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Patient participation report for 2013/ 2014
This report summarises development and outcomes of St Mary’s Surgery patient reference group (PRG) in 2013/ 2014.

It contains:

1. Profile of practice population and PRG

2. Process used to recruit to our PRG

3. Priorities for the survey and how they were agreed 

4. Method and results of patient survey

5. Resulting action plan and how it was agreed

6. Progress made with the action plan

7. Confirmation of our opening times.
1 Profile of practice population and PRG
Practice population summary

St Mary’s Surgery is a well-established, inner city practice with a list size of approximately 21,000 patients.  We are a friendly, dynamic team led by five GP partners, currently three female and two male, with a Primary Health Care team of 50. The team comprises: one practice manager, nine practice nurses, four HCAs, two secretaries, one reception manager, twelve reception staff, a quality and IT manager with a team of five, three counsellors and one security officer. 

We currently have five salaried doctors (GPs)
, one GP retainer and a ST2 registrar who complete the practice team.

The Health Visitor team is also based at the surgery, and we host a number of services including Quitters, Paediatric venesection, Steps to Wellbeing and in house counseling.
We have patients from all areas of the City and from a full range of backgrounds.  Approximately a third of our patients are students from the Southampton Solent University making student health an important part of our work. The practice is situated in one of the more deprived areas of Hampshire and as such, some of the issues that arise are truly those of the inner city. As a Primary Health Care Team, however, we enjoy working in this area as such issues are challenging and ultimately rewarding to deal with.  As the population of St Mary's is so very mixed, cultural requirements vary enormously, as do those socially. 

The practice team is based in a purpose built two-story accommodation in the St Mary’s district of the city, adjacent to the City Centre and Docks. 

We opened our second surgery premises in the French Quarter of the City in February 2009.
PRG profile

The respondents to the patient survey were asked to indicate age, sex and ethnicity.

 Age Profile:

The patients recruited to the Reference Group can be seen below as very representative of the age profile of the Practice. The only difference is the increased response from those aged under 18 years and the slightly higher response from those aged 45 to 54 years
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Sex:

The practice has a high percentage of male patients 57.4% as opposed to female patients 42.6%. 
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This is further emeplified using National Statistics from Public Health England which demonstrates this, showing a marked increase in males as opposed to females in all age ranges up to 54 years.

[image: image4.png]Fle Edt View Favortes Took Help

e Favorkes @ Natonal General ractice Profies | | BBl - - Page- Sty Tods @- 7
Prachce:|_|32031 - STMARY'S SURGERY =l
1 JOHNSON STREET, SOUTHAMPTON, HAMPSHIRE, SO14 1LT ae .
xport
Flsummary
‘ Search [ ‘ Spine Chart H Bar Chart H Scatter Plot H Definitions ‘
@ Age Distribution 2012 Registered Persons [}
ST.MARY'S SURGERY 21053
ss- i sse
50-84 i s0-54 SOUTHAMPTON CITY PCT 7417 (sverage)
e 1 e ENGLAND 6845 (sverace)
70-78 i 7074
6569 ' 6569
B0 so-ee 182081 - ST.MARY'S SURGERY
5559 o 5559
054 s0ss @ QOF achievement 79.4 (out of 1000)
o - L) Weighted population 18475.5
4048 4048
353 s @ Male life expectancy 74.2 years
i %@ Femalelife expectancy 79.9 years
2529 2529 V|75 ¥
20-24 2026 © % of patients that would __
1513 15918 recommend their practice * "
1014 1014
59 59 o
o o Third more deprived decile
00 s w0 s o s 0 s 2
Population (%)
" ———— —(———
. Mors deprived Less ceprived
— SOUTHAMPTON CITY PCT
. Pracice (Male) Ethnicity Estimate ()
Practice (Female) Insufficient data to provide accurate summary
bone T e [7a - [Fm0%

Bstart| | @ © (0] (& (W] @ * |[eerch Deskion £ | (W2 Maosoft.. -| (]2 Mcrosoft... <| [ @ National Ge... [ig DDA ¥ 6 BLRIT 1907




Respondents to the survey were asked to provide their sex and results are shown below. 
163 respondents were female (63%) as oposed to 95 male (37%). Although this not in keeping with the practice population it is indicative of the patients who use the services at the surgery. During the period of the survey 1694 females (57%) had appointments at the surgery as opposed to 1290 males (43%).   
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Ethnicity:

Ethnicity profile for patients responding to the survey is as given below. 
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The ethnicity profile of the practice is very diverse and whilst these figures reflect this there are 90 ethnicity codes used on the clincial system for patients who have indicated their ethnicity to the practice. 

Other ethnic groups are represented very well in the patient reference group. 
Main differences between the two populations are the slightly lower percentage of “Other white Background” patients reflected in the Patient Reference Group and the lower percentage of Indian patients 3% as opposed to 6%.  Overall it is felt that the populations are very well represented. 
The ethnicity profile used in 2012 made no distinction between White backgrounds. A high number of patients were confusaed by this distinction last year. This year we actively distinquished these as White British, White Irish, Other White background, White & Black Caribbean, White & Black African and White & Asian.

2 Process used to recruit to our PRG

To recruit to our PRG we:

· Put up posters in practice 
· Offered leaflets to all patients attending practice 

· Emailed patients who had given us their email addresses and consent
· Put information on the practice website 
· Added information to the interactive display screen in reception
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Dr Kate Walton, Dr Dinusha Arulrajan and Dr Pauline Yong. Pauline has been a partner in the practice
for over 20 years, since 1992. Before that she was a registrar here.

We also said goodbye to Sylvia Bames and Tessa Youell from the counselling team. We wish them all
wellin their future endeavours.

We have been joined by Dr Adnan All, who was a GP registrar up unfil August this year and 2 new
registrars in Dr Mary Udo and Dr Akash Patel. We welcomed Dr Rachel Megoran back from materity

leave and to complement the Counseling team Pam Morgan joined us in August. Michael Daglish also
joined us in August as a Healthcare Assistant at Bargate.

Flu clinics for this year TARGET Training days
Ifyou eligible o the flu jab we are having You may have noticed that on @
Wednesday the 18th of September the

walkin clinics at St Mary's on
surgeries were closed i theafternoon [ll TARGE L

Saturday Sth October 8:30 - 11am from 1:30 pm.

Saturday 12th October 8:30 - 11am
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Saturday 26th October 8:30 - 11am training which included the whole team; doctors, nurses,
healthcare assistants, receptionists, administrators, IT and

or come to Telephone House on: practice management.

Saturday 2nd November 8:30 - 11am
Every single practice in the City was closed and phone calls were:

e — transferred to the Out of Hours urgent care service 111,

dicson; Welearnt techniques for relieving stress and anxiety 50 as to

il 1 GeibE? cope with the demands of a busy surgery and learnt about the

THsda AN GRbet Prevention of nfection (you'll hopefully start to see changes in
allthree sites as a result).

Further training events wil be held on the afternoons of:
November 13 2013, January 22 2014, March 122014

Please support us by planning ahead and ordering your
‘medication prior to the day of the training.

St Mary's Surgery and the Bargate Medical Centre are now using.
Systmoniine, on online booking system which means you can book, cancel
‘and view appointments as well as order repeat prescriptions. This faciity
is available 24 hours a day, seven days a week.

For more details on how to gain access to make appointments and request
repeat medication online please see our websites
www.stmaryshealth.co.uk

wwwbargatemedicalcentre.co.uk
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Sign up for our Patient Group Surgery

We would like to know how we can improve our service to you and how
you perceive our surgery and staff.

To help us with this, we are setting up a patient representation group so
that you can have your say. We will ask the members of this
representation group some questions from time to time, such as what you
think about our opening times or the quality of the care or service you
received. We will contact us by e-mail or by post depending on your
preference and keep our surveys short so it shouldn't take too much of
your time.

We aim to gather around a hundred patients from as broad a spectrum as
possible to get a truly representative sample. We need young people,
workers, retirees, people with long term conditions and people from non
British ethnic groups.

If you are happy for us to contact you occasionally please let us know by
filling out a form n the surgery of by signing up via our website.

www.stmaryshealth.co.uk

We want to hear about your experience




3 Priorities for the survey and how they were agreed

To determine the priorities for the survey we:

· Contacted all patients who had provided their e-mail addresses to us.

· Patients were asked to complete the priorities survey on the Practice Website 

· Patients who asked to be contacted by post were sent paper copies of the survey through the post 
· Patients were also signposted in surgery to the Practice Website through posters and leaflets in Practice.

Results of this survey are given below:
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The following areas were identified as priorities from the survey:

· Getting an Appointment

· Preference of GP

· Waiting time for the appointment

· Telephone answering and access

· Time in the consultation
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Online booking of appointments was the main priority with over 57% of the respondents citing this as their highest priority. Comments from previous year’s surveys were that we should consider having fewer questions in the survey. Therefore, the patient survey for 2014 was focussed mainly around online booking of appointments with a small number of questions around parking and access.

In last year’s survey “Getting an appointment” was the main priority with over 38% of the respondents citing this as their highest priority. One of the actions from last year was to implement online booking of appointments.
4 Method and results of patient survey

Once we had established the priorities we developed the questions using:

· The PCC survey tool
This tool consists of a series of validated questions based on the GPAQ Questionnaire. The tool was completed by selecting the topic highlighted as a priority by the Patient Reference Group. This then compiled a series of questions including additional compulsory questions and questions on patient demographics.

We carried out the survey using:

· The Patient Survey tool available through the Practice website.
An email link to the Survey Tool was sent to patients who had provided their email addresses and had indicated that they would be willing to take part in the main survey.
· Survey forms were handed out in the reception area and having collected the responses these responses were entered manually using the patient survey web tool on the practice website. 
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St Mary's Surgery is now using Systmonline which means you can book, cancel and view appointments as well as order your regular repeat
medication online. This facilty is available 24 hours a day, seven days a week

For more details on how to make appointments and request repeat prescriptions online click on the icon below or click HERE

SystmOnline App for Apple Devices
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Text Message reminders

112 13 14

You can now register to receive information by text message on your phone regarding appointments and health care.

If you wish to register for this messaging service please fill out the consent form

If you have a QR reader on your smart phone you can now access our website on the move.

Just scan the following code onto your phone.





Survey results

The full survey results can be found at the following web address:

http://www.mysurgeryoffice.co.uk/psurvey.aspx?p=190823&v=J82081
and a summary of the data can be viewed by clicking on the following link.

http://www.stmaryssurgery.nhs.uk/website/J82081/files/SurveyResultsGraphs2014.xls
http://www.stmaryssurgery.nhs.uk/website/J82081/files/SurveyResultsGraphs2014.xls
277 patients completed the questionnaire. 

5 Resulting action plan 

Booking appointments at the practice was a main action arising from the patient survey for 2013. Online booking of appointments was seen as a high priority and the practice undertook to investigate this with the supplier of our clinical computer system.

In August 2013 in conjunction with TPP SystmOne we launched SystmOnline to our patients. SystmOnline offers the facility for patients to order online prescriptions as well as book, cancel and view appointments, and complete health questionnaires. This facility is available 24 hours a day, seven days a week. This was advertised widely at the time of introduction. Information was posted on the practice website and a link placed on the home screen. Information was added to the Practice Interactive Display screen in the waiting room and included in the Practice newsletter
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Welcome In April St Mary’s took over the management of the Bargate Medical Centre. The Bargate Medical
Centre can be found at the back of Boots on Above Bar Street. We are very fortunate to have inherited 12 very
experienced members of staff who are working with us to enhance patient care and increase the range of services.
available to their patients.If you are a patient at the Bargate and want to to have a say n the development of these

services please let us know and join the Patient Participation Group

Latest News

Fight the Flu Cenvical Screening Awareness
Cenvical canceris the most
You may be eligible to aflujab  common cancer in women
if you are: ‘aged 35 and under. In June we
Over 65 ran a four week campaign at St
Pregnant Mary’s to promote of the
Acarer importance of having regular
cervical smears.
or suffer from the following
respiratory disease, Cenvical screening is NOT a
heart disease, testto find cancer. ltis a
kidney disease, Screening test fo detect
liver disease, abnormalties (pre-cancer) at
diabetes an early stage in the cells in

the cervix. During the 4 weeks
Ifthe answerto any ofthese  we screened 224 ladies and

questions is YES, then your identified 20 abnormalities
doctor recommends that you
are protected against Cervical screening is a simple
influenza. procedure which takes less
than 5 minutes. When invited
See over for the fimes of our  please book your cevical
clinics ‘smear, it may save your ffe.

Your Medical Records.

You may have already
received a letter through the
post which describes the

‘Summary Care Record

‘The Summary Care Record is
a summary of your medical
record, which includes your
name and adddress details,
‘medication and allergies. If

You need emergency
treatment then this information
‘would be available in ASE.

If you do not want your
information used in this way
then you need to let us know
by filing out an opt out form

Opt out forms are available at
reception

St Mary's Surgery, 1 Johnson Street, Southampton SO14 1LT Telephone 02380 333778
Bargate Medical Centre, 1 Spa Road, Southampton SO14 2EG Telephone 02380 335158
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Online Booking of appointments 23

Information about the practice 6

Opening times 3

Parking and other access issues 8


Further actions around the introduction of a practice newsletter and an updated Practice leaflet were also accomplished at that time. Funding was acquired to allow the purchase of an Interactive Display Screen at Telephone House. This was installed in the waiting room at Telephone House in the summer of 2013.
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To develop the action plan, the practice discussed the results of the survey internally on the 21st of March 2014. To get comments from the PRG on the draft action plan we:
· Emailed the patient survey results to 135 members of the Patient Reference Group who had consented to us using e-mail as a way of communicating with them.

An action plan was agreed and this was communicated to the Patient Reference Group as above and the additional 72 respondents to the patient survey who requested a paper copy of the report.

The main actions arising from the survey for 2014 were:
· Booking appointments at the practice – phone accessibility
· Patient Confidentiality at the Reception Desk
· Receiving information from the practice
The following action plan was drawn up after a review of feedback:
	Survey finding /proposal
	Recommendation 

	Patients’ main preference is to book appointments over the telephone – accessibility can be a real issue with patients having to hold on the phone in excess of 5 minutes. 
	Practice to consider increasing number of incoming phone lines

	Whilst most patients do not mind that other patients can overhear what is said to them by the receptionist a high percentage (15%) did say that they were not happy with this. 
	Remind patients that they can ask for a private discussion if they at all concerned about confidentiality.
Ensure the Reception staff are aware of this and signpost patients accordingly if there is a need for privacy.

Improve signage around reception desk asking patients to wait before approaching the desk.

	Receiving information from the Practice

A Majority of patients indicated that they wished to receive information from the practice in the form of email or text notification from the practice.


	Practice to review use of email and text messaging as a way of being notified about services.

Practice to actively request email details from patients and their consent to using their email details to provide relevant health related information.

Text messaging is actively used to remind patients of appointments. It’s wider use in providing general health notifications is to be explored. 


Areas where we may not be able to easily achieve what the PRG wanted were discussed as follows:
· Feedback from the PRG suggest that patients would prefer to be able to book appointments with named doctors less than one week ahead. Whilst we understand this it needs to be recognised that individual doctors only have limited appointment availability. We do offer an extensive same day service for patients who need urgent treatment. Unfortunately it is not possible to specify a named doctor for this type of appointment. 
There were no significant changes to our services in these areas requiring approval by the PCO.
6 Progress made with the action plan
A summary of the progress as of 31st March 2014 is:

	ACTION
	Progress to date

	Practice to increase number of incoming phone lines
	The existing phone system is ten years old and is now obsolete. Whilst it will be possible to increase the number of incoming phone lines this is seen as a short term solution and the system would probably require additional investment in the medium term.

The practice has contacted a number of phone system suppliers and is looking at a number of proposals for investment in a new complete phone system to allow better flexibility and access. It is intended that this be installed in July - August 2014. 

	Patient Confidentiality at the Front Desk
	Notices are available at the front desk reminding patients of their right to privacy and that they can ask to speak to the receptionist confidentially. This will also be printed in the Spring Newsletter. 
Reception staff to be reminded at induction and in team meetings to be aware to patients’ right to privacy.
The use of retractable barriers to give patients some privacy at the front desk was introduced in the Winter. These will be repositioned and clearer signs used to protect patients’ privacy at the desk.

	Receiving information from the practice

	Patients expressed a preference to receiving information by post, by e-mail and by text. Text messaging is used extensively to communicate with patients re: appointment reminders. The success of targeted text messaging campaigns is difficult to assess but relatively easy to implement. For instance, a group text message was sent to 10,691 patients (who have consented for us to send them text messages) to advise them of severe pressures on A&E in the winter.  
Use of text messaging to signpost patients to the practice website is to be used in the coming few weeks, to signpost patients as to the Patient Participation report, for instance. 

At recent access meetings the use of electronic information was discussed and the practice is actively considering the use of Social Media and email. Introduction is scheduled to coincide with the new student intake for September 2014 


7 Confirmation of our opening times 
As a result of the survey we have not changed our opening times. They are as below:
You can call the surgery between 8:00 am and 6:30 pm Monday to Friday excluding Bank Holidays. The main surgery phone number is 02380 333778.

The surgery reception is open between 8:30 am and 6:30 pm Monday to Friday excluding Bank Holidays.

Surgery times are between 8:30 and 11:30 am and between 2:30 and 6:00 pm.

The surgery runs extended hours opening between 6:30 and 8:00 pm on Tuesdays and Thursdays and between 8:00 and 11:00 am on Saturdays at Telephone House Surgery. Early morning sessions are provided at St Mary’s Surgery on Thursdays from 7:30 to 8:00 am. Please contact reception to confirm availability.  

Outside of these times please call the Out of Hours service by dialling 111
Our promise to you is that we will:

· Offer same day appointments and home visits where appropriate.

· Aim to offer timely pre-bookable appointments to meet your needs.

· Try to provide the best, flexible service to you and your family.

All patients are seen by appointment within the times shown. Appointments may be made in person, or by telephoning the surgery between 8.00am and 6.30pm each weekday.

Appointments can be made up to a week in advance – if you would like to see a particular doctor, please ask the receptionist for advice on booking a routine appointment.

If you have a mobile phone number we can send you a text to remind you the day before your appointment. We will ask for you permission to use your mobile phone number in this way. Similarly, please let us know if you do not wish to receive this reminder.

Our Same Day Team consists of 2 or 3 doctors and up to 2 nurses each day. Patients requiring an appointment on the day will be offered a time to come to the surgery and will be seen by either a doctor or a nurse. If you would prefer to simply speak to a doctor, please let the receptionist know and we will arrange this for you.

� Patients highlighted in the 2012 survey that not everyone understood “GP” – the word doctor was used in the  survey throughout to avoid confusion
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