Results of 2013 Patient Survey

Thanks to everyone who completed our patient survey. We are grateful for your time in completing this and for providing honest feedback.

The survey this year was drawn up with the help of our patient participation group, who also reviewed the results and our action plan. Their input, as last year, has been invaluable.
Details of how we established the patient participation group, the results of the survey and our action plan are detailed below:
	Practice population profile

	Ethnicity
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Irish

Polish


Age Groups

Under 15

15-24

25-34

35-44

45-54

55-64

65-74

75+

Males

1195
785
676
653
698
422
243
186
Females

1106
656
833
719
704
402
287
289
Total

2301
1441
1509
1372
1402
824
530
475
%

24
15
15
14
14
8
5
5
Number of carers
180

	Patient participation group (PPG) establishment and profile

	In September 2011 we decided to establish a Patient Participation Group as we were keen to get patients views on the Practice, current services and future developments within the NHS.
We advertised in the practice/practice newsletter and on our website and 22 people volunteered to join. It was agreed at the outset that the PPG would operate as a “virtual” group and that all contact would either be by e-mail or post. Regular attendance at the surgery for a meeting was not necessary and this ensured that the invitation was open to everyone, especially those who had time constraints but wanted to be included.
We currently have 27 people in our Group

Practice Participation Group Profile:

Age 

Under 15

15-24

25-34

35-44

45-54

55-64

65-74

75+

Males

2
2
2
Females

3
1
3
7
4
2
1
Employment Status:

Employed – 18   Self Employed – 1  Unemployed – 2 Student – 0  Retired – 6
Ethnicity:
White British – 22
White Irish – 2
White and Black Caribbean – 1
Pakistani – 2
Number of Carers: 1


	Practice population representation within the patient participation group

	We are very pleased to have volunteers from across all age ranges and employment brackets. Our practice patient list is predominately British which is reflected in our group. Our aim is to gather patients from as broad a spectrum as possible and we are still keen to include more people from non-British ethnic groups. If your ethnic group is not currently represented please think about joining the group so that we can hear your views. 
Joining forms are available on the practice website and also from our reception.

We shall continue to advertise for new members in the practice newsletter and have recently changed our new patient questionnaire to include a question about joining our PPG. It specifies that we are keen to include patients from non-British ethnic groups to encourage involvement.

	PROGRESS MADE ON LAST YEARS ACTION PLAN

	Here is the progress we have made on our action plan from last year annotated in red.
Parking

We will contact the council to discuss solutions to our car parking problems. We spoke to the council planning department but unfortunately they were not able to undertake a site visit. They are only able to comment on formal plans submitted. Aware of the location of the surgery (in a green belt area and with close proximity to the main road) they did not feel that permission would be granted to allow parking at the front of the surgery anyway. We did not therefore pursue this any further.
There is additional parking for patients on Kingshill Avenue and in order to protect cars that are parked there we have submitted a petition to the council for traffic calming measures to be introduced. We hope this will slow down traffic outside the surgery.
Waiting times to see the doctor
The Practice Manager will continue to run regular audits on each doctor to make sure the waiting times are kept to a minimum.

These are run on a monthly basis and any increases are discussed with individual doctors.

 Routine Appointments with the doctor
The Practice Manager will continue to review the situation with the Partners whenever the wait for a routine appointment exceeds 2 weeks with the aim of bringing in extra help. We have previously struggled to arrange cover when one of the doctors is away as not many of the locum (temporary) doctors can use our clinical computer package. In June we will be changing our clinical system to one that is used by the majority of practices within Hillingdon and therefore we hope to have a greater choice of locum doctors.  We did change our computer system in June and have a regular locum doctor that we can call upon.
We have also recently employed a nurse practitioner who will be able to take over some of the emergency appointments (dealing with minor ailments such as coughs/colds/sickness etc) from the doctors which will free them up to have more routine appointments. The minor illness clinics were delayed until December 2013 due to shortages within our nursing team. They are now fully operational.
We plan to overhaul our emergency appointment system by trialling a walk in clinic for emergencies instead. This should also free up more routine appointments and save patients having to book emergency appointments for routine matters. This has been carried forward into this years plan
Appointment times difficult if working
We continue to offer appointments between 6.30 and 7.00 on Monday and Thursday evenings and 2 Saturdays a month 8.20am – 12 Noon to help those patients who find it difficult to take time off work. We shall continue to advertise this in the surgery/practice newsletter/website and practice leaflet.

This is ongoing and we have increased the number of Saturday appointments on offer over the past 12 months.

Answering the telephone
We are going to examine our internal processes at the practice this year with the help of an outside consultant and part of this review will involve looking at the way we deal with our incoming calls. The reception hours have been reorganised so that we have more people to answer the phone from 8.15am.
Booking appointments on line for children

We will produce a leaflet for patients explaining this in more detail. We have put up a poster in the reception area, which includes information about booking appointments for children.
Continuity of care

We will continue to encourage patients to see the same doctor for routine matters. This is ongoing.
Availability of gp routine appointments on line

We will increase the number of these. We have increased the number on offer.



	The Patient Survey 2013

	The Patient Participation Group were asked to help develop the questions based on their views of areas of service that needed enhancement/change/improved communication.
The survey was conducted during December 2013 and 230 questionnaires (representing 2.3% of our patient list size) were completed by patients attending the surgery and through our website. The survey is always carried out during December as it is one of the busiest months at the surgery with a large throughput of patients. We feel the survey produces very fair results for the practice at this time of year as we are being assessed when resources are under the most pressure. The results were as follows:

	1. Emergency Appointments

We are considering having a walk-in surgery for on the day medical emergencies.

Please indicate which of the following times would be more convenient to you.
Please tick.

   a)   8.30 – 10.30          24%

1. 11.00 – 12.00        19%
2. 3.30 – 5.30            20%
3. All of the above    37% 



	2. Booking of Routine Appointments

When you need a routine appointment are you able to book ahead?    Yes / No   (please circle)

                                                                                                              91% / 9%
               

	3. Telephone


              How easy is it to get through to someone at the practice?  Please tick.


  Very easy            19%

  Fairly easy           48%

  Not very easy      23%


  Not at all easy       7%


  Don’t know          0%


  Haven’t tried        3%



	4.  Are you aware that you can book the following extended hours appointments?
                                                                                                      44%/56%
Monday and Thursday evenings 6.30pm to 7.00pm                    Yes / No  (Please circle)
                                                                                                      44%/56%

   Saturday mornings 8.30am to 12 Noon                                        Yes / No (Please circle)

               (Two surgeries per month)




	5. Did you know that you can do the following online via our website 24 hrs per day?
                                                                                                 41%/59%
Book a routine appointment with the doctor

   Yes / No  (Please circle)

                                                                                                                40%/60%

   Cancel a routine appointment with the doctor
               Yes / No  (Please circle)

                                                                                                     41%/59%

   Order your repeat prescription


               Yes / No  (Please circle)

   For patients already using our online service –

   How satisfied are you with it?

………………………………………………………………………………………



	6. Minor Ailments Scheme (Operated in conjunction with local pharmacies)

                                                                                                               40%/60%

  Are you aware of this service?


              Yes / No   (Please circle)
                                                                                                   21%/79%
  Do you use this service?



               Yes / No  (Please circle)



	
        7.   Please rate the care/service provided by the following:

                                      48%            37%             12%    3%


  Doctors     -   Excellent / Very Good / Good / Fair / Poor     (Please circle)

                                      50%            35%             12%    2%   1%


  Nurses       -   Excellent / Very Good / Good / Fair / Poor     (Please circle)
                                       42%           26%              20%   9%    3%

  Reception  -   Excellent / Very Good / Good / Fair / Poor     (Please circle)



	       8.    Are you aware that we have a Patient Participation Group?   Yes / No  (please circle)
                                                                                                                       17%/83%

              If you are interested in joining please ask at reception for a joining form. 

 


Patients also had an opportunity to list anything else they would like us to review and these items were as follows:-

1) Waiting times to see the doctor after scheduled appointment time.

2) Availability of routine appointments.

3) Provision of more services in house e.g. ultrasound.

4) Provision of toys for the children.

5) Produce a list of Dr’s – days they work and room numbers

6) E-mail/text patients when new services are available

We were very pleased to see the number of very positive comments about the practice and here is an example of a few of them:
“I feel very lucky to be one of your patients and look forward to hearing about future developments”

“Always receive good service and compassion at this surgery”

“I am more than satisfied with the service I receive here”

“It is a warm and caring practice”

	Action plan

	After analysing the results (which were collated by the Practice Manager) with all the staff our proposed action plan was forwarded to the Patient Participation Group for their comments/review. 
Waiting times to see the doctor after scheduled appointment start time

Waiting times can be affected by the amount of time spent by each patient with the doctor. Each patient is allocated 10 minutes for their appointment but on average the doctors here spend 12 minutes. Over a 3 hour surgery if each appointment overran by 2 minutes then the doctor would be running 34 minutes late by the end of it. Whilst we understand this can be frustrating at times the doctors prefer to give patients the time they need rather than rush them out of the door.
The Practice Manager will continue to run monthly audits to make sure this wait time is kept to a minimum. The recent audit covering the period 1st September 2013 to 28th February 2014 showed the average waiting time for the doctors, after scheduled appointment start time, at 13 minutes.

Routine Appointments with the doctor
We are considering changing our emergency appointment system into a walk in service. We hope by doing this that we will be able to increase the number of routine appointments on offer. The doctors are also redirecting appropriate appointments to the nursing team, who have a shorter waiting time for a routine matter. We also plan to encourage more consultations by telephone, if the patient feels their problem can be dealt with in this way instead.

Our appointment system is under constant review as we have to juggle existing resources whilst dealing with increased patient demand. We are not keen to follow the path taken by some surgeries in triaging requests for routine appointments.
Provision of more services in house

As a practice we are always one of the first to volunteer for new trials/projects/services as we do want to make things easier for our patients. We work closely with the CCG (Clinical Commissioning Group) to keep abreast of latest developments, including the transfer of services from hospital to community settings. We will continue to do this.

Provision of toys for children
We removed toys from the surgery after the last flu pandemic (swine flu) to prevent a cross-contamination risk. In order to ensure that we continue to protect young children, who are particularly vulnerable from infection, we decided not to reintroduce them. Parents/guardians are very welcome to bring their own to the surgery to help keep their child amused. 

Produce a list of Dr’s – days they work and room numbers
We will do this and display it in the main waiting room.

E-mail/text patients when new services are available

We used text messaging this year to advise eligible patients of the flu vaccination and this worked very well. We will look to extend this to other areas in the future.

	Additional Feedback from our patient participation group

	Nothing further was added/recommended by our Group

	A reminder of our opening times
Opening Hours

The Surgery is open Monday to Friday 8am to 6pm except Wednesday when we close at 5pm. Our telephone lines are open from 8.15am to 6.00pm, Monday to Friday, except on Wednesday, when they are open from 8.15am and close at 4.30pm. 

Extended opening hours 

We also offer extended routine evening appointments on a Monday and Thursday  from 6.30 to 7.00pm. (The telephones are not open at this time). You can also book a routine appointment for a Saturday morning when we are open twice a month.




