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Patient participation report for 2012/ 2013
This report summarises development and outcomes of St Mary’s Surgery patient reference group (PRG) in 2012/ 2013.

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 six GP partners, currently four 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, four counsellors and one security officer. 

We currently have six salaried doctors (GPs)
, one GP retainer, one GP returner and a ST3 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 and in house counselling.
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 slightly lower response from those aged under 18 years and the slightly higher response from those aged 55 to 64 years.  One wouldn’t expect patients under 18 years to take part in this type of practice survey. 
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Sex:

The practice has a high percentage of male patients 56% as opposed to female patients 44%. 
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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.
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Respondents to the survey were asked to provide their sex and results are shown below. 

194 respondents were female (58%) as oposed to 141 male (42%). 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 1491 females (55%) had appointments at the surgery as opposed to 1217 males (45%).   
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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. This reflects 12,885 patients from a total list of 21,112. 

Other ethnic groups are represented very well in the patient reference group. Main differences between the two populations are the slightly lower percentage of white 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. 
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 

[image: image7.emf]PRG Signup form.doc



 EMBED Word.Document.8 \s [image: image8.emf]Patient Group Sign  Up Form.doc



 EMBED Word.Document.8 \s [image: image9.emf]PRG Sign up  form.doc



 EMBED Package  [image: image10.emf]TV Screen Feedback  form.JPG


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

Getting an appointment was the main priority with over 38% of the respondents citing this as their highest priority.  One of the comments put forward in the survey from 2012 was that we should consider having fewer questions in the survey. Therefore, the patient survey for 2013 was focussed purely on “Getting an appointment”. 
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 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.

· A hard copy of the survey was posted out to 5 patients
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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. 
Survey results

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

http://www.stmaryshealth.co.uk/surveyreport.aspx?p=J82081
and can be viewed by clicking on the following link.
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337 patients completed the questionnaire. Response rate fell to a minimum of 329 responses for questions relating to information on our services, on referral and on community services. This possibly indicated a small number of patients who were possibly newly registered patients who didn’t feel able to answer those questions.    

5 Resulting action plan 

In March 2012 the following actions were agreed so as to enhance availability of appointments 

Employ 3 new doctors to improve access to routine appointments - doctors to be in post by May/June 2012.

Employ 3 new receptionists to improve telephone access at busy times - receptionists to be in post by April/May 2012.

Dr Inma Ros-Martrat started with the practice in April 2012

Dr Cheng Wong started in September 2012

Dr Samantha Humphries started in September 2012

Connie Thompson was recruited to reception in July 2012. Offers were made to other receptionists but was various reasons these were declined. As a result Connie’s hours were increased in September 2012. 

Jemma Lacey was recruited in November 2012 to complete the team.

Patients had indicated that the following areas were priorities for the practice:

· Getting an Appointment

· Preference of GP

· Waiting time for the appointment

· Telephone answering and access

· Time in the consultation
Patients who express a preference to see their usual or registered GP are able to do this by ringing the surgery 7 days in advance.  As the new salaried GPs become more established it is hoped that the demand for appointments with the partners will start to dissipate and be shared out more equally with the whole team.  

Patients attending for same day appointments do occasionally have to wait for up to one hour to be seen. 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. Delays occur where we have emergencies which require attention, patients booked inappropriately with the nurses and nurse time lost in consultation with the doctor. This is something we are consistently reviewing and an additional three locum sessions have been over the winter months used to assist the same day team.
To develop the action plan, the practice discussed the results of the survey internally on the 21st of March 2013. To get comments from the PRG on the draft action plan we:
· Emailed the patient survey results to 48 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 84 respondents to the patient survey who requested a paper copy of the report.

The main actions arising from the survey for 2013 were:
· Booking appointments at the practice

· How do you rate the information we give out about the practice?
· How would you like to receive information from the practice?
The following action plan was drawn up after review of feedback:

	Survey finding /proposal
	Recommendation 

	Practice to offer online booking of appointments
	Practice to review feasibility of offering online booking of appointments through SystmOne 

	Provision of information by the Practice
	Advertise practice website more widely. Newsletter to be reintroduced in the Spring.
Encourage patient subscription to an electronic newsletter

Review the use of the Computer/TV Screen in the waiting Room at St Mary’s. Apply for funding to enable a second Computer/TV Screen to be installed in the waiting Room at Telephone House

	Receiving information from the Practice
	Practice leaflet to be updated and more readily available within the practice. 

Leaflet to be available in different languages. 



Areas where we may not be able to easily achieve what the PRG wanted were discussed as follows:
· When we have reviewed this in the past we found that the computer system was incapable of offering online booking of appointments. Having now installed a new clinical computer system we understand that this system is capable of providing online booking of appointments and this will be highlighted as a priority.

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 28th March 2013 is:

	ACTION
	Progress to date

	Practice to offer online booking of appointments
	Having reviewed this again it seems that this functionality could be available but requires the Practice to link this to our own website. The IT & Data team are actively investigating this additional functionality and will conduct test runs prior to rolling out to the Working Group to trial.

	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. Use of targeted text messaging campaigns to coincide with the recall system is being explored.  

Use of e-mail to communicate with patients is underutilised and this will be discussed at the next access meeting as to what information could be made available and how. 

	Provision of information by the Practice
	Practice Newsletter to be compiled in the next few weeks. 

Practice Leaflet to be reviewed and updated. This will be translated into different languages reflecting the different cultural influences around St Mary’s. Distribution of this will be discussed with various cultural groups and community support workers through Surestart Central in Clovelly Road Southampton for instance.

Funding has been secured and a computer/ TV screen has been purchased to be installed at Telephone House.


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 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 we will arrange this for you.

� Patients highlighted in the 2012 survey that not everyone understood “GP” – the word doctor was used in the 2013 survey throughout to avoid confusion
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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 virtual patient representation group so that you can have your say. We will ask the members of this representative 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 you via email and keep our surveys succinct 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 by email please click the link below to open the sign-up form and complete all the fields.


Complete the Patient Group Sign-up Form Online 


If you prefer, you can download the sign up form as a pdf document, print it out, complete it and return it to the practice.
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 HYPERLINK "http://www.stmaryssurgery.nhs.uk/help/PatientReferenceGroupSignup.pdf" \t "_blank" Download the pdf version of our sign up form 


We will be in touch shortly after we receive your form. Please note that no medical information or questions will be responded to. 


Many thanks for your assistance





The information you supply us will be used lawfully, in accordance with the Data Protection Act 1998. The Data Protection Act 1998 gives you the right to know what information is held about you and sets out rules to make sure that this information is handled properly. 

http://www.stmaryssurgery.nhs.uk/info.aspx?p=1
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Sheet1

				Number		Percentage

		Time in consultation		3		5.45

		Telephone access		7		12.73

		Waiting time 		12		21.82

		Preference of GP		12		21.82

		Getting an Appointment		21		38.18

				55		100.00



Patient Survey Results 2012/ 2013

PRG Priorities

Number	

Time in consultation	Telephone access	Waiting time 	Preference of GP	Getting an Appointment	3	7	12	12	21	Percentage	Time in consultation	Telephone access	Waiting time 	Preference of GP	Getting an Appointment	5.4545454545454541	12.727272727272727	21.818181818181817	21.818181818181817	38.181818181818187	Percentage	5.4545454545454541	12.727272727272727	21.818181818181817	21.818181818181817	38.181818181818187	
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		Patient Experience Survey 2013

		Which of the following methods would you prefer to use to book an appointment at the practice? Please tick all that apply				%

		In Person		121		25.37

		By Phone		257		53.88

		By Fax		0		0.00

		Online		94		19.71

		Digital TV		1		0.21

		No Preference		4		0.84

		In the past six months, have you tried to book ahead for an appointment with a doctor?

		Yes		274		81.31

		No		63		18.69

		Last time you tried, were you able to get an appointment with a doctor more than two days in advance?

		Yes		162		48.36

		No		118		35.22

		Can't remember		55		16.42

		How easy is it to book an appointment with a practice nurse at the practice?

		Very		109		32.25

		Fairly		149		44.08

		Not Very		33		9.76

		Not at all		2		0.59

		Don't know		45		13.31

		When you last visited the practice, how much time did you spend with the doctor?

		Less than five minutes		43		12.91

		Between five and ten minutes		145		43.54

		10 - 19 minutes		98		29.43

		20 -29 minutes		9		2.70

		30 - 39 minutes		3		0.90

		40 minutes or longer		6		1.80

		Can't remember		29		8.71

		Could a phone call from the doctor have saved you having to visit the practice

		Yes		106		31.83

		No		227		68.17

		Do you get enough information about the practice and the services we offer?

		Yes		246		73.87

		No		87		26.13

		Are you aware of our practice leaflet?

		Yes		132		39.64

		No		201		60.36

		Have you read our practice leaflet?

		Yes		91		27.25

		No		243		72.75

		How would you rate the information we give you about the practice and the services we offer?

		Very good		63		18.86

		Good		114		34.13

		About average		86		25.75

		Poor		14		4.19

		Very poor		4		1.20

		Don't know		53		15.87

		Do you understand the information that you recieve about the practice?

		Yes		283		86.02

		No		46		13.98

		How would you rate the information we give you about other services that we refer you to?

		Very Good		48		14.41

		Good		134		40.24

		About average		71		21.32

		Poor		12		3.60

		Very poor		5		1.50

		Don't know		63		18.92

		How would you rate the information we give you about community support groups and other local services?

		Very Good		29		8.761

		Good		84		25.378

		About average		52		15.710

		Poor		17		5.136

		Very poor		7		2.115

		Don't know		142		42.900

		How would you most like to receive information about the practice?

		By post		77		23.05

		By email		100		29.94

		By poster and leaflets in the practice		39		11.68

		By text message		66		19.76

		No preference		52		15.57

		Are you male or female?

		Male		141		42.09

		Female		194		57.91

		How old are you?

		Under 18		5		1.48

		18 - 24		77		22.78

		25- 34		92		27.22

		35- 44		51		15.09

		45- 54		37		10.95

		55- 64		39		11.54

		65- 74		16		4.73

		75- 84		9		2.66

		85 and over		5		1.48

		Prefer not to say		7		2.07

		What is your ethnic group?

		White British		246		72.78

		Black African		10		2.96

		Black Caribbean		6		1.78

		Indian		18		5.33

		Pakistani		6		1.78

		Bangladeshi		2		0.59

		Chinese		2		0.59

		Other Asian		23		6.80

		I would prefer not to say		25		7.40
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St Mary's Surgery & Telephone House Surgery Survey

		From

		mail@mysurgeryintranet.co.uk

		To

		Bates Leonard (SOUTHAMPTON CITY PCT)

		Recipients

		lenbates@nhs.net



Hello,

Many thanks for agreeing to give your views about how the practice is doing.

Please follow the link below to the survey and answer all the questions.

Kind Regards,

Your Practice Team







Survey - click here to complete the survey

< http://www.mysurgeryoffice.co.uk/psurvey.aspx?p=140632&a=J82081&v=gjhhrcupdew3mzod947h00000 > 
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St Mary’s & Telephone House Surgery

Signing Up For our Patient Reference Group


If you are happy for us to contact you periodically by email please fill out all the fields below and send the completed form to us. 





		Title 
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		First Name(s) 
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		Surname 
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		Email Address 
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		Telephone 
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		Postcode 
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		Date of Birth 
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dd/mm/yyyy
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		Usual Surgery: 

		[image: image16.wmf]


St Marys Surgery










		The information below will help to make sure that we receive feedback from a representative sample of the patients registered at this practice. 



		Your Gender 

		[image: image17.wmf]Male 
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		Your Age 
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		The ethnic background with which you most closely identify is: 



		White 

		[image: image28.wmf]British Group 
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		Mixed 
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		Asian or Asian British 
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		Black or Black British 
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		Chinese or Other 
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		How would you describe how often you come to the practice? 



		[image: image40.wmf]Regularly 
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About This Form


Please note that we will not respond to any medical information or questions received through the survey.


The information you supply us will be used lawfully, in accordance with the Data Protection Act 1998. The Data Protection Act 1998 gives you the right to know what information is held about you, and sets out rules to make sure that this information is handled properly. 


Please note that by using this form you will be sending information about yourself across the Internet. Whilst every effort is made to keep this information secure, you should be aware that we cannot offer any guarantees of absolute privacy. If this matter concerns you then you should use another method of registration.

Personal information retained on this system is stored in a secure data centre located in the UK and is treated as confidential.
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St Mary’s Surgery & Telephone House Surgery


Patient Experience Survey 2013


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



In Person


By Phone

By Fax

Online

Digital TV

No Preference


In the past six months, have you tried to book ahead for an appointment with a doctor? 

Yes


No

Last time you tried, were you able to get an appointment with a doctor more than two days in advance?

Yes


No

Can't remember


How easy is it to book an appointment with a practice nurse at the practice?



Very


Fairly

Not Very

Not at all

Don't know

When you last visited the practice, how much time did you spend with the doctor?



Less than five minutes

Between five and ten minutes

10 - 19 minutes


20 -29 minutes


30 - 39 minutes


40 minutes or longer


Can't remember


Could a phone call from the doctor have saved you having to visit the practice

Yes


No

Do you get enough information about the practice and the services we offer?

Yes


No

Are you aware of our practice leaflet?

Yes


No

Have you read our practice leaflet?

Yes


No

How would you rate the information we give you about the practice and the services we offer?

Very good


Good


About average


Poor


Very poor


Don't know


Do you understand the information that you receive about the practice?

Yes


No

How would you rate the information we give you about other services that we refer you to?

Very good


Good


About average


Poor


Very poor


Don't know


How would you rate the information we give you about community support groups and other local services?

Very good


Good


About average


Poor


Very poor


Don't know


How would you most like to receive information about the practice?

By post


By email

By poster and leaflets in the practice


By text message


No preference

Are you male or female?

Male


Female


How old are you?

Under 18


18 - 24


25- 34


35- 44


45- 54


55- 64


65- 74


75- 84


85 and over


Prefer not to say

What is your ethnic group?



White British


Black African


Black Caribbean


Indian


Pakistani


Bangladeshi


Chinese


Other Asian


I would prefer not to say


Thank you for taking part in this survey.


The results of this survey will be printed on our website: www.stmaryshealth.co.uk

If you wish to receive your own copy please provide you name and address details below.


Name


Address
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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
















