DR ANDREOU AND PARTNERS
 PATIENT PARTICIPATION GROUP REPORT 

2013-2014
Profile of Patient Population

Dr Andreou and Partners is a large inner city practice of 17,032 patients.  Situated in Sandwell, which is a Metropolitan Borough formed in 1974, and is one of seven authorities that makes up the West Midlands conurbation.

Sandwell Population : 308,063 (Census 2011)
Ethnicity:


· White British 


67.6%

· Other White 


4.0%

· Indian 



10.2%

· Pakistani 


3.9%

· Bangladeshi 


0.5%

· Chinese & Asian Other  
2.4% 

Health: Life expectancy is 73.7 years for men and 78.8 for women (Figures taken from latest data on the World Health Organisation website).

Practice population age range
Aged 0 – 4 

8%


Aged 
75 – 84 
5% 
Aged 5 – 14 

12%


Aged 
85 +

2%


Aged 15 – 44 
43% 

Aged 45 – 64 
23%

Aged 65 – 74 
8%

The Patient Participation (PPG) has been in place at Oldbury Health centre for Eleven years now, and has been self -running for several years.  The group meets on every second Wednesday in the month for two hours in a room provided at Oldbury Health Centre, and organise and invite their own Speakers from areas of the NHS and Voluntary Services, as required. 

Ensuring that the PPG represents a cross section of the patient population

This is a difficult target to achieve as the majority of the PPG are happy with the hours that the group meets and do not want to change to evening meetings, which may encourage other age groups and working members of practice population to attend.

However we have targeted other elements of the practice population by;

· Messages asking patients to become involved in PPG are displayed in poster format  around the surgery and are also periodically placed on repeat prescription notices 
· The website link developed in 2013 allowing patients to complete a form expressing interest in joining the group, has not been as successful as the practice thought it may be and no additional members have been recruited using this method

Priorities  for the Patients Priorities and Issues 
The regular meetings of the group enable any issues or concerns they have to be quickly brought to the attention of the new Practice Manager. The Chairperson of the group is very good at collecting the views of the group and bringing them forward – she also actively attends many presentations and policy change meetings in the local area and takes the information back to the group. 

The group was given a copy of the proposed questions prior to survey distribution to allow them to comment and suggest any additional questions.   They felt that the survey questions were appropriate and right for the practice and approved the use of the chosen survey this year.
Some of the themes identified for 2013 – 2014 were similar to previous years;

· Waiting times for appointments

· Telephone interactions with practice

· Helpfulness of reception staff.

Annual Practice Survey – Sample information

The survey used for 2013 – 2014 is the copy we have embedded in this document:

[image: image1.emf]C:\Documents and  Settings\steventonj\Desktop\V2_Questionnaire_Practice Survey.doc


274 surveys were returned by patients who had attended for reviews / consultations with a Doctor over a period of 3 weeks, from patients attending the surgery to see both nurse and doctors.
The age rate of the population completing the survey was very mixed this year with no definitive age group taking a lead, the area which had a slight advantage was the 45 – 64 but this was very marginal.
A copy of the report will be provided to the patient participation group and it is on agenda to be discussed at next meeting Wednesday 9th April 2014, where the action plan will be reviewed and ratified.

Analysis of survey results

General satisfaction  with visit with Doctor                                  =  79 ( benchmark = 78)

Professional care                                                                               =  85 ( benchmark = 82) 

Depth of relationship                                                                       = 73  ( benchmark = 71)

Length of consultation                                                                      = 68 ( benchmark = 66)

We achieved benchmark figure or greater in all domains with our lowest results being depth of relationship, at  73 only 2 points over benchmark.

Patients highlighted that they felt they are no longer able to see the doctor of their choice when they need to see them and feel that the relationships they have developed with the said GP is no longer available to them.

We are in no way complacent about the results achieved, we feel that we should continue to improve the care and facilities we offer to patients and therefore improve our overall satisfaction ratings.  We offer patients the facility to feedback comments via a designated form on our website and also have a suggestions box inside the surgery. We monitor and respond to all patient feedback on the NHS Choices website. Our well established Patient Participation group feeds back to us monthly with suggestions for improvement and change, and also praise when due.

Action Plan

· The practice will look at working with providers to further develop its appointment  system and look at better ways of patients accessing the GP they.
· Make improvements to the appointment booking  system (i.e telephone appointment line) in order to make it easier for patients to book appointments.

· Publicise the existence of the PP group as widely as possible in the next year to increase numbers and representivity of group.

· Respond to patient issues positively and aim to reply to all feedback whether positive or negative.
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Oldbury Health Centre

PATIENT EXPERIENCE QUESTIONNAIRE


Thank you for being willing to take part in this questionnaire about Oldbury Health Centre. We want to hear about your experiences as a patient so that we can highlight what people generally think about the service, while identifying areas of success and where there might be room for improvement. Please be honest with us - We want to make sure the service suits your needs!  

		

		Today’s Date:

		What time of day is it now:

		Who was your appointment with:



		

		

		(
 Before 9:00 A.M.


(   9:00 A.M. – 1:00 P.M.  


· 1:00 P.M. – 5:00 P.M.


· After 5.00pm

		· Doctor 
  



· Advanced Nurse Practitioner (Prescribing)

· Nurse

  


· Other





		PART 1: QUESTIONNAIRE





		Q1

		If you wanted to see a doctor quickly, how many days did you have to wait? 


(Please tick one)



		(
Same day

		(
Within 4 working days






		

		

		(
Next working day




		(
5 or more working days



		

		

		(
Within 2 working days




		(
I did not need to see the doctor quickly



		

		

		(
Within 3 working days




		





		Q2



		How easy is it for you to get an appointment with a practice nurse at your GP surgery? 


(Please circle one)

		[image: image1.wmf]

		Not at all easy

		Not very easy

		Fairly easy

		Very easy

		[image: image2.wmf]

		Haven’t Tried





		Q3

		How satisfied are you with our opening hours?

(Please circle one)



		  [image: image3.wmf]

		Very dissatisfied

		Fairly dissatisfied

		Neither satisfied or dissatisfied

		Fairly satisfied

		Very satisfied

		[image: image4.wmf]

		Unsure of hours





		Q4

		How easy is it to get through to us on the phone?

(Please circle one)



		  [image: image5.wmf]

		Very difficult

		Difficult

		Satisfactory

		Easy

		Very easy

		[image: image6.wmf]

		Haven’t tried





		Q5



		How would you prefer to book your appointments?


(Please tick one)

		( In person

		( By telephone

		( Online





		Q6



		How helpful do you find the receptionists at your GP practice?


(Please circle one)

		[image: image7.wmf]

		Not at all helpful

		Not very helpful

		Fairly helpful

		Very helpful

		[image: image8.wmf]

		Don’t know





		Q7



		Were you seen on time for your appointment?

(Please circle one)

		Early

		On time

		No, up to 15 minutes late

		No, up to 30 minutes late

		No, more than 30 minutes late

		Not applicable





		Q8



		If you saw a GP today, did you have confidence and trust in the GP you saw or spoke to? 


(Please circle one)

If you didn’t see a GP please go to question 9

		[image: image9.wmf]

		Don’t know/ can’t say

		No, not at all

		Yes, to some extent

		Yes, definitely

		[image: image10.wmf]

		Not applicable



		Q9



		If you saw a nurse GP today, did you have confidence and trust in the nurse you saw or spoke to? 


(Please circle one)

		[image: image11.wmf]

		Don’t know/ can’t say

		No, not at all

		Yes, to some extent

		Yes, definitely

		[image: image12.wmf]

		Not applicable





		Q10



		How happy are you with the overall service at  Olbury Health Centre? Please rate on a scale of 1 to 5 with 1 being very poor and 5 being excellent.


(please circle your chosen number)

		[image: image13.wmf]

Very Poor

		1

		2

		3

		4

		5

		[image: image14.wmf]

Excellent





		Q11

		Please tell us one thing you really like about our practice?



		

		





		Q12

		Please tell us anything that we could improve on?



		

		





		Q13

		Please use this space if you would like to add any supporting comments relating to your answers. 


Are there any other points you would like to make about the practice that haven’t already been covered?



		

		





		

		PART 2 – DIVERSITY MONITORING



		Q1

		Gender




		( Male

		( Female



		Q2

		Age




		(Under 16

		( 16 - 24

		( 25- 44

		( 45 - 64

		( 65 - 74

		( 75+



		Q3

		Ethnicity

		(
White (British)

		(
Asian or Asian British (Indian)



		

		

		(
White (Irish)

		(
Asian or Asian British 
(Pakistani)



		

		

		(
White (Any other)

		(
Asian or Asian British 
(Bangladeshi)



		

		

		(
Mixed (White and Black 
Caribbean)

		(
Asian or Asian British (other)



		

		

		(
Mixed (White and Black African)

		(
Black or Black British 
(Caribbean )



		

		

		(
Mixed (White and Asian)

		(
Black or Black British (African)



		

		

		(
Mixed (Other mixed 
background)

		(
Black or Black British (other)



		

		

		(
Chinese

		(
Any other ethnic group



		Q4

		Disability: 


Do you consider yourself to have a disability?




		( Yes

		( No

		( Not sure





		

		PART 3 – PATIENT ENGAGEMENT





		Q1

		Have you heard about our Patient Participation Group? 

If you would like to get involved please speak to someone at reception.








THANK YOU FOR TIME AND FEEDBACK  [image: image15.wmf]










