PPG & Survey Results Report
2012-2013
 

Patient Reference Group

The patient group comprises 43 members.  This is a significant increase from last year’s figure of 28 members.  There has also been an increase in ethnicity representation on the group.  Representation on the Patient Forum has also increased from 2 to 8 members.
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  Group Development

In order to attract as many patients as possible to sign up for the group, the joining form is available on the practice website and in the practice.  Notices are also placed in the practices, Dentist and Pharmacy, asking patients to join up.  The front desk reception staff are particularly pro-active in trying to encourage patients to join, especially patients from ethnic minorities.  The group continues to be developed and invitations are still going out to patients to join.  We see this as a continuous process throughout the rest of 2013.

Development of the Survey

All new patients to the PRG are emailed when they first join the group to explain what this is all about.  Everyone was then sent an email asking for views and opinions on the development of this survey.  Agreement was reached on a survey looking at ease of making routine and urgent appointments, whether patients get to see their own GP, availability of GPs, satisfaction levels with opening hours, knowledge of opening hours and preferences for ordering of repeat prescription.  All suggestions and comments were taken into account and included in the final survey.  This was then emailed again to the group for finalization before being made available to all the practice’s patients.

Obtaining Views of Registered Patients

The patient survey was available in the practice and also on the website for patients to complete online.  Reception staff encouraged patients to complete the survey by handing it out to all patients who attended at the surgery.  The results of the survey are shown below.

Survey Results

 

Practice Survey 2012-2013 (copy)

Number of Responses: 127
Dear Patient,

Many thanks for agreeing to take this short survey to help our practice understand how our appointment system, opening times and arrangements for repeat prescriptions are serving your needs and how they might be improved.

Please answer all of the questions and click Send when you are done.

Appointments
Routine appointments - bookable up to a month or more in advance.

Urgent appointments - bookable on the day for urgent problems that cannot wait.

Please use this information to help you answer the following questions.

Q1: How easy was it to get an urgent appointment on the day?
Not very easy  29%
Fairly easy  40%
Very easy  27%
No response  4%
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Q2: How easy was it to get a routine appointment at the time you wanted?
Not very easy  41%
Fairly easy  30%
Very easy  23%
No response  6%
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Q3: Were you able to see the GP you wanted to see?
No  35%
Did not want specific GP  29%
Yes  33%
No response  3%
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Q4: How easy was it to get an appointment with the GP you wanted to see?
Not very easy  45%
Fairly easy  29%
Very easy  16%
No response  10%
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Q5: How important is it to you that you see a specific GP when coming to this practice?
Prefer not to say  2%
Not at all important  18%
Fairly important  50%
Very important  28%
No response  2%
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Q6: How well do you know which days of the week your GP is available?
Very well  16%
Quite well  11%
Not at all well  32%
Not very well  39%
No response  2%
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Opening Hours
Q7. How satisfied are you with the opening hours at the surgery ?
Very  51%
Fairly  26%
Neither satisfied nor dissatisfied  9%
Quite dissatisfied  4%
Very dissatisfied  1%
Don’t know opening hours  3%
No response  6%

[image: image10.png]Dvery

Mrairy

I Nether satisfied nor dissaisfied
O Qute dissatisied

OVery sissatsfied

3 Dontknow opening hours
o response





Q8. When do you think the surgery is open? Please click all that apply: 

From 6am-8am  5%
From 8am to 12 noon  86%
From 12 noon to 1pm  43%
1pm-5pm  79%
5pm-6.30pm  64%
From 6.30pm-8pm  5%
On Saturdays  65%
On Sundays  0%

Q9. Would you like the surgery open at additional times? If Yes, please say when in the comments box below:
Comments: 


Earlier, later. Just to get an appointment when you need it would be good. 
---
Every saturday morning.
---
Every Saturday on a rota.
---
I think you are open 1 saturday a month, perhaps more would be better.  To have an early evening 6:30-8pm may be useful too, even if not everyday. Perhaps if would be useful for you to have a questionnaire about the standard of patient care and doctor patient experience. It is all very well getting an appointment, but if the standard of care falls short how is this being monitored? 
---
Later some nights until 8pm.
---
More accessible outside working hours.
---
My main complaint about this practice is the high staff turnover which means you hardly see the same person twice! 
---
No.
---
On Saturdays that should be special appointments for people that can't during the week.
---
Seems ok to me.
---
Should be open evenings until 8pm.
---
These times are ok, open times as at the moment. Booked GP check in 2 weeks, booked blood test fasting, still waiting for Spiro test to be booked.
---


Today, 30/1/13, is the first time I have seen a doctor since Dr Davies left. I don't know any new ones and I have not yet got confidence in anyone. 
---
Whilst the surgery opening times are acceptable, being able to access an appointment is very difficult and is weighted against people who got to work. It is not always possible to be able to keep ringing the surgery number which is permanently engaged. With electronic diaries/calendars, there is not reason why appointments cannot be made in advance. 
---
Would be nice if they could be open every Saturday. 
---
Would be nice to see our local doctors/surgery providing out of hours service. 
---
Yes, evening appointments after 6pm. Not to close at lunchtime. <<
---



Repeat Prescriptions
If you receive or have received any medicines on Repeat prescription, please answer questions 10 and 11. If not, please go onto the next section.
Q10. How have you ordered your repeat prescriptions in the past? Please tick all those that you have used:
Order online through the practice website  33%
return order slip to the surgery by post or by hand  28%
Fax order to us on 01604 646208  1%
email order to us via woodview.medicalcentre@gp-K83040.nhs.uk  7%
order from Woodview Pharmacy on 01604 670619  42%

Q11. How do you prefer to order your repeat prescriptions? Please select just one:
Order online through the practice website  28%
return order slip to the surgery by post or by hand  16%
Fax order to us on 01604 646208  0%
email order to us via woodview.medicalcentre@gp-K83040.nhs.uk  4%
order from Woodview Pharmacy on 01604 670619  37%
No response  15%
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To help us analyse your answers please tell us a few things about yourself:
Are you male or female?
Male  35%
Female  60%
No response  5%
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What age are you?
Under 16  0%
17 - 24  6%
25 - 34  12%
35 - 44  14%
45 - 54  17%
55 - 64  23%
65 - 74  16%
75 - 84  5%
Over 84  0%
No response  7%
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What is the ethnic background with which you most identify?
White British  76%
White Irish  2%
Mixed White & Black Caribbean  0%
Mixed White & Black African  0%
Mixed White & Black Asian  0%
Indian  3%
Pakistani  0%
Bangladeshi  0%
Black Caribbean  0%
Black African  1%
Chinese  3%
Other  5%
No response  10%
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How would you describe how often you come to the practice?
Regularly  32%
Occasionally  58%
Very Rarely  7%
No response  3%
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Many thanks for your time in answering the questions on this survey.

Developing an Action Plan
The above results have been published on the website and are also available in the surgery for patients to look at.  The PPG were emailed to let them know the results had been published and for their comments.  The Patient Forum have met to look at the results and to develop an action plan.  This was then emailed to the PRG for their comments.  Suggestions for improvement and change were incorporated into the action plan below.
Action Plan

Appointments

It is appreciated that it can sometimes be difficult to make an appointment at a time convenient to the patient and with a Doctor of the patient’s choice.  Difficulties making appointments can also be exacerbated by busy phone lines, especially early in the morning.


Action

· Patients can now book appointments online via the link on the practice website – Systmonline.  Patients need to request a user name and password from reception before this can be accessed.  A variety of appointments are available with Drs and Nurses.  This service is advertised in the surgery and on the website.

· The practice will look at the possibility of making changes to the telephone system which will tell the patient where they are in the queue.

Opening Times

General satisfaction with opening times.  However the majority of comments suggested the more Saturday surgeries should be available.


Action

· The surgery is open on the second Saturday of every month.  This ensures a wide variety of health professionals are available – Drs, Nurse-led CDM clinic and Asthma clinic.  A Diabetes clinic will be available from April.  The practice will look at possibility of other extended opening hours.
Prescriptions
A number of different methods of ordering repeat prescriptions are available as detailed on the questionnaire.


Action

· Repeat prescriptions can also be ordered on SystmOnline via the practice website.  User name and password required as detailed above in appointments.
Information about our Opening Times
Surgery Hours

	 
	Morning
	Afternoon

	Monday
	08:00 - 13:00
	13:00 - 18:30

	Tuesday
	08:00 - 13:00
	13:00 - 18:30

	Wednesday
	08:00 - 13:00
	13:00 - 18:30

	Thursday
	08:00 - 13:00
	13:00 - 18:30

	Friday
	08:00 - 13:00
	13:00 - 18:30

	Saturday
	08:30 - 11:15 2nd Saturday in the month
	closed


 

Extended Hours - Saturday Opening Hours Information

We are open Saturday morning 8.30am to 11.15am on the 2nd Saturday of every month.  Appointments will be pre-bookable only in line with our other pre-bookable surgeries.  Patients requiring urgent treatment or a home visit during these hours must contact the Out of Hours Service.   You will be able to collect your prescripton from the surgery and you may post your prescription in the red box in reception.  However these will not be dealt with until Monday and it will be 48 hrs from then.  We regret we will be unable to deal  with general enquiries on Saturday mornings.

We are closed all day Sunday. We are also closed for training one Wednesday afternoon a month.

Telephone access:

· Monday to Friday  8.00 am. to 12.45 pm & 1.15 pm to  6.30 pm. 

· Saturday morning from 8.30am-11.15am.  However this is only for booking or cancelling appointments.  No queries will be dealt with.
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