

         


      Annual report – March 2013
Introduction

We have got a Patient Participation Group (PPG) since 2010 in the surgery. This year has seen another high turnover with the group due to personal commitments/work etc. We have advertised in the following ways in order to try and get representation from our registered patients:
· Healthcare Assistant spoke to all newly registered patients whilst doing their Healthcheck 

and promoted the group 

· Members of our current PPG came in and spoke to patients whilst they were waiting to see the doctor
· Posters were given to local chemists to put up and advertise on our behalf

· Posters were put up in the practice

· Doctors spoke to patients who they thought may be interested in joining the group

· The Practice Manager encouraged patients who she had interaction with, to join the group

· The PPG is specifically mentioned in the leaflet for the practice and asks patients to actively get involved

As a result of the above we have another 4 patients expressing an interest in joining the group.

The make up of the group is as follows:

White/Bristish
: 40%

Asian or Asian British – Indian: 20%



                Pakistani: 10%

Black Caribbean: 20%

Other ethnic group: 10%

We also advertise on the “myhealthlondon” website the PPG and also a questionnaire for patients to complete and have their “say” on the practice and the services offered within the practice. They can also leave comments if they wish to.

Our practice demographics are as follows:

White/British: 49%

Asian or Asian British – Indian: 21%




    Pakistani: 13%

Black Caribbean: 3%

Other ethnic group: 14%

25% of our practice population was born in a country outside the UK.

More than 100 different languages are spoken in Hillingdon.

Townfield has over 40% of its pupils attending maintained schools in Hillingdon who speak English as an additional language.

The Practice Survey – agreeing areas of priority with the PPG 
We conducted the practice survey in June 2012 using the GPAQ questionnaire. Having spoken with the PPG prior to the survey being issued to patients, it was decided and agreed that the area’s we wanted to gauge/measure a response from our patients were:

a) Whether patients were happy with the continuity of Doctors?

b) That they could phone through to the practice and speak to the department/the person they needed with ease?

c) They knew we opened late in the evenings on a Tuesday, Wednesday and Thursday?

The reasons for choosing these areas were:

· We had three Partners retire over the last two years and had recruited new Partners to replace them but still were receiving comments from patients that they did not know who the GP’s were in the practice 

· We were still receiving complaints about the length of time it took for the phone to be answered in certain area of the business

· To ensure that we were meeting our patients requirements in our extended hrs opening, 

as with the Extended hrs DES we may/will consider changing if it does not comply with 

the needs of our patients.

Our current opening hours are as follows:

Monday 

8.45am – 6.30pm

Tuesday 

8.45am – 7.15pm

Wednesday 

8.45am – 7.15pm

Thursday 

8.45am – 7.15pm

Friday 


8.45am – 6.30pm

When the practice is closed patients can attend the Hayes Walk- in Centre, which is open from 8am to 8pm, 365 days a year. The address is: 52 Station Road, Hayes, UB3 4DS. 

Tel: 01895 486020 or alternatively phone Harmoni out of Hours on 1-1-1.

Our website address is: www.townfield-doctors.co.uk 
The GP’s also wanted to include questions on their consultations eg availability of seeing a particular doctor, the length of time a patient has to wait to see the doctor ( this was seen as a problem within the PPG) etc. This was so they could develop the patient/doctor relationship if need be and reflect on their consultation skills/style. This was agreed with the PPG.
The questionnaires were handed out by members of the PPG and the reception team when patients attended for an appointment. The Doctors gave out some to patients in the Nursing Home and also on some of their home visits.

We handed out a total of 150 questionnaires and received 109 back. The results were collated by a work placement student. It was decided to do the individual GP surveys in December to see whether there were any changes/improvements in particular areas. 
Action Plan setting/implementing changes

The Practice Report with the findings from the survey was discussed with the PPG group and an action plan produced.

The Practice Report is attached.

The Action Plan is attached.

The Practice Report and Action Plan have been put on the noticeboard in the patient waiting area. It has also been placed on the Practice Website.

We will continue to seek the views and comments of our patients and will endeavor to encourage more patients to join our PPG. We aim to continue to encourage the PPG to challenge and engage with the practice to improve the services that it offers its patient and will gauge our patient’s views on a wider level throughout the annual Questionnaire and will continue to work through the current Action Plan agreed with the PPG.

(References: LBH Equality and Diversity Policy, NHS Townfield Ward Profile)  
