	 

	 
	12
	 
	 

	Four
	13
	 
	14
	 
	15
	 
	16
	 
	17
	 

	Five
	18
	 
	19
	 
	20
	 
	21
	 
	 
	 

	Six
	22
	 
	23
	 
	24
	 
	 


APPENDIX I
Wellspring Surgery Patient Survey 2011

400 questionnaires were given out opportunistically to patients when they came to the reception of the surgery. Out of 400 questionnaires, 343 were completed and returned (86% response rate). 

Demographics

343 participants completed questionnaires, 35.5% of which were male and 64.5% were female. The ages and ethnicity of participants are summarised in the table below:

	Age group
	Number of people
	Percentage

	Under 18
	4
	1.2%

	18 – 24
	35
	10.9%

	25 – 34
	56
	17.4%

	35 – 44
	67
	20.8%

	45 – 54
	63
	19.6%

	55 – 64
	35
	10.9%

	65 – 74
	44
	13.7%

	75 – 84
	15
	4.7%

	85 and over
	3
	0.9%


	Ethnic group
	Number of people
	Percentage

	White - British
	194
	59.7%

	White - Irish
	7
	2.1%

	White – Other
	16
	4.9%

	Mixed – White & Black Caribbean
	20
	6.1%

	Mixed – White & Black African
	3
	0.9%

	Mixed – White & Asian
	3
	0.9%

	White + any Other mixed background
	5
	1.5%

	Indian
	2
	0.6%

	Pakistani
	6
	1.8%

	Bangladeshi
	1
	0.3%

	Any other Asian background
	3
	0.9%

	Caribbean
	29
	8.9%

	African
	27
	8.3%

	Any other Black background
	3
	0.9%

	Chinese
	3
	0.9%

	Any other ethnic group
	3
	0.9%


RESULTS
Travel to the surgery

Approximately half of the survey travelled to the surgery on foot, with almost a third travelling by car. 

	Transport method
	Number of people
	Percentage

	Bus
	52
	13.3%

	Bicycle
	3
	0.25%

	On foot
	196
	50.1%

	Car
	125
	31.9%

	Motorcycle/Moped
	4
	1%

	Taxi
	9
	2.3%

	Mobility scooter
	2
	0.5%


Car parking

The current parking situation is generally unsatisfactory for patients, with over a third claiming that it is not very easy to park. Only 11.9% claimed that parking at the surgery was very easy. 

	Opinion on parking
	Number of people
	Percentage

	Very easy to park
	29
	11.9%

	Fairly easy to park
	48
	21.4%

	Not very easy to park
	95
	38.9%

	Not at all easy to park
	72
	29.5%


51% of car users claimed that more direct bus routes would encourage them to use alternative forms of transport, with 23.3% claiming that a more frequent bus service would encourage individuals to other modes of transport.

The main criticism of the surgery car park was that there are not enough spaces generally, but also there is a lack of spaces for individuals with a disability. Another problem seems to be that general members of the public are using the car park whilst they use the shops around the area. Therefore it was suggested that there should be enforcement to ensure that only patients are able to use the car park. 

New technology – Online services

80.3% of participants were not aware of the new Wellspring Surgery website and a further 86.7% were unaware that repeat prescriptions could be ordered via the website. However, 57.1% of patients were aware that text message reminders could be received via mobile phone. 

New technology – arriving for your appointment
46.6% of patient claimed that they would use the self-service check-in screen in the new building. 3.2% claimed that they would never use it and 15.2% were unsure. 

55.5% claimed that they would use an electronic display screen, which would include appointment information, including any delays, current health information and general information about the surgery. 3.6% claimed that they would never use it and 11.3% were unsure. 
Waiting areas

To improve the environment of the waiting areas in the surgery, the following ideas were suggested.

	Suggested improvement
	Percentage

	Plants
	25.3%

	Music
	30.7%

	Poems
	7.4%

	Water cooler
	29.8%

	More books, magazines.
	6.8%


Open day

Once the surgery moves into the new building, 71% of patients would be interested in attending an open day. 

As part of the open day, 17.5% of patients would like to meet the Patient Participation group members and find out more about joining the group, 42.4% expressed an interest in meeting the GPs, Practice nurses and admin team and 36.7% wanted more health information. Other suggestions for the open day included tea, coffee and other buffet options, explanation of health services and information, a tour of the new building and a workshop to help people access and use the new online facilities. 

[image: image3.png]
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Wellspring Surgery Patient Survey 2011


400 questionnaires were given out opportunistically to patients when they came to the reception of the surgery. Out of 400 questionnaires, 343 were completed and returned (86% response rate). 

Demographics


343 participants completed questionnaires, 35.5% of which were male and 64.5% were female. The ages and ethnicity of participants are summarised in the table below:
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RESULTS

Travel to the surgery

Approximately half of the survey travelled to the surgery on foot, with almost a third travelling by car. 


		Transport method

		Number of people

		Percentage



		Bus

		52

		13.3%



		Bicycle

		3

		0.25%



		On foot

		196

		50.1%



		Car

		125

		31.9%



		Motorcycle/Moped

		4

		1%



		Taxi

		9

		2.3%



		Mobility scooter

		2

		0.5%





Car parking


The current parking situation is generally unsatisfactory for patients, with over a third claiming that it is not very easy to park. Only 11.9% claimed that parking at the surgery was very easy. 


		Opinion on parking

		Number of people

		Percentage



		Very easy to park

		29

		11.9%



		Fairly easy to park

		48

		21.4%



		Not very easy to park

		95

		38.9%



		Not at all easy to park

		72

		29.5%





51% of car users claimed that more direct bus routes would encourage them to use alternative forms of transport, with 23.3% claiming that a more frequent bus service would encourage individuals to other modes of transport.


The main criticism of the surgery car park was that there are not enough spaces generally, but also there is a lack of spaces for individuals with a disability. Another problem seems to be that general members of the public are using the car park whilst they use the shops around the area. Therefore it was suggested that there should be enforcement to ensure that only patients are able to use the car park. 

New technology – Online services


80.3% of participants were not aware of the new Wellspring Surgery website and a further 86.7% were unaware that repeat prescriptions could be ordered via the website. However, 57.1% of patients were aware that text message reminders could be received via mobile phone. 


New technology – arriving for your appointment

46.6% of patient claimed that they would use the self-service check-in screen in the new building. 3.2% claimed that they would never use it and 15.2% were unsure. 


55.5% claimed that they would use an electronic display screen, which would include appointment information, including any delays, current health information and general information about the surgery. 3.6% claimed that they would never use it and 11.3% were unsure. 

Waiting areas


To improve the environment of the waiting areas in the surgery, the following ideas were suggested.


		Suggested improvement

		Percentage



		Plants

		25.3%



		Music

		30.7%



		Poems

		7.4%



		Water cooler

		29.8%



		More books, magazines.

		6.8%





Open day


Once the surgery moves into the new building, 71% of patients would be interested in attending an open day. 


As part of the open day, 17.5% of patients would like to meet the Patient Participation group members and find out more about joining the group, 42.4% expressed an interest in meeting the GPs, Practice nurses and admin team and 36.7% wanted more health information. Other suggestions for the open day included tea, coffee and other buffet options, explanation of health services and information, a tour of the new building and a workshop to help people access and use the new online facilities. 



_1398761811.doc
The Wellspring Surgery Patient Participation Group (PPG)


Patient Survey 2011

The PPG members and the practice felt that due to moving to our new building April 2012 it was appropriate to base this years survey in the following four areas;


· Parking


· New and existing technology


· New waiting area


· Open day


400 paper copies of the questionnaire were handed out by the reception team during November 2011.  An electronic copy of the survey was put on the practice website which could either be completed on line or printed off and handed in.

ACTION PLAN 


		Issues highlighted

		Source

		Suggested action required to address the issues

		Anticipated date of implementation 

		Action taken 


and by whom

		Outcome achieved



		Car Parking 


The current parking situation is generally unsatisfactory for patients, with over a third claiming that it is not easy to park.

51% of car users claimed that more direct bus routes would encourage them to use alternative forms of transport.


23.3% patients claimed that a more frequent bus service would encourage them to use this alternate mode of transport.


Not enough spaces for individuals with a disability.




		Survey

		During the PPG meeting on the 11.01.12 the following actions were agreed;


This information to be forwarded to Nottingham NHS who are responsible for the development of the building (in conjunction with Nottingham County Council)



		Awaiting further information from Nottingham City NHS.

		The Practice (JS)

		To discuss feedback with PPG members and practice team -


once received from Nottingham NHS/NCC 





		Current Technology


80.3% were not aware of the new surgery website.


86.7% were unable that repeat prescriptions could be ordered on line


A more encouraging 57.1% were aware of text message reminders



		Survey

		During the PPG meeting on the 11.01.12 the following actions were agreed;


The PPG members stated that this was something they could help with regarding promoting IT services we have to offer.


Once the open day confirmed by the NHS – JS to inform the PPG members to check that they are available this day for IT demonstrations 


i.e. how to get onto the practice website.


Perhaps we should use text messaging for more than just 

reminders?

		To be discussed

		PPG members 

		By 28.05.12





		New Technology 


46.6% stated that they would use the self service chi in screen and 55.5% stated they would use the electronic screen display.

		Survey

		The practice to go ahead and purchase this new equipment

		April 2012

		The Practice (JS)

		To be installed on 23.04.12 and ready for use 24.04.12



		New waiting area

To improve the environment of the waiting area in the surgery



		Survey

		It was also agreed that the PPG members would think about what sort of desired items are required  in the waiting area of the new building i.e. what sort of books/magazines; should we invite people to write their own poetry to have on display; what sort of plants; should there be music and if yes what type of music would be suitable?




		Feedback form PPG.



		13.02.12 received a comprehensive list from one member.


To circulate and discuss at next meeting.

		April 2012



		Open day- 60 patients who completed the questionnaire would like to come along to meet our PPG group and find about more about joining.  



		Survey

		This will be on Monday 28th May 2012 (the official opening day of the new building).

		PPG members to be informed of the date and for them to confirm if they are able to attend.

		The Practice

		21.03.12
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