THE CHESSER PRACTICE
REPORT AND ACTION PLAN FROM THE PRACTICE AND PATIENT PARTICIPATION GROUP FOLLOWING OUR PATIENT SURVEY WHCH WAS CARRIED OUT BETWEEN FEBRUARY AND MARCH 2012
Patient Representative Group
The Practice established a group during 2011 – 2012.  We advertised for members using posters in the waiting room, outside GP consulting rooms and on our website.  Practice staff and clinicians also spoke to patients opportunistically to encourage people to get involved.

We had a few patients offer to complete feedback online but who did not wish to be part of a ‘physical’ group whereas others were happy to volunteer to meet with members of the Practice Team to discuss priorities and review the results of the survey.

The group currently has six members consisting of 1 female and 5 males and all report their ethnicity as ‘British’.  2 members were in the age range 75+, 3 are between the ages of 65-74 and 1 is between 55-64.
Our Practice age demographics are described below:
	
	0-16
	17-24
	25-34
	35-44
	45-54
	55-64
	65-74
	75+
	Total

	Male
	716
	404
	438
	531
	545
	292
	216
	205
	3347

	Female
	679
	389
	435
	540
	533
	313
	258
	267
	3414

	
	1395
	793
	873
	1071
	1078
	605
	474
	472
	6761


Across the borough of Sutton we know that around 83% of the population are reported to be White whilst 6% are Asian, 5% Black, 3% Chinese and 3% Mixed.

We had hoped to attract a wider range of ethnicity and age but despite our best efforts further volunteers were not forthcoming at this stage.  The practice does continue to advertise for membership and this may develop in time.
Everyone interested in joining the group was asked to complete a contact form which included an opportunity to outline the areas they considered to be of greatest priority.  These priorities were used as the basis for the Practice Survey which was created using a tool purchased by the Practice and specifically designed for the purpose.
The Practice Survey
The survey was made available in paper format and online via the Practice Website.  The survey was advertised using Posters, banner headlines on the website and LED display board and a message played to patients whilst queuing on the telephone.  Receptionists and GPs also asked patients to complete a survey and overall we managed to obtain 89 submissions which equated to 1.3% of the total practice population.  A member of our PPG used a statistical tool to identify a confidence level of 95% which he felt indicated the number was a reasonably representative sample of the practice population.
Survey results

The results showed that we reached people across all age groups and employments statuses and with a wide range of reasons to consult with their GP or Nurse on a fairly regular basis.  The majority of responders described themselves as White – British which is broadly in line with demographics of the borough the Practice is situated in.
In general the outcome of the survey highlighted many positives with participants indicating they were:

· able to see a GP quickly (same day or within 2 days) 97% of the time
· able to book for a GP in advance (more than 2 weekdays ahead) 90% of the time

· satisfied with the standard of care they receive from the practice (Around 90%) and more than 75% would recommend the practice to a friend or neighbour

· satisfied with the skills and levels of competency of clinicians (85%)
· able to say that the reception staff were helpful and responsive to their need (92%).
Actions agreed with the PPG following analysis of the Survey
The results and analysis of the survey were shared with the PPG and some actions were agreed as a result of the survey and other observations made by the PPG.  Details of the actions agreed are available on our website.
Confirmation of our opening times
As a result of the survey we have not changed our opening times. They are:
Monday to Friday:
8.00am – 7.30pm

Saturdays:

9.00am – 11.00am

We provide a range of GP & Nurse appointments during these times to recognise that week days and daytime appointments do not fit with everyone’s lifestyle.  We also recognise the fact that patients can suddenly become unwell and we therefore offer, in addition to normal pre-bookable appointments, ‘same day’ appointments which can be booked from 8.30am each morning.  We do stop taking bookings at 12 noon but if patients phone before then and it is urgent, they will be seen on the day.  For those patients who suddenly become ill later in the day we offer a session of short appointments each day for problems that cannot wait until the following working day.
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