THE HIGH STREET PRACTICE – E86042

pATIENT PARTICIPATION GROUP REPORT FOR 2013/2014
Stage one: Validate that the patient group is representative

	Practice population profile

	Please provide information on the practice profile:

	The practice is a GMS Practice with a list size of 6700+ patients. We have 2 GP partners and 2 salaried GPs, 3 nurses and 7 administration staff which includes 1 Practice Manager. We provide a range of services to our patients which include family planning, minor surgery, and smoking cessation and are an accredited Yellow Fever Centre. 
Below is a graph detailing our practice population
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	PRG profile

	Please demonstrate how the practice has ensured that the PRG is representative by providing information on the PRG profile
Since the beginning, we have approached patients from all age groups personally and also by advertising the PRG group in reception using the LED display board, poster and on our website. Some patients were approached but were not interested and one patient did come forward and is now involved whenever she can, due to work commitments. Opinions were sought from members of staff as to who they thought would be interested and committed. 
The members we have at present were all patients who were approached by the staff at the surgery. 



	Differences between the practice population and members of the PRG

	Please describe variations between the group and what efforts the practice has made to reach any groups not represented.

	Our PRG Members:

3 Females – 1 mixed ethnic origin aged 48 & 2 white British aged 41 and 73
2 Males -  One white: 70 and one Asian 76
A concentrated effort was put into recruiting members for the PRG. We advertised this on our practice website, with posters in the practice and on our LED Display board. The response was adequate but would have liked more interest. We called anyone who expressed an interest and so recruited one new member this year. A list was compiled which included pregnant women of different ages and background, patients and parents of patients with Learning Disabilities and patients from different ethnic backgrounds and ages. These patients were contacted but unfortunately, not much interest was shown.

At the first PRG meeting we suggested that the members talk to other patients and see if they would be interested. We also enlisted the help of our PRG members at our Walk-in Flu Clinics so that we could recruit more members to the PRG and again not much response was had.




Stage two:  Validate the survey and action plan through the Patient Participation Report

	Survey – Please Describe: 

	How the priorities were set:
The practice carries out patient surveys and this was carried out again for 2013-2014. 
An issue was raised at our PRG meeting in October about how some people found it difficult to get an appointment and we discussed alternatives. The subject was discussed with the PRG Members and it was decided that we would include a question about adding more telephone consultations to our service. The remaining questions about opening times, waiting times and how quickly a patient can get to see any doctor was discussed an agreed to include in the questionnaire. 

	How the questions were drawn up:
We have used General Practice Assessment Questionnaires (GPAQ) in the past and the PRG were satisfied that it covered all the relevant areas. It was decided to use the same format again. 

	How the survey was conducted:
Surveys were given out to patients by the receptionists when they attended for appointments during January and February 2014.They were filled out pre or post appointment depending on what was most convenient to the patient. It was also decided that we could touch base with a younger population by emailing this as well. In total 240 questionnaires were distributed. 

	What were the survey results?

The results were satisfactory; patients were happy with opening times of the practice; ability to get through to the practice; the availability of appointments, the ability to get an urgent appointment and are happy with the staff at the practice.
Below is an outline of each question: (Demographics are within the Patient Survey Report)
Receptionist, booking appointments and opening times

Q1 – 90% of our patients found the receptionist to be very helpful
Q2 – 96% of patients found it easy to get through on the phone
Q3 – 69% of patients found it easy to speak to a nurse or doctor on the phone
Q4 – 45% could normally see a GP on the same day
Q5 – 91% of patients found it easy to book ahead 
Q6 – 75% of patients book appointments by phone and 3% on line 
Q7 – 54% of patients would prefer to book by phone – 18% of patients surveyed would prefer to book online.
Q8 – 45.7% of patients ‘don’t mind’ if they have the option of a telephone consultation
Q9 – 45.8% of patients get seen between 2-4days
Q10 – 1.18% found this to be poor, the remainder were happy with this.
Q11 – 51.72% of patients get to see any doctor within 2-4 days
Q12 – 78.6& of patients are satisfied with this
Q13 – 347.1% of patients wait 5-10 minutes for a consultation to start
Q14 – Only 2.38% of patients found this to be ‘poor’ the remainder were happy with this.  
Q15 – 90% of patients find our opening times to be convenient
Q16 – 25.8% would like us to be open after 6.30pm. We already provide this service
Doctors Consultations (of patients who answered question)
Q17 - 79% were happy with the time given 
Q18 – Only 2.7% of patients thought we were ‘poor’ at listening the remainder were happy. 
Q19 – All patients surveyed were happy with the explanation of tests and treatments
Q20 –Only 4.2% of patients surveyed were happy with the involvement of decisions in their care. The remainder were satisfied.
Q21 – Only 2.7% were ‘poor’ at treating with care and concern the remainder of patients were happy.
Q22 – 76.8% had confidence in GP

Nursing Consultations (of patients who answered question) 
Q23 –93% were happy with the time given 
Q24 – 94.4% at listening
Q25 – 88.2% were happy with the explanation of tests. 
Q26 – 82% were satisfied with the involvement in decisions
Q27 – 60.3% were ‘very good’ at treating with care and concern
Q28 – 85.45% had confidence in the Nurse




	Action plan 

	How did you agree the action plan with the PRG?

Some actions plans were agreed at the first PRG meeting, before the questionnaire was distributed. Further action plans were discussed on the 28th February 2014 after the questionnaire results.

	What did you disagree about?

There was nothing that we disagreed about.

	Are there any contractual considerations to the agreed actions?

None

	Please include a copy of the agreed action plan * See Appendix 1
We have also included actions plans from 2012-2013 to show comparisons.

	Local patient participation report

	Please describe how the report was advertised and circulated

The report & questionnaire results were put on the practice website and posters in reception. A message on our LED Display will also advertise to look at the results on our website.

	Please include a copy of the report and link to your practice website

www.highstreetpractice.com under the heading ‘Survey Report’



	Opening times

	Please include opening hours and out of hours arrangements in the report

Opening Times

Monday

8.30am to 1.00pm & 2.00pm to 9.00pm (extended hours)
Tuesday

8.30am to 1.00pm & 1.30pm to 6.30pm

Wednesday

8.30am to 1.00pm & 1.30pm to 6.30pm

Thursday

8.30am to 1.00pm & 1.30pm to 6.30pm

Friday

8.30am to 1.00pm & 1.30pm to 6.30pm

Telephone Contact 

We are contactable on 01895 422292 during the following times

Monday
8.00am to 1.00pm & 2.00pm to 08.30pm
Tuesday

8.00am to 1.00pm & 2.00pm to 06.00pm

Wednesday

8.00am to 1.00pm & 2.00pm to 06.00pm

Thursday

8.00am to 1.00pm & 2.00pm to 06.00pm

Friday

8.00am to 1.00pm & 2.00pm to 06.00pm

Out of Hours cover is provided by Harmoni Ltd. When calling there surgery out of hours patients will hear information regarding who contact regarding further help and advice. 



	Appendix one 
PRG Agreed Action Plans 2012-2013
You Said

We Did

Outcome

Unhappy with the failure of the new health centre building as was looking forward to new building

Will feedback to the Hillingdon PCT

Ongoing
Not completely aware that appointments can be booked and cancelled online

Will advertise this more on our LED message screen and posters in reception

Ongoing  
Not completely aware of our extended hours

Will advertise this more on our LED message screen and posters in reception

We have advertised this on our website, in surgery and on prescriptions. 
PRG Agreed Action Plans 2013-2014
You Said

We Did

Outcome

Text reminders are helpful in reminding patients of appointments to reduce the rate of DNAs. PPG were informed that sometimes this does not always work as incorrect telephone numbers can cause this. 

· Liaise with service provider and asked them to inform us of any problems that occur straight away. 

· Advertise that patients must provide us with correct telephone numbers and inform of us any changes to help reduce DNA rates.

· Emails are now received by Practice Manger, so that if any faults are realised by the provider, then these can be acted upon quickly and efficiently.

· We are still advertising and asking them to inform us. We are actively asking patients when they come to the desk also

· Offering more Telephone Triage in the afternoon and confirming with reception that the times they are giving are correct. 
· Have informed of different times to call by reception staff for the morning triage.
· To discuss as a practice the possibility of this. 
· To confirm and inform reception staff
· We are now offering more dedicated telephone triage in the afternoon to accommodate more queries throughout the day. 42.86% of patients would like the option of telephone consultations.

· Practice Manager has confirmed with reception staff the time to inform patients to call in the morning.
Unhappy with the failure of the new building again 

Find out what is happening and what is likely to happen 

Currently in progress
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