Patient Participation DES – supporting information
Step 1: Developing a structure that gains the views of patients & enables feedback – Patient reference Group (PRG):

Practice Profile
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Ethnicity of Reference Group
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Profile of responses to survey

Setting up the PRG

1. We decided to set up a virtual PRG by inviting patients to give us their email address or other preferred contact details if they were happy for us to contact them from time to time about the service we provide.
2. Leaflets were available in reception with a poster, and information was uploaded onto the waiting room TV.
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3. We approached the Head of Public and Patient Involvement at the PCT for support in reaching community groups.
4. Jill Ghanouni, Community Liaison Officer for NHS Southampton City (now Engagement Officer for SHIP Cluster) attended the following community events with our leaflets: Ropewalk Centre Opening and Fun Day; Women and Girls Get Active day; Sure Start Central Multi Cultural event; Albion Towers Fun Day. Jill was able to collect contact details from Somali, Pakistani and Afghani patients as well as white British patients.

5. Details of the proposed group were also included in our Autumn and February Newsletters, available in the waiting rooms and on the practice website at www.stmaryshealth.co.uk
Step 2.
Agreeing areas of priority with PRG

36 patients were identified as having an interest in joining our Reference Group, and they were asked to consider the areas to be included in our first patient survey.

Jan 2012 - requests were sent by email to those who had identified a valid email address, and by post with a reply-paid envelope to those without an email address
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17 patients responded to this request, and Clinical Care was identified as the priority area for the first survey.
Step 3.
Local survey

1. Using the above information, the patient survey was produced and made available in the following ways:
By email to Reference Group where address available (for prior approval)

By post to Reference Group where no email address given (for prior approval)

No approval responses were received from the Reference Group within the agreed time fame, so the survey was produced as follows:

Printed version in the waiting rooms at both surgery sites

Electronic version on website

2. The survey was available throughout February 2012

3. Two members of the Reference Group volunteered to assist patients in their completion of the survey. A volunteer was available in the waiting room at Telephone House, and at St Mary’s. The volunteers were particularly helpful in assisting patients who do not have English as their first language.
4. Feedback from the volunteers’ was very helpful:
i) Not everyone understood ‘GP’ – suggest use ‘doctor’ instead
ii) Consider having fewer questions in the survey
5. 218 patients completed and returned a survey - full survey results plus an analysis of the patients who participated can be found in the following attachment.
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Step 4.
Discussion with the PRG re findings of the survey
Generally the patients who responded to the survey were happy or very happy with the doctor they had seen and with the practice generally.
However, free-text comments revealed that some patients found it difficult to book a routine appointment, and were unhappy with the system for doing this:

‘Appointment system a bit complicated, but otherwise happy with the surgery’
‘Appointment system not so good’

‘Booking system is a stupid system’

12.3.12 – survey results sent to Reference Group for comments/suggestions either by email or post as before.
Step 5.
Agreeing an action plan

21.3.12 - Practice Access Group meeting to discuss results of survey and how to address concerns re booking appointments.

Action Plan from meeting 

i) Proposal to employ 3 new doctors to improve access to routine appointments.

New doctors to be in post by May/June 2012.

ii) Proposal to employ 3 new receptionists to improve telephone access at busy times.

Receptionists to be in post by April/May 2012.

Above proposals approved by partners.

19.3.12 – survey results published on website www.stmaryshealth.co.uk 

Surgery Hours

We are open all day Monday – Friday

Monday

8.30 – 18.30

Tuesday

8.30 – 18.30

Wednesday

8.30 – 18.30

Thursday

8.30 – 18.30

Friday

8.30 – 18.30

Saturday

closed



Additional opening hours at Telephone House
· Tuesday 6.30 – 8.00pm

· Thursday 6.30 – 8.00pm

· Saturday 8.30 – 11.00am

Additional opening hours at St Marys

· Thursday 7.00 – 8.00am

The surgery will be closed on Sundays and Bank Holidays

Booking an appointment

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 you will receive a text to remind you the day before your appointment. 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 3 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 she will arrange this for you.
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Patient Reference Group Distribution Report 07/03/2012
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 Number of Responses: 



218






Our Patient Representative Group has identified

"clinical care" as one of the key priorities when it comes to looking

at the services we provide at St Marys and Telephone House Surgeries.






We would be grateful if you would complete this survey

about your clinical care. Your doctors want to provide the highest standard of

care. Feedback from this survey will help them to identify areas that may need

improvement. Your opinions are very valuable.






Please answer ALL the questions that apply to you.

There are no right or wrong answers and your doctor will NOT be able to

identify your individual answers.






Thank you.






Q1 Is there a particular GP you usually

prefer to see or speak to? 










 Yes



  55%















 No - Go to Q3



  44%















 There is usually only one doctor in my

 surgery - Go to Q3



  0%














[image: ]






Q2 How often do you see or speak to the

GP you prefer? 










 Always or almost always



  11%















 A lot of the time



  9%















 Some of the time



  22%















 Never or almost never



  8%















 Not tried at this GP practice



  2%
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How good

was the last GP you saw at each of the following? 






Q3 Giving you enough time 










 Very good



  47%















 Good



  36%















 Fair



  11%















 Poor



  1%















 Very poor



  0%















 Does not apply



  0%
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Q4 Listening to you 










 Very good



  52%















 Good



  33%















 Fair



  9%















 Poor



  2%















 Very poor



  0%















 Does not apply



  0%
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Q5 Explaining tests and treatments 










 Very good



  47%















 Good



  36%















 Fair



  12%















 Poor



  1%















 Very poor



  0%















 Does not apply



  0%
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Q6 Involving you in decisions about your

care 










 Very good



  39%















 Good



  38%















 Fair



  16%















 Poor



  1%















 Very poor



  0%















 Does not apply



  1%
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Q7 Treating you with care and concern 










 Very good



  48%















 Good



  37%















 Fair



  9%















 Poor



  1%















 Very poor



  0%















 Does not apply



  0%
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Q8 Did you have confidence and trust in

the GP you saw or spoke to? 










 Yes, definitely



  64%















 Yes, to some extent



  28%















 No, not at all



  4%















 Don’t know / can’t say



  0%
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If you know the name of the GP you last

saw, please write it here: 














 











About

care from your doctors and nurses






Thinking

about the care you get from your doctors and nurses overall, how well does the

practice help you to:






Q9 Keep yourself healthy 










 Very well



  61%















 Unsure



  22%















 Not very well



  5%















 Does not apply



  9%
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Q10 Overall, how would you describe your

experience of your GP surgery?












 Excellent



  24%















 Very good



  36%















 Good



  23%















 Fair



  8%















 Poor



  3%















 Very poor



  1%
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Q11 Would you recommend your GP surgery

to someone who has just moved to your local area? 










 Yes, definitely



  53%















 Yes, probably



  32%















 No, probably not



  6%















 No, definitely not



  2%















 Don’t know



  1%














[image: ]






It will

help us to understand your answers if you could tell us a little about yourself






Q12 Are you? 










 Male



  33%















 Female



  61%
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Q13 How old are you? 










 Under 16



  1%















 16 to 44



  55%















 45 to 64



  21%















 65 to 74



  8%















 75 or over



  7%
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Q14 Do you have a long-standing health

condition? 










 Yes



  41%















 No



  46%















 Don’t know / can’t say



  4%
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Q15 What is your ethnic group? 










 White



  59%















 Black or Black British



  4%















 Asian or Asian British



  17%















 Mixed



  2%















 Chinese



  1%















 Other ethnic group



  6%
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Q16 Which of the following best

describes you? 










 Employed (full or part time, including

 self-employed)



  39%















 Unemployed / looking for work



  9%















 At school or in full time education



  13%















 Unable to work due to long term sickness



  5%















 Looking after your home/family



  5%















 Retired from paid work



  18%















 Other



  1%
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Finally, please add any other comments

you would like to make about your GP practice:
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 Number of Responses: 



17






Thank you for agreeing to let us contact you for your

views on how we can continue to improve our service.






We are planning our next annual survey and to ensure

that we ask the right questions, we would like to know what you think should be

our key priorities when it comes to looking at the services we provide to you

and others in the practice.






What do you think are the most important issues on

which we should consult our patients? For example which of the following do you

think we should focus on.






Please tick one of the following:










 Clinical care



  52%















 Getting an appointment



  41%















 Reception issues



  5%















 Opening times



  0%















 Parking and other access issues



  0%
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Thank you for your help.
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 Number of Responses: 



218






Our Patient Representative Group has identified

"clinical care" as one of the key priorities when it comes to looking

at the services we provide at St Marys and Telephone House Surgeries.






We would be grateful if you would complete this survey

about your clinical care. Your doctors want to provide the highest standard of

care. Feedback from this survey will help them to identify areas that may need

improvement. Your opinions are very valuable.






Please answer ALL the questions that apply to you.

There are no right or wrong answers and your doctor will NOT be able to

identify your individual answers.






Thank you.






Q1 Is there a

particular GP you usually prefer to see or speak to? 










 Yes



  55%















 No - Go to Q3



  44%















 There is usually only one doctor in my

 surgery - Go to Q3



  0%
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Q2 How often do

you see or speak to the GP you prefer?












 Always or almost always



  11%















 A lot of the time



  9%















 Some of the time



  22%















 Never or almost never



  8%















 Not tried at this GP practice



  2%
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How good

was the last GP you saw at each of the following? 






Q3 Giving you enough time 










 Very good



  47%















 Good



  36%















 Fair



  11%















 Poor



  1%















 Very poor



  0%















 Does not apply



  0%
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Q4 Listening to you 










 Very good



  52%















 Good



  33%















 Fair



  9%















 Poor



  2%















 Very poor



  0%















 Does not apply



  0%
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Q5 Explaining tests and treatments 










 Very good



  47%















 Good



  36%















 Fair



  12%















 Poor



  1%















 Very poor



  0%















 Does not apply



  0%
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Q6 Involving you in decisions about your

care 










 Very good



  39%















 Good



  38%















 Fair



  16%















 Poor



  1%















 Very poor



  0%















 Does not apply



  1%
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Q7 Treating you with care and concern 










 Very good



  48%















 Good



  37%















 Fair



  9%















 Poor



  1%















 Very poor



  0%















 Does not apply



  0%
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Q8 Did you have

confidence and trust in the GP you saw or spoke to? 










 Yes, definitely



  64%















 Yes, to some extent



  28%















 No, not at all



  4%















 Don’t know / can’t say



  0%
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If you know the name of the GP you last

saw, please write it here: 














 











About

care from your doctors and nurses






Thinking

about the care you get from your doctors and nurses overall, how well does the

practice help you to:






Q9 Keep yourself

healthy 










 Very well



  61%















 Unsure



  22%















 Not very well



  5%















 Does not apply



  9%
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Q10 Overall, how would you describe your

experience of your GP surgery?












 Excellent



  24%















 Very good



  36%















 Good



  23%















 Fair



  8%















 Poor



  3%















 Very poor



  1%
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Q11 Would you

recommend your GP surgery to someone who has just moved to your local area? 










 Yes, definitely



  53%















 Yes, probably



  32%















 No, probably not



  6%















 No, definitely not



  2%















 Don’t know



  1%
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It will

help us to understand your answers if you could tell us a little about yourself






Q12 Are you? 










 Male



  33%















 Female



  61%
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Q13 How old are you? 










 Under 16



  1%















 16 to 44



  55%















 45 to 64



  21%















 65 to 74



  8%















 75 or over



  7%
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Q14 Do you have a long-standing health

condition? 










 Yes



  41%















 No



  46%















 Don’t know / can’t say



  4%
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Q15 What is

your ethnic group? 










 White



  59%















 Black or Black British



  4%















 Asian or Asian British



  17%















 Mixed



  2%















 Chinese



  1%















 Other ethnic group



  6%
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Q16 Which of the

following best describes you? 










 Employed (full or part time, including

 self-employed)



  39%















 Unemployed / looking for work



  9%















 At school or in full time education



  13%















 Unable to work due to long term sickness



  5%















 Looking after your home/family



  5%















 Retired from paid work



  18%















 Other



  1%
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Finally, please add any other comments

you would like to make about your GP practice:
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HOW DO YOU FEEL ABOUT YOUR LOCAL SURGERY?


YOUR VIEWS ARE IMPORTANT!

CAN WE CONTACT YOU BY EMAIL OR PHONE?

WHAT DO WE DO WELL (                WHAT COULD WE DO BETTER (

YOUR COMMENT……………………………………………………………………………….………………………………………….


PLEASE GET IN TOUCH WITH US OR POP THIS SLIP INTO THE BOX PROVIDED. 


NAME……………………………………….


DATE OF BIRTH…………………………………


EMAIL………………………………………


PHONE NUMBER………………………………...


ALL THIS INFORMATION WILL REMAIN CONFIDENTIAL. YOUR NAME AND DATE OF BIRTH ARE NEEDED FOR OFFICE USE ONLY.


THANK YOU!!

St Marys Surgery �1 Johnson Street�Southampton



SO14 1LT 



Telephone House Surgery�70-75 High Street�Southampton



SO14 2NW
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malefemale

		

		Total Registered				21,126

		Male		11834

		Female		9292





malefemale

		0

		0





Language

		Main Language Spoken

		Main Language Spoken

		English		10447

		Polish		1010

		Punjabi		459

		Somali		296

		Arabic		294

		Russian		259

		Portugese		222

		French		206

		Farsi		203

		Dari		182

		Urdu		117

		Spanish		81

		Bengali		75

		Pashto		70

		Mandarin & Cantonese		67

		Hindi		67

		Kurdish		64

		Gujerati		45

		Swahili		41





Language

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0





Ethnicity

		

		White		10,653

		Black African		1046

		Indian		1041

		Other Asian Group		1010

		Pakistani		440

		Chinese		268

		Black Carribean		227

		Black Other Mix		213

		Bangladeshi		208

		Other		125

		Other Black Ethnic Group		59

		Other Ethnic Mixed		49

		Black Other Non Mix		29

		Vietnamese		20

		Other Ethnic Non Mix		4





Ethnicity

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0






