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Oaklands Surgery - Local Patient Participation report
Oaklands Surgery has an active Patient Participation Group that has been functional since 2005 and currently has 12 members.
The Practice has tried to encourage patients to join the group by advertising on the Practice website, on NHS Choices, in the Practice leaflet, on the Practice board located in the waiting room and by Practice staff personally asking patients whether they would be interested in joining. 
The Practice has experienced immense difficulties in achieving a status within the group that is representative of the patient population. 

A description of the profile of the members of the PRG

The profile of the Patient Participation Group is 10 British White females aged 40 years – 84 years, 2 British White male aged 70-75years as at 20th February 2013.  

The Practice decided to develop a Virtual Patient Reference Group (VRG) so that the views of a larger group of patients more representative of the Practice population could be sought. 
The Practice sent an email to 750 registered patients who had an email address.  Patients were asked when attending the Practice whether they would like to take part, many patients declined but some patients indicated that they would like to be involved in the VPG.  

59 patients out of the initial 750 patients emailed indicated that they were interested in being members of the group. These patients were added to a VRG data base.   The Practice has now received a further 4 applications to become members of the VPG which have been added to the mailing group.
Of those that gave out their ethnicity the demographics of the VPG were:

	Under 16
	17-24
	25-34
	35-44
	45-54
	55-64
	65-74
	75-84
	Over 84

	1
	4
	11
	11
	12
	6
	12
	2
	1


The respondents described themselves as: 

96% were British white

2% African

2% White Black

16 Male

47 Female

The Practice, in addition, attempted to strengthen areas of weakness by contacting patients either by telephone or speaking to them when attending the Practice to involve them in the VPG, but despite this it was found that patients were reluctant to take part despite encouraging patients.  The Practice will be seeking help from the Patient Group to see whether they can encourage patients to become members of the Group, by either speaking to patients whilst they are in reception or holding a ‘drop in’ service later in the year.
Patient Survey

The Practice took suggestions for the survey to the Patient Participation Group who met on 17th January 2013 to discuss development of the survey.  It was then decided that the Survey should consist of questions devoted to the appointment system and the telephone system.  The questionnaire was sent out to the VPG and handed out in reception.  Of those surveyed the Practice received 10 replies out of 57 surveys emailed to the VPG, and 37 completed surveys out of 60 from patients waiting in the waiting area of the Practice.

The results of the survey were discussed at the Patient Participation Group on 20th February 2013 and the action plan is shown below along with the original questionnaire. 

 
	OAKLANDS SURGERY – APPOINTMENTS QUESTIONNAIRE 

 2013
Q1.  When did you last see a Doctor/Health Care Assistant/Nurse at the GP Surgery ?
Please tick the blank box that applies
In the past 3 months

Between 3 and 6 months ago

More than 6 months ago

I have never been seen at Oaklands surgery
Q2.  If you haven’t seen a Doctor/Health Care Assistant/Nurse in the past 6 months, why is that ?  
Please tick all the blank boxes that apply

I haven’t needed to see a doctor/health care assistant/nurse
I couldn’t be seen at a convenient time

I couldn’t get to my appointment easily

I didn’t like or trust the doctors

I didn’t want to attend the twice daily Walk in Clinic
Another reason

Q3.  How do you normally book your appointments to see a doctor,  nurse or healthcare assistant at the Surgery? 

Please tick all the blank boxes that apply

In person

By phone

Online

Doesn’t apply

Q4.  Which of the following methods would you prefer to use to book an appointment at the Surgery  ?   
Please tick all the blank boxes that apply

In person

By phone

Online

No preference

Q5.  In the past 6 months have you tried to see a Doctor/Health Care Assistant/Nurse fairly quickly ?   Yes/No 

Q6.  If you need to see a GP urgently, can you normally get an appointment for the same day
Yes

No

Don’t know/ never necessary

Q7.  Thinking about the last time you tried to see a doctor fairly quickly -  were you able to see a doctor on the same day or in the next two weekdays that Oaklands Surgery was open?


Please tick the blank box that applies
Yes

No

Can’t remember

Q8.  If no were you offered an appointment to see a nurse as an alternative?


Please tick the blank box that applies
Yes

No

Can’t remember

Q9.  If you weren’t able to be seen during the next 2 weekdays that Oaklands surgery was open, why was that?   

Please tick all the blank boxes that apply

There weren’t any appointments

Times offered didn’t suit

Appointment was with a Dr who I didn’t want to see

A nurse was free but I wanted to see a Dr

Did not want to attend the twice daily walk in clinic
Another reason

Can’t remember

Q10.  In the past 6 months, have you tried to book ahead for an appointment with a Dr?

By ‘booking ahead’ we mean booking an appointment more than two weekdays in advance. Please tick the blank box that applies

Yes

No

Can’t remember

Q11. How far in advance would you like to be able to book an appointment?
4 weeks

3 weeks

2 weeks

1 week

Q12.  Last time you tried, were you able to get an appointment with a Dr more than 2 weekdays in advance ? 

Please tick the blank box that applies
Yes

No

Can’t remember

Q13.  How many days do you usually have to wait to get an appointment with the GP of your choice ?  Please be aware that some clinicians work part-time  (tick one only)  
My GP does not have an appointment system

Don’t usually get an appointment with the GP of my choice

Same day

Next day

Two days

Three days

4-7 days

8 days or longer

Don’t know

Q14. How important is it to you that you see a specific GP when coming to this practice?
Prefer not to say

Not at all important

Fairly important

Very important

Q15.   How long after your appointment time do you normally wait to be seen?

Please tick the blank box that applies
I don’t normally have appointments at a specific time

I am normally seen on time

Less than 5 minutes

5 to 15 minutes

15-30 minutes

More than 30 minutes

Can’t remember

Q16.   How do you feel about how long you normally have to wait when attending a prebooked routine appointment?

Please tick the blank box that applies
I don’t normally have to wait long

I have to wait a bit too long

I have to wait far too long

No opinion / doesn’t apply

Too long and had to leave before consultation
Q17. Have you missed an appointment because?
You had recovered

Your forget

You were delayed by traffic

Too difficult to cancel

Other

Q18. Missed appointments are a problem for the practice.  Can you easily contact the practice when you wish to cancel an appointment?

Always

Most of the time

Usually

Sometimes

Never

Q19. How would you like to be reminded about your appointment?

By Text

Personal Call

Too difficult to cancel

Other

Q20. Are you able to book an appointment when you need one?

Always

Most of time

Usually

Sometimes

Never

Q21. Did you know that you can book an appointment with your GP on-line?
Yes

No

Q22. Did you know that you can book a telephone consultation with a GP of choice whenever they are working in the practice?

Yes

No

Q23. Have you ever had a telephone consultation?

Yes

No

Q24. Would you use a telephone consultation again?
Yes

No

Q25. Would you consider making an appointment for a telephone consultation in future?
Yes

No

Q26. What situation would you use a telephone consultation for?
New Urgent problem

New Routine problem

Follow up

Other

Q27. Any comments?


Thank you for taking the time to complete this questionnaire.

Dr M K Kamdar & Partners




Action Plan arising from Local Patient Participation Survey 2013
	Problem
	Solution
	Person responsible
	Review 
	Agreed/Discussion PPG

	Telephones
	The Practice is currently undergoing discussions with building manager, Ian Mortimer on the best ways to use the current system with some improvement.

Complaints seemed to have decreased over recent weeks so hopefully there has been a positive change.


	TH (Practice Manager
	Review in 3 months
	20th February 2013

	Getting an appointment on the same day
	Walk in Clinic was cancelled last year due to mis-use.  Same day’s appointments are available but it is recognised there are generally too few appointments.  New 9session GP is to be appointed to try and alleviate problem. 
	TH (Practice Manager
	Every effort will be made to have a new GP in situ by end March


	20th February 2013

	There are no appointments on the same day
	Routine appointments are not always available and it is recognised that there are generally too few appointments.  However, on the day urgent appointments are currently available, in excess of 35 slots per day depending on the number of clinicians available on any specific day.  


	TH (Practice Manager
	Full review of appointments system will take place in April/May 2013 after year end is completed
	20th February 2013

	Problem
	Solution
	Person responsible
	Review
	Agreed/Discussion PPG

	Patients could not book ahead more than two days
	Patients are currently able to book 4 weeks in advance for Drs/Nurses/HCA

Practice to become more proactive in communicating advance booking availability via reception/NHS choices/website/patient leaflet/posters/during telephone contacts/reception/Jx board


	TH (Practice Manager
	Review in three months


	20th February 2013

	Patient want to book 1 week in advance
	Patients are currently able to book  4 weeks as above


	TH (Practice Manager
	
	20th February 2013

	Patients have to wait 4-7 days for an appointment some 8 days or longer
	Patient wait longer to see a specific Dr

Practice.  In order to make ‘urgent on the day appointments’ available, this decreases available routine appointments.  An increase in appointments needed and new GP to be sought
	TH (Practice Manager
	Every effort will be made to have new GP in situ by end March


	20th February 2013

	Patients waiting too long in waiting room for their appointment
	In order to cope with demand for appointments, slot times need to be kept at 10mins.  On occasions, Clinicians do over-run and every effort is made to avoid this.
	TH (Practice Manager
	
	20th February 2013

	Patients would like to be reminded re their appointment by personal call/text


	Practice to encourage patients to register their mobile phone number and give consent to be reminded re their appointment.


	TH (Practice Manager
	Review is on-going
	20th February 2013

	Problem
	Solution
	Person Responsible
	Review
	Agreed/Discussion PPG

	Patients do not know they can book an appointment with GP on line
	Practice to become more proactive in promoting on line booking via reception/NHS choices/website/patient leaflet/posters/during telephone contacts/reception/Jx board 
	TH (Practice Manager
	Review in three months


	20th February 2013

	Patients do not know that they can book a telephone consultation
	Practice to become more proactive in promoting on line booking via reception/NHS choices/website/patient leaflet/posters/during telephone contacts/reception/Jx board
	TH (Practice Manager
	On-going review
	20th February 2013

	Patients would use telephone consultation for new urgent problems
	Practice to identify telephone consultation slots for new urgent problems
	TH (Practice Manager
	Review in three months

Survey
	20th February 2013


	The Practice is open during core hours Monday – Friday 8.00am – 6.30pm during which patients are able to access GP, Nurse and Health Care Assistant clinics throughout the course of the day.  The Practice does not close at lunchtime.

In addition the Practice offers extended hours Monday – Friday from 6.30pm – 7.40pm.  These appointments are pre-bookable with a GP.  On some evenings after 6.30pm, there are also appointments available for a Nurse and a Health Care Assistants. 



