[bookmark: _GoBack]Holmlands Medical Centre Patient Participation Group meeting – 9th May 2013

Present: Jo Bloor, Paul Brady, Pam Davies, Sue Davis, Colin Derby, Keith Heller (Chair), Danny Hughes, Mary Jones, Rachel Kavanagh, Jenny Pierce, Dr Srivastava , Jan Williams, Angela Davies (minutes)

Apologies:  Geraldine Derby, Lorna Dobson

1. Matters  Arising
· Keith has spoken with Pam in follow up to complaints as discussed last time. In the future, Pam will pass any complaints to the PPG.

2.  Audit and WGPCC Board
Keith is on the Patients Board and explained the role of lay member that they recruiting to. The Board is made up of 7 GPs, CCG Liaison post, chief officer, practice manager rep and 1 lay patient rep. 31.5.13 is the deadline for application.
Wirral Clinical Commissioning group is also looking to recruit 6 audit committee members. Closing date is 24.5.13. £7,882 per annum for 5-10 days a year on a sessional basis.


3. Practice Questionnaire Report
The practice is only 4% down on their ratings but the ratings are still extremely good (92% last year and 88% for this year).  This year’s report is embedded below.


We will use this information for our action plan which we need to formulate by the end of March.
We still fall down in the report on waiting times. As a PPG we clearly said that we, as patients do appreciate that our doctor’s at the practice take time with us in consultations and do not rush out of our appointments.
Is the new appointment system for the morning helpful? Is it essential to keep evening surgery appointments for workers? Are most patients still asking to see Dr Sirvastava like last year or are patients more willing to see the other doctors? Keith felt that people were happy seeing all the doctors in the practice. 
(Rachel, Pam & Dr Srivastava arrived at the meeting as arranged for this time slot)
The permanent doctors are getting to know their patients and this is helping to speed things up.
Pam reported that she did contact the lady with the little boy we had spoken about in our last meeting. Rachel suggested that the minor injuries nurse can look around the waiting room and ask if people are alright – all felt this was a good idea. Action – Rachel to follow this up with the minor injuries nurse

4. Minor Injuries update
The numbers accessing the service are increasing. There is a banner up at the end of the shops to promote the service.  Other surgeries are sending people when they can’t fit them in to see a GP at their own surgery.  The leaflets still do not make it clear that this service is open to all Wirral residents and not just Holmlands practice patients. 

5. Other items for practice update
· CCTV is working well
· Still considering white noise generator
· Disabled access complaint – Pam explained that we need to have bollards in the front of the building. She has costed a remote front door at £3K. Danny will look into maybe having the 2nd door done too and he is also getting quotes re air con for the office.
· Action for all: Can we pass any used magazines in to reception so they can be placed in the waiting room please
· The new tv screen – most practices have opted to have it silent. Pam told us about the wide range of information that can be downloaded onto the screen
· Pam gave out a flyer from the CCG about a survey they would like PPGs to fill in. It wants to capture patient experiences of hospital appointment systems. https://www.surveymonkey.com/s/AppointmentsystemsurveyWUTH

6. Support group for women who have depression
Danny spoke about his idea for this support group. Action: Danny to do a written submission about the proposal
(Dr Srivastava left the meeting to attend to a patient)
Discussion re attitudes to depression and mental health problems, and need to reduce stigma. One of our group members kindly shared their own lived experience in relation to depression.
We discussed what services members were already aware of in the community:-
1. Pam was saying Wirral Cruse do sessions in the surgery. 
2. Ange spoke about Tomorrow’s Women Wirral  and Community Health programme( info below)



                                 
3. Sue spoke about Wirral Mind. Their course list is enclosed below


Action: Rachel & Pam to put up Mind course info, community health programme and Tomorrow’s Women info up in reception area
Next Meeting: Thursday 4th July 2013, 6pm – we will be putting together the action plan from this year’s practice questionnaire report


TMW Time table Feb 2013 (2).docx
Tomorrow’s Women Wirral

Activity and Programme Timetable

		Monday

		Tuesday

		Wednesday

		Thursday

		Friday



		[bookmark: _GoBack]9.30-12.00 Community room Breakfast Club                           

		9.30-12.00 Community room Breakfast Club                           

		9.30-12.00 Community room Breakfast Club                           

		9.30-12.00 Community room Breakfast Club                           

		9.30-12.00 Community room Breakfast Club                           



		Work Club

6 weeks course

        ( Starting:14/01/13)

CV’s, Interview skills and techniques   

 Purple room

		10-12.00 Community Room Reflexology with  Tange                        Register your interest on notice board 

AND

relaxation from 12.30-1pm

		9.30-2.30 Community Room

‘Employment, training & Education job club’

With Helen Adamson-Achieve Northwest

		10-11.00 Community Room

‘Police Drop-In’

With either Dawn, Sue & Tina

		10-12pm

Phoenix Course

Run by Zero centre 







Starting 18/01/13





		

		

		

		

Zumba with Viv

11-12pm

Community room



		



		

		

		9.30-10.30

‘CHAT OVER A DRINK’

With specialist alcohol worker Emma

		

		



		

		Adullam drop-in 1st Tuesday of the month 10am       

		

		

		



		Re-Cycle class

A new class starting 21/01/13 

5 week course 10.30-1.30pm



Turning old to new

		Fren-Emys Course 1-3pm

Starting 22/01/13-8wks  



Relationship Awareness Programme

		10-12pm Community room

A variety of organisations providing drop-in support. Advocacy & Work Club support, Advice & guidance on benefits with Social partnership, 

Housing advice with Stonham, WPH and Nacro

		11.00-12.30 Purple room

‘Get into Reading’

with Helen                                  weekly Group



		



Drop-in and counselling services  with Tracey                            10-12pm



		

		1-3pm Purple Room        

‘Recovery Group’



		

		

		



		

		

		

		Living on a Budget

3week course



Starting 07/03/12

10-12pm

		



		Reflexology with Pam

From 12pm

1:1 4 wk sessions

		

		

		

		



		

		

		

		

		Starting 15th February 2013

4 Weeks



One pot wonders with Kathy





		

		

		Sit Fit-Chair based exercise



10.30-11.30

All levels welcome

Starting 09/01/13-13/02/13

		

		



		11-12.30pm Pink room

Me Time Pregnancy group‏



Starting 31/12/12 for 12wks

		

		

		

		



		1-3pm Community room

‘Health Trainer’

Talk to Bev about weight management, blood pressure, healthy lifestyle choices

		1.30-2.30pm Nurses Room  ‘Harm reduction Nurse’                      

		Holistic therapies

With Hoylake holistics

10.15-1.30pm

2nd Wednesday of every month

		10 week Mentoring course

Starting 7th Feb 2013

1-3pm

		22/02/13

Creative writing

10-11am      1-2pm



		4week- Level 1 course

25/02/13-18/03/13

12.30-3.30pm





Bach Flowers Remedies for Carers-Purple room

		2-4pm Community room

Morecrofts Solicitors           Family Law Drop-in service

Led by Julie Waring

Nicki & Lauren Solicitors

		1-3pm Pink Room

Inspire

Low level 8week

 Mental Health Training

Starting 23/01/13

		 

		Drama & Music Recovery Workshop

                 

With Emma

3-4pm

Start date 15th March 2013





Please keep regular checks on the notice board for up and coming courses and programmes!!

Empowerment programme starting in March 2013.   Parenting course starting 23rd April 13

January 2013. Timetable is subject to regular change. Please ring TWW on 0151 647 7907 for any further information regarding the timetable. 
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The Community Programme


Information on free local healthy activities and courses

		What is The Community Programme? 


The Community Programme is a range of free health and wellbeing activities designed to help local residents become more active and to lead healthier lifestyles.  The type of activities provided are based on what local residents, health practitioners and voluntary organisations told us was needed, combined with evidence of what really works. 
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May 2013

		How does it help? 


( Supports people to make positive lifestyle changes


( Maximises community resources and signposts residents to activities close to where they live 


( Helps patients reduce the risk of cardiovascular disease (e.g. stroke)

( Supports people to tackle obesity, poor diet, smoking, anxiety and aids recovery from alcohol and drug dependency

Who benefits from getting involved?


Everyone is welcome!  Research shows that the following groups will particularly benefit from getting involved:


( Families who want to get more active and achieve a healthy weight


( Men aged over 40 (particularly men aged over 55)


( People with anxiety and/or depression


( People who have completed alcohol or drug treatment programmes



		

		



		How can people access The Community Programme? 


Option 1

Review the list of activities and courses on the following pages. 


Most sessions do not require booking so people can just turn up at venues across Wirral. 






		Option 2 

Access health trainer sessions, health and wellbeing activities and courses online via:


www.wirralct.nhs.uk



		Option 3
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Follow us on Facebook at 

“Wirral Health Trainers & Community Programme”






		Option 4 


Speak to the local Health Trainer in your community on:



		



		0151 630 8383



		You can contact the Health Action Areas Team, Monday – Friday, 9:00am – 5:00pm
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		HEALTH TRAINER SESSIONS 



		Have a free lifestyle assessment with a Health Trainer to see what support you could benefit from.  Your Health Trainer can give you information about activities and courses to help you make that first step to a healthier lifestyle.  Just drop in to speak to a Health Trainer (or call 630 8383 to make an appointment, if required).



		Date / Time

		Venue & Additional Info

		Location



		Monday – Friday

10:00am – 4:00pm


Health Trainer available every day 

Call in or call to arrange an appointment



		Birkenhead Market

Tate Aisle


Call for more information 

		BIRKENHEAD



		Mondays


10:00am – 12:00pm – Drop In

		Birkenhead Library


Borough Road

		BIRKENHEAD



		Mondays 


1:00pm – 3:00pm – Drop In

		Tomorrow’s Women


St Laurence’s School, St Laurence’s Drive

		BIRKENHEAD



		Tuesdays (Starting 7th May)


9:30am – 11:00am – Drop In

		Beechwood Library

		BIRKENHEAD



		Tuesdays (Starting 7th May)


11:30am – 12:30pm – Drop In

		St James’ Centre


Laird Street

		BIRKENHEAD



		Thursdays


9:30am – 11:30am – Drop In

		Birkenhead Library


Borough Road

		BIRKENHEAD



		Wednesday 

(1st Wednesday of the month)

2:00pm – 3:30pm – Drop In 

		Bentinck Street Community House


Bentinck Street

		BIRKENHEAD



		Various times


Call to book an appointment

		Bromborough Children’s Centre


Gratrix Road

		BROMBOROUGH



		Wednesdays


2:45pm – 3:30pm – Drop in 

		Leasowe Library


Leasowe Millennium Centre


Twickenham Drive

		LEASOWE



		Tuesdays


2:30pm – 4:30pm – Drop in

		Moreton Library


Pasture Road 

		MORETON



		Tuesdays


9:30am – 12:00pm – Drop in 

		Seacombe Library 



		WALLASEY



		Various times 


Call to book an appointment

		As convenient on Woodchurch Estate

		WOODCHURCH



		

		

		



		LOSE WEIGHT



		Group or one-to-one support for clients wanting to lose weight.  For more information or to book an appointment contact 630 8383.



		Date / Time

		Venue & Additional Info

		Location



		Weigh In & Support Session


Thursdays


12:00pm – 1:00pm 

		Leasowe Library


Leasowe Millennium Centre


Twickenham Drive


No need to book

		LEASOWE



		Weigh In & Support Session


Fridays 


10:00am – 11:00am

		Leasowe Early Years Centre


Twickenham Drive


No need to book

		LEASOWE



		Healthy Heart Clinic


Tuesdays


2:30pm – 4:30pm

Information on reducing cholesterol and blood pressure, healthy eating advice and information on weight loss and physical activity.

		Moreton Library


Pasture Road


Call for an appointment

		MORETON



		Healthy Heart Clinic

Thursdays


10:00am – 12:00pm

		Venue to be confirmed 

Call for an appointment

		WALLASEY



		Weigh In & Support Session


Fridays


10:30am – 11:00am

		Seacombe Community Centre


Ferryview Road


No need to book 

		WALLASEY



		Weigh In with Circuit Session


Tuesdays


Weigh In 5:00pm – 5:30pm


Circuits 5:30pm – 6:30pm

		Heart Support


St Catherine’s Health Centre


Derby Road, Birkenhead

		TRANMERE



		Weigh In


Fridays


1:30pm – 2:00pm

		Heart Support


St Catherine’s Health Centre


Derby Road, Birkenhead

		TRANMERE





		GET MORE ACTIVE



		Activities designed to help people become more active.  Activities available to suit all fitness levels.  

For more information or to book a place contact 630 8383. 



		Activity

		Date / Time

		Venue & Additional Info

		Location



		Chair Based Exercise


£1.00 per session

		Mondays


3:00pm – 4:00pm

		St James Centre


Laird Street

		BIRKENHEAD



		Circuit Training 


Circuit session to improve cardiovascular health, strength and endurance.  Helps with weight loss and positive well being.

		Mondays


5:30pm – 6:30pm




		St James Centre


Laird Street

		BIRKENHEAD



		Couch to 5K




		Thursdays


5:30pm – 6:30pm

Call to book a place

		Birkenhead Park


(meet at The Grand Entrance, Park Road North)

		BIRKENHEAD



		Fitness Training


Circuits training for all levels.  Improve cardiovascular health, strength & endurance.  Helps with weight loss and positive well being.  


(Weight loss support optional)

		Fridays

10:00am – 11:30am


Just turn up

		Birkenhead Boys Club


Watson Street


Wear suitable clothing and footwear 




		BIRKENHEAD



		Gym Fitness


One to one support introducing clients to the gym environment.  Bespoke gym fitness plans created for each client plus four free admissions once inducted

		Tuesdays


10:00am – 12:00pm


Clients must be booked on through a Health Trainer




		Birkenhead Boys Club


Watson Street


Suitable clothing must be worn. Advised to bring a bottle of water to hydrate. 


Birkenhead Boys Club reserve the right to refuse entry

		BIRKENHEAD



		Health Walk 

		Mondays 


11:00am – 12:00pm

		Birkenhead Park 


(meet at the Visitor Centre)

		BIRKENHEAD



		Health Walk




		Thursdays

12:00pm – 1:00pm

		St James Centre


Laird Street

		BIRKENHEAD



		Health Walk

		Sundays 


11:00am – 11:45am

		Birkenhead Park


(meet at the Visitor Centre)


Call 652 5197 for more information

		BIRKENHEAD



		Salsa Dance Class

		Fridays


10:00am – 11:00am

Just Turn Up

		Wirral Change


St Laurence’s School


St Laurence’s Drive


Birkenhead

		BIRKENHEAD



		Women Only Circuits Class

		Starting soon


Phone for more information

		Wirral Change


St Laurence’s School


St Laurence’s Drive


Birkenhead

		BIRKENHEAD



		Chair Aerobics

		Thursdays


1:00pm – 2:00pm


Just Turn Up

		Leasowe Library


Leasowe Millennium Centre

Twickenham Drive

		LEASOWE



		Circuits Class

		Tuesday


10:00am – 11:00am

Just Turn Up

		Leasowe Millennium Centre


Twickenham Drive

		LEASOWE



		Weigh In & Support Session


Watch your weight as you exercise (Chair Aerobics session optional)

		Thursdays


12:00pm – 1:00pm


No need to book

		Leasowe Library


Leasowe Millennium Centre

Twickenham Drive

		LEASOWE



		Zumba Gold

		Tuesdays 


1:50pm – 2:40pm


(excluding school holidays)


Just Turn Up

		Main Hall


New Ferry Village Hall,


Grove Street, New Ferry 




		NEW FERRY



		Health Walk




		Wednesdays 


11:00am – 12:00pm




		Port Sunlight Train Station


(Meet outside the station)


Call 652 5197 for more information

		PORT SUNLIGHT



		‘A Fitter You’


Circuit Class

		Tuesdays


9:15am – 10:15am


(Doors open at 9:00am)

Just Turn Up




		The Sports Barn


(next to Rock Ferry Children’s Centre)


Ionic Street


Call for more information or contact the Children’s Centre on 644 5500

		ROCK FERRY



		Exercise as you Watch your Weight


£2.00 per session

		Mondays


6:15pm – 7:15pm


Just Turn Up

		United Reformed Church


Old Chester Road


Rock Ferry

		ROCK FERRY



		Zumba Gold

		Mondays 


9:30am – 10:30am


(Doors open at 9:00am)

Just Turn Up




		The Sports Barn


(next to Rock Ferry Children’s Centre)


Ionic Street


Call for more information or contact the Children’s Centre on 644 5500

		ROCK FERRY



		Chair Based Exercise

		Tuesdays


11:00am – 12:00pm


Just Turn Up

		Victoria Park Cricket Club


Victoria Park

		TRANMERE





		Health Walk




		Fridays 

10:30am – 11:30am



		Victoria Park


Meet at the entrance (end of Church Road)

Easy walk & a cup of tea afterwards!

		TRANMERE



		Weigh In with Circuit Session




		Tuesdays


Weigh In 5:00pm – 5:30pm


Circuits 5:30pm – 6:30pm

		Heart Support


St Catherine’s Health Centre


Derby Road


Birkenhead

		TRANMERE



		Chair Aerobics




		Thursdays


2:00pm – 2:45pm


Just Turn Up

		St Paul’s Hall


Church Road


Wear suitable clothing/footwear and bring water

		WALLASEY





		Circuits Class 




		Mondays


7:30pm – 8:30pm


Just Turn Up

		The Sports Barn (attached to St Joseph’s Primary School) 

Wheatland Lane


Wear suitable clothing/footwear and bring water

		WALLASEY



		Fun Fitness 

Jogging/Power Walking followed by exercises 




		Tuesdays


2:00pm – 3:30pm


Just Turn Up

		Meet on the promenade by the Egremont Ferry Pub, Wallasey


Wear suitable clothing/footwear and bring water

		WALLASEY



		Keep Fit




		Fridays


11:00am – 12:00pm


Just Turn Up

		Seacombe Community Centre Ferryview Road, Seacombe


Wear suitable clothing/footwear and bring water

		WALLASEY



		Weigh In & Support Session


Watch your weight as you exercise (Chair Aerobics optional)

		Thursdays


1:30pm – 2:00pm

Just Turn Up 

		St Paul’s Hall


Church Road

		WALLASEY



		Weigh In & Support Session


Watch your weight as you exercise (Keep Fit session optional)

		Fridays 


10:30am – 11:00am 

Just Turn Up

		Seacombe Community Centre


Ferryview Road, Seacombe

		WALLASEY



		Health Walk

		Wednesdays


12:00pm – 1:00pm




		Marine Lake 


West Kirby


Call 637 6434 for more information

		WEST KIRBY



		Chair Based Exercise


Small entrance fee to cover tutor

		Thursdays


12:00pm – 1:00pm


Just Turn Up

		Pemberton Centre

Pemberton Road

		WOODCHURCH





		MEN’S HEALTH



		The courses/activities in this section are aimed at supporting men in making positive lifestyle changes.  

The majority of sessions are aimed at men aged 40+.  For more information contact 630 8383.



		Activity

		Date / Time

		Venue & Additional Info

		Location



		Over 35’s Football Fitness

		Thursdays

1:00pm – 2:00pm

		Birkenhead Boys Club


Watson Street


Call 608 2354 to book

		BIRKENHEAD



		Tai Chi




		Mondays

6:30pm – 7:30pm




		Tranmere Rovers Football Club


Prenton Park


Call 608 2354 to book

		BIRKENHEAD



		Healthy Living Computer IT Lessons


For men over 40

		Thursdays


11:45am – 12:45pm




		Tranmere Rovers Football Club


Prenton Park


Call 608 2354 to book 

		BIRKENHEAD



		Over 40’s Football Fitness




		Fridays


1:30pm – 2:30pm




		Tranmere Rovers Football Club


Prenton Park


Call 608 2354 to book

		BIRKENHEAD



		Over 40’s Football Fitness




		Thursdays


6:00pm – 7:00pm




		Leasowe Recreation Centre Twickenham Drive


Call 608 2354 to book

		LEASOWE



		Drumming Up

		Mondays 


3:00pm – 5:00pm

Just Turn Up

		Allandale Centre


Lucerne Road




		WALLASEY



		Over 40’s Football Fitness




		Tuesdays 


5:00pm – 6:00pm


Just Turn Up

		Guinea Gap Recreation Centre


Riverview Road

		WALLASEY



		Over 40’s Football 


Fitness

		Mondays 


7:00pm – 8:00pm




		Woodchurch High Sports Complex (outdoor all weather pitch)


New Hey Road


Woodchurch, CH49 5LE

		WOODCHURCH





		EAT HEALTHIER



		Courses / activities in this section are designed to support clients with healthy eating and cooking skills.  

For more information or to book a place contact 630 8383.



		Course / Activity

		Date / Time

		Venue & Additional Info

		Location 



		Bag a Bargain


£3.00 each bag of fruit, veg or mixed bag




		Tuesday 10:00am – 4:00pm


(Order and pay on the Tuesday and collect the following Tuesday)

		Tranmere Neighbourhood Resource Centre


For more information call 647 9014 Tranmere Neighbourhood Resource Centre

		TRANMERE






		Healthy Heart Clinic


Information on reducing cholesterol and blood pressure, healthy eating, weight loss and physical activity.

		Tuesdays


2:30pm – 4:30pm




		Moreton Library


Pasture Road


Call for an appointment

		MORETON



		Bag a Bargain


£3.00 each bag of fruit or vegetables

		Tuesday 9:30am – 12:00pm

(Order and pay on the Tuesday and collect the following Tuesday)

		Seacombe Library 


Liscard Road 




		WALLASEY



		Healthy Heart Clinic


Information on reducing cholesterol and blood pressure, healthy eating, weight loss and physical activity.

		Thursdays


10:00am – 12:00pm




		Venue to be confirmed 

Please call for more information 

		WALLASEY





		RELAX, UNWIND, POSITIVE MIND



		Activities offered in this section are designed to support clients with relaxation, decrease anxiety and depression and promote positive mind.  For more information or to book a place contact 630 8383.



		Course / Activity

		Date / Time

		Venue & Additional Info

		Location 



		Action for Wellbeing


Looking at strategies to enhance personal wellbeing

		Starts Monday 13th May (6 weeks)

10:30am – 12:00pm


Call to book a place

		Wirral Mind, Chester Street


Birkenhead

Contact Sara Hatta for details on: 512 2200

		BIRKENHEAD



		Relaxation & Guided Imagery

		Fridays

1:00pm – 2:00pm 

		Wirral Change


St Laurence’s School


St Laurence’s Drive


Birkenhead

		BIRKENHEAD



		Relaxation


(Including guided imagery)

		Tuesdays (Starting 21st May)

10:30am – 11:30am




		Harvest Court 


Harvest Lane


(Open to public)

		MORETON



		Tai-Chi Chi Kung  (Those requiring a gentler session)

		Thursdays

10:30am - 11:30am


Call to book a place

		St Paul’s Church Hall


Old Chester Road

		ROCK FERRY



		Relaxation 


(Including Guided Imagery)

		Thursdays

11:30am – 12:15pm




		St Paul’s Church Hall


Old Chester Road




		ROCK FERRY



		Yoga

		Tuesdays


7:00pm – 8:00pm

		St Paul’s Church Hall


Old Chester Road

		ROCK FERRY



		Easy Yoga

		Thursdays


11:00am – 12:00pm

		The Salvation Army


Old Chester Road

		ROCK FERRY



		Tai-Chi Chi Kung


(suitable for all)  




		Tuesdays 


1:00pm – 2:00pm

		The Institute (Scout Hall)


Church Road

		TRANMERE



		Drumming Up 


(men and women’s session)

		Mondays


3:00pm – 5:00pm 


Call to book a place

		Allandale Centre


Lucerne Road




		WALLASEY



		Relaxation 


(Including Guided Imagery)

		Thursdays 


2:00pm – 3:00pm




		Reay Court


Borough Road

		WALLASEY





		STOP SMOKING



		We provide a programme of meetings with trained staff.  Issues that might affect quitting will be discussed and you can decide on the best therapy to help you quit.  To help motivation, you can measure your carbon monoxide levels at each meeting.  You can call to make an appointment or drop in at the venues shown.  For more information call 630 8383.



		Date / Time

		Venue & Additional Info

		Location 



		Tuesdays


9:00am – 12:00pm 



		Bebington One Stop Shop


Pennant House, The Village


Call for an appointment

		BEBINGTON



		Monday – Saturday


10:00am – 4:00pm


Just Turn Up

		Birkenhead Market


(Tate Aisle)

		BIRKENHEAD



		Mondays


9:15am – 12:15pm

Including Lifestyle Clinic

Lifestyle clinic offers blood pressure check, height and weight measurements and signposting to local FREE health promoting activities!

		St James Centre 


Laird Street


Call for an appointment

		BIRKENHEAD



		Tuesdays


5:30pm – 7:00pm  

		Old Market House


Hamilton Street

Call for an appointment

		BIRKENHEAD



		Thursdays – Drop in

10:00am – 12:30pm

1:30pm – 4:00pm

Please note the drop in session is only open until 4:00pm.  Arriving in the last hour may mean you will not be seen that session

		Birkenhead Medical Building

31 Laird Street (next to Aldi)


First come first served – please note you may need to wait a while to be seen




		BIRKENHEAD



		Thursdays 


5:20pm – 7:00pm


Last appointment 6:40pm

Including Lifestyle Clinic

		Tranmere Rovers Football Club


(Held in the Recreation Centre at Prenton Park, - off Borough Road and behind the Kop stand)

Call for an appointment



		BIRKENHEAD



		Wednesdays 


1:00pm – 6:30pm

		Eastham Clinic (Behind Tesco)


Eastham Rake


Call for an appointment

		EASTHAM



		Thursdays


9:30am – 11:30am

		Eastham Clinic (Behind Tesco)


Eastham Rake


Call for an appointment

		EASTHAM



		Mondays 


10:00am – 11:30am – Appointment only


11:30am – 1:00pm – Follow-up clients

		Leasowe Primary Care Centre


Twickenham Drive


Please call direct on 630 0354 to book

		LEASOWE



		Wednesdays – Drop in

1:30pm – 4:00pm 

Please note the drop in session is only open until 4:00pm.  Arriving in the last hour may mean you will not be seen that session

		Field Road Community Clinic


Field Road


First come first served – please note you may need to wait a while




		NEW BRIGHTON



		Fridays


2:00pm – 4:00pm 

		Community Clinic, Townfield Health Centre Townfield Place


Call for an appointment

		NOCTORUM





		Tuesdays


2:00pm – 6:30pm 



		All Day Health Centre


Arrowe Park Hospital, Arrowe Park Road


Please call direct on 201 4188 to book

		UPTON



		Tuesdays – Drop in

10:00am – 12:30pm

1:30pm – 4:00pm

Please note the drop in session is only open until 4:00pm.  Arriving in the last hour may mean you will not be seen that session

		Victoria Central Health Centre


Room S71, Second Floor, D Wing


First come first served – please note you may need to wait a while




		WALLASEY



		Thursdays


5:00pm – 7:00pm 



		Victoria Central Health Centre


Walk in Centre, Mill Lane


Call for an appointment

		WALLASEY



		Wednesdays 


9:00am – 1:00pm 



		West Kirby Health Centre


The Concourse, Grange Road


Call for an appointment

		WEST KIRBY



		Tuesdays


1:00pm – 4:00pm

		Telephone support


Call to book a time slot

		WIRRAL WIDE





		ONE-OFF EVENTS





		Date / Time

		Venue & Additional Info

		Location 



		1st May – 31st May 2013


Various Times and Dates

		Wirral Walking Festival

www.visitwirral.com/whats-on/wirral-walking-festival-p312361

		VARIOUS LOCATIONS



		Monday 20th – Friday 24th May 2013


10:00am – 4:00pm daily

		The Pyramids Shopping Centre


Birkenhead




		BIRKENHEAD for Wirral Wide clients





Public Health Services


Stop Smoking 


We provide up to 12 weeks intense motivational support and advice to smokers who are willing to quit.  If appropriate, nicotine replacement therapy vouchers are provided (prescription charges may apply). The service can also liaise with GPs for Zyban or Champix prescriptions.  Smokers can self-refer or be referred by a health professional.  The Stop Smoking Service also provides brief intervention and intermediate training courses to equip and support community staff to provide Stop Smoking Support.  Smokers can also self refer by texting ‘Quit’ with their name and postcode to 80039.

Healthy Settings (0 – 19)


Healthy Schools and Health Promoting Early Years are now known as the Healthy Settings Team.  We support a range of settings, including nurseries, children’s centres and schools to work towards priorities that will improve the health and well-being of their setting’s community.  Our role is to offer professional support, advice and training to staff, parents/carers and pupils; and to work with a wide range of partners and agencies to signpost and support them in the work they do within the setting. The priorities range from reducing childhood obesity, reducing childhood accidents to promoting positive mental health and will include areas such as drug and alcohol education, breastfeeding, healthy lifestyles, physical activity and behaviour changes.

Specialist Health Promotion 


We provide advice, knowledge and expertise (including training) to support organisations, agencies and groups in promoting health around areas including breastfeeding and early years nutrition, food and nutrition, physical activity, oral health and promoting healthy weight.  


Lifestyle & Weight Management


Weigh2Grow


Weigh2Grow is a programme for overweight children aged 4 -15 years.  The free 10 week course promotes a happy and healthy way of life and includes the following:


· Free weekly exercise sessions

· Education/discussion sessions for parents

· Free recipe book and information pack with tips on what to do at home

· Monthly follow up sessions 

Weigh2Change


Weigh2Change is a free 10 week programme that aims to help adults lose weight in a supportive and informative way. The course covers eating healthily, physical activity and behaviour and lifestyle changes.


Anyone aged 16 or over with a Body Mass Index (BMI) over 35 can access the service.  Either call 630 8383 or visit your GP/Health Professional to gain access.  Please note if your BMI is 25 - 34.9 we can refer you to other weight management services that are available.


Health Promotion Resource Centre

The centre has a wide range of resources including: visual resources, teaching packs, leaflets and posters, DVDs, reference material etc, to support the delivery of health promotion activities or study.  Access to the centre is free to anyone promoting or studying health in Wirral.  Tel: 630 8396 / 630 8398.

For more information about any of the above teams and services

please phone 0151 630 8383 or visit www.wirralct.nhs.uk
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This Community Programme is provided in addition to existing Stop Smoking Services and 


Lifestyle & Weight Management services. For full details please see the end of this document.
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Wirral Mind

Courses 


May – August 2013

The Learning for Growth Project is a valuable community resource which helps hundreds of people achieve better mental health. 


If you have been allocated a place on any of our courses and are then unable to attend, please let us know as soon as possible.

PLEASE DO NOT WASTE YOUR PLACE – SOMEONE ELSE COULD REALLY USE IT!

		Action for Wellbeing

Delivered by Mike Grant


A 6 Week Course Exploring 10


Strategies for Happiness & Wellbeing 


See Life as it is, but focus on the good bits!


This is a Positive, Practical and Fun Course


PLEASE ONLY APPLY IF YOU CAN ATTEND ALL SIX SESSIONS

		Dates and Times

Mon 13th May 

Mon 20th May 


Mon 3rd June 

Mon 10th June

Mon 17th June 


Mon 24th June 


2013


10.30am- 12.00pm


Venue


Wirral Mind 


Fountain Project



		Level 1 Emotional Freedom Techniques Training


Delivered by Mike Grant

(AAMET Certified EFT Trainer)


EFT is based on acupuncture - but does not require needles, and therefore it is probably more accurately described as a kind of 'acupressure for the emotions'.


However, the technique itself actually involves 'tapping' on the points and is easy to learn. The method works well with most negative emotions, feelings, memories and also negative beliefs and thoughts. Therefore, EFT is a very useful emotional well-being tool to have in your ‘tool box’.  Level 1 training is aimed at self-care and giving people access to the EFT tools to use for themselves. 




		Date and Time


Wednesday 15th May 2013


10.00am – 4.00pm


(Tea/Coffee from


9.30pm)


Lunch Provided


Venue


Wirral Mind Fountain Project






		Dealing with Loss & Coping with Change


Delivered by Lesley Hellam

Loss and change are a natural part of everyone's life and change is happening for most people much faster than in the past. When it starts to feel hard to cope it can be good to take some time out, build on our coping skills and give ourselves a break. On this day we will:


List different types of change, what's in our control and what's not.


Discuss the lessons we learn, losses we suffer and challenges we face.


Look at the difference between healthy bereavement and things which keep us stuck.


Build on existing coping skills and identify some new ones together.



		Date and Time


Wednesday 22nd May 2013


10.00am – 4.00pm


(Tea/Coffee from


9.30pm)


Lunch Provided


Venue


Wirral Mind Fountain Project






		‘Bop and Be’

Reconnecting to our True Self through Movement and Dance


Facilitated by Marko Muller


This day is open to any ability and it will offer a mix of moods and styles from the merry to the meditative, from free improvisation to group dance. We will explore the interface of :


· Movement and Stillness


· Creative Solitude and Contact


· Posture and Good Tension


· Dynamic Expression and Centred Presence

		Date and Time


Thursday 30th May 


2013


10.00am- 4.00pm


(Tea/Coffee from 


9.30am)


Lunch Provided


Venue


Wirral Mind 


Fountain Project



		De-Cluttering Workshop

Delivered by Lesley Hellam


We will discover the effects of both mental and physical clutter through a personal questionnaire, guided visualization and an opportunity to use art


Aimed at anyone with cluttering or hoarding issues, or supporters of those with clutter related issues.


No previous knowledge is needed. Participants will need an openness to working in partners and the whole group on self awareness.


The overall aim is to identify limiting beliefs and habits which can cause ill health or create blocks to reaching your full potential.




		Date and Time


Thursday 6th June 


2013


10.00am- 4.00pm


(Tea/Coffee from 


12.30pm)


Lunch Provided


Venue


Wirral Mind 


Fountain Project






		‘Soft Breath’ 


Delivered by Marko Muller and Janette Porter of Crass Routes


 


We are offering a series of five sessions, three at MIND, one at Hilbre Island and one at Birkenhead Priory (TBC)


The sessions will offer:


· Physical exercise for full body well being 


· Exercises in spiritual growth and holistic well being 


· A safe place for people to share in, and group support 


· Increased self confidence and a sense of worth 




		Dates and Times

Mon 10th June


10.00am -12.30pm


Mon 17th June


(Birkenhead Priory Trip)


10.00am – 12.30pm


Mon 24th June


Mon 1st July


(Hilbre Trip)


10.30am – 3.00pm


Mon 8th July  


2013

10.00am – 12.30pm

Venue


Wirral Mind


Fountain Project



		Meditation and Development Session


Delivered by Graeme Waterfield


Meditation deals with gaining insight into the workings of your own being. Helping you overcome deeply held problematic beliefs and inner tensions.


During this workshop you will be given simple tools for overcoming stress and negativity. We will look at how meditation can help you live a more energised and peaceful life.

		Date and Time


Thurs 13th June 


2013


10.00am – 12.30pm


Venue


Wirral Mind


Fountain Project



		Good Sleep


Delivered by Graeme Waterfield


Getting a good night’s sleep may be easier than you think. Making changes to your lifestyle and outlook can make all the difference. During this workshop you will be shown techniques that will help you relax more deeply in the evening and prepare you for a good night's sleep.

		Date and Time


Thursday 20th June 


2013


10.00am – 12.30pm


Venue


Wirral Mind 


Fountain Project






		Voice Hearing


Delivered by Peter Bullimore 


This course will look at the history of the Hearing Voices Network and give an insight into hearing voices to enable people to understand the voice hearer’s experience more.


We will also cover short term strategies for coping with voice hearing and there will also be personal experience of recovery from the voice hearing experience.


At the end of the day participants will have a greater understanding at how voices manifest in a person’s life, ways of making sense of the experience to enable a person to live a more fulfilling life.


This course is not aimed at eradicating voices but helping the person understand and live with voices.




		Date and Time


Thurs 27th June


2013


10.00am – 4.00pm


(Tea/Coffee from 9.30am)


Lunch Provided


Venue


Wirral Mind


Fountain Project





		Gender Issues

Delivered by Bob Knowles and Sara Hatta


The first question parents are asked is "Is it a boy or a girl?"


And so begins your journey as a woman or a man that is shaped by other people. This workshop looks at the family, social and cultural effects of gender stereotyping on us. It will be presented as an exploration with lots of exercises and discussion. In challenging some of our assumptions about ourselves we hope you gain a broader appreciation of who you really are.




		Date and Time


Wed 10th July2013


10.00am – 4.00pm


(Tea/Coffee from 


12.30pm)


Lunch Provided


Venue


Wirral Mind 


Fountain Project






		Managing Anxiety


Delivered by Lesley Hellam


We all experience anxiety some of the time and most people know what it is like to feel tense, uncertain and fearful.  Short term anxiety is actually useful is it can make us more alert and enhance our performance. Normally when the trigger of our anxiety has passed or gone away we can return to feeling normal.


However, when we feel overwhelmed by feelings of anxiety, our ability to concentrate and maintain a good level of functioning can be considerably reduced. Sometimes we can feel that we are in danger even when we are safe.


This workshop will help us to identify our own anxiety triggers and develop coping skills and strategies to reduce our anxiety levels.




		Date and Time


Wed 17th July2013


10.00am – 4.00pm


(Tea/Coffee from 


9.30pm)


Lunch Provided


Venue


Wirral Mind 


Fountain Project






		Cool Down


Understanding Anger 


Delivered by Sara Hatta

This one day workshop is designed to help our understanding of:


· WHY we get angry


· WHAT is anger


· HOW it happens


· WHAT IF we dealt with it differently


When safely expressed, anger can help us with de-stressing and becoming calm and assertive. Suppressed anger can lead to mental health issues and acted out anger can lead us into danger.



		Date and Time


24th July

2013


10.00am – 4.00pm


(Tea/Coffee from 9.30am)


Lunch Provided 


Venue


Wirral Mind 


Fountain Project



		Introduction to Hypnotherapy

Delivered by Terry McCoy 

Most of us have had some experience of hypnosis, whether it’s been through our own experience, the experience of someone  we know or


through the media. 

This one day workshop gives a brief introduction to Hypnotherapy and some of its applications.


One this one day workshop you will learn:


· what hypnosis and trance really are


· to recognize the trances we live out day to day


· the myths of hypnosis


· how hypnosis works


· the language of hypnosis


I will also teach you a simple self hypnosis exercise you can practice at home.

		Date and Time


1st August 2013


10.00am – 4.00pm


(Tea/Coffee from 9.30am)


Lunch Provided 


Venue


Wirral Mind 


Fountain Project



		Practical Mindfulness

Delivered by Terry McCOy


Mindfulness, the process of paying attention to our thoughts, feelings and actions in the present moment WITHOUT judgement is fast becoming the latest self help ‘buzz word’. 


Practical Mindfulness combines traditional mindfulness techniques with specific NLP processes which support the practice of paying mindful attention.


This workshop will enable you to learn: 


The process of formal mindfulness practice.


The benefits of mindfulness.


The NLP training processes that support mindful awareness.


How to apply mindful awareness to your daily life.

		Date and Time


8th August 2013


10.00am – 4.00pm


(Tea/Coffee from 9.30am)


Lunch Provided 


Venue


Wirral Mind 


Fountain Project



		Wellness and Recovery Action Planning 


Delivered by Sara Hatta


Life is full of ups and downs. We all share experiences of losses, bereavements, stresses in or out of work, relationships that are difficult. People who experience emotional distresses are often keen to find safe, effective things that they can do for themselves to improve their wellbeing and quality of life. One way that people find useful is a Wellness Recovery Action Plan.


This is an opportunity to develop your own Wellness Recovery Action Plan, so it is a practical workshop, not all teaching, more of having a go and seeing if it works for you.


WRAPS don’t make a distinction between experts by experience (service users), carers, and paid staff. WRAP is a useful and positive approach to wellness for everyone.




		Date and Time


Wed 28th August 


2013


10.00am – 4.00pm


(Tea/Coffee from 


9.30pm)

Lunch Provided


Venue


Wirral Mind 


Fountain Project



		Wirral Mind Self-Help Groups


· Anxiety & Depression  

· Adults with Asperger’s Connect Group

· Bereavement & Loss

· Creative Writing

“I always feel better having been to my support group – it is a safe place where I can share my feelings with people who understand”.

ALL WELCOME! 


For more information please contact Wirral Mind on….


Tel: 0151 512 2200


Email: learning@wirralmind.org.uk  

Website: www.wirralmind.org.uk
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Post, fax, email learning@wirralmind.org.uk or apply online at www.wirralmind.org.uk


Please note that telephone applications cannot be accepted
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1 Northleigh House
Thorverton Road


Matford Business Park
Exeter


EX2 8HF


t 0845 5197493
f 01392 824767


e enquiries@cfepsurveys.co.uk
w www.cfepsurveys.co.uk


Mrs Pamela Davies
Holmlands Medical Centre
16-20 Holmlands Drive
Birkenhead
Merseyside
CH43 0TX


Dear Mrs Davies


26 March 2013


This report outlines your patient feedback from the Improving Practice Questionnaire (IPQ). Your results have 
been illustrated in tables and graphs with associated benchmarks where applicable. Details of score 
calculation and statistical methods have been provided to help you in the interpretation and understanding of 
your results. You will also receive an A4 poster summarising your results and a certificate of completion which 
you may like to display to patients to indicate that you value their views in order to inform positive change 
within your practice. 


If you are carrying out this survey in order to help meet the requirements of the patient participation directed 
enhanced service (DES) for GMS contract, a guidance template for discussion of these local survey findings 
and an action plan have been included which may help facilitate discussions with your patient reference group 
(PRG).


The format of this report has been updated, which we hope will provide you with a clearer picture of 
performance.


We hope these results give you useful feedback as to how patients rated the practice and its service, and 
provide you with a basis for reflection. In order to enable us to improve our services we would be grateful if you 
could complete a feedback form using the following link: 
http://www.cfepsurveys.co.uk/questionnaires/feedback/default.aspx?psid=149426


Please contact the office on 0845 5197493 or reports@cfepsurveys.co.uk if you require further information 
about your report.  


Yours sincerely


Helen Powell
Survey Manager


Registered Address: CFEP UK Surveys Ltd, 6 Providence Court, Pynes Hill, Exeter, Devon EX2 5JL   Company No 05781518   Company registered in England
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   Introduction 


About the IPQ


The IPQ is a well-established questionnaire widely used in the UK. 


Since 2004, over 3,000,000 patients have completed an IPQ providing valuable patient feedback to over 


4,000 practices and over 16,000 health practitioners, many of these practices and health practitioners having 


completed the survey on more than one occasion.


Extensive published validation studies (please see http://www.cfepsurveys.co.uk/library/publications.aspx) 
have established that the IPQ is a reliable and sensitive tool: accurately measuring patient satisfaction in 
designated areas and is sensitive to change - if the IPQ is carried out on more than one occasion any 
change in patient perception of service can be clearly and reliably monitored.


This report outlines the feedback that has been collected and analysed from a sample of your patients. Full 
explanation on how to interpret this information can be found in the report. We hope that this feedback is 
useful and a basis for reflection.


A sample of the IPQ questionnaire is included at the end of this report for reference.


About the benchmarks


Benchmarks are a useful guide as to how your practice performed in relation to all the practices who have 


carried out an IPQ survey.  Benchmark data provided relates to either all practices or according to practice 


list size (the practice list size benchmarks displayed in this report are representative of your practice), as we 


have established this plays a part in scores achieved.  However, it should be noted that other factors such as 


geographical location and clinical setting may also affect scores and benchmarks may not always be truly 


representative. Furthermore as it is not mandatory for a practice to carry out an IPQ survey, benchmarks 


provided are effectively based on data collected from a volunteer sample. Volunteer samples often perform 


better than an ‘average’ sample which could make the benchmarks provided artificially high. 


Your feedback


From the report you will be able to clearly pinpoint areas where you scored well and also those areas where 
you might feel that improvements may be needed. However, it is advisable to take time to assimilate all the 
feedback and to avoid scanning the report and noting specific scores on which too much emphasis can be 
placed. In fact, the clearest reflection of patient satisfaction can often be seen in the frequency and 
distribution of patient ratings and in their written comments. 


A page by page guide to the interpretation of your report has been incorporated in the supporting 


documentation at the end of this report which you may find useful.


   About the IPQ


   About the benchmarks


   Your feedback


Other useful information


Together with your report you will receive:


· An A4 poster: to enable you to share the results of your local survey with the patients in your 


practice.


· A ‘Guidance template for discussion of local findings and action plan’: completion of which may help 
you meet the requirements of the patient participation directed enhanced services (DES) for GMS 
contract, if required.


   Other useful information
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   Your patient feedback 


Table 1: Distribution and frequency of ratings, questions 1-28


G
o
o
d


F
a
ir


P
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r


V
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ry


 G
o
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d


Question


E
xc


e
lle


n
t


B
la


n
k/
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o
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00 5 23 27 49Q1 Opening hours satisfaction


06 12 20 23 43Q2 Telephone access


52 8 21 24 44Q3 Appointment satisfaction


02 8 14 31 49Q4 See practitioner within 48hrs


24 8 15 32 43Q5 See practitioner of choice


32 13 25 22 39Q6 Speak to practitioner on phone


02 6 23 27 46Q7 Comfort of waiting room


513 24 19 16 27Q8 Waiting time


11 4 14 27 57Q9 Satisfaction with visit


12 2 15 21 63Q10 Warmth of greeting


22 3 12 28 57Q11 Ability to listen


41 6 15 22 56Q12 Explanations


32 3 13 28 55Q13 Reassurance


12 4 12 19 66Q14 Confidence in ability


21 4 18 23 56Q15 Express concerns/fears


11 2 17 16 67Q16 Respect shown


11 2 18 23 59Q17 Time for visit


90 6 15 23 51Q18 Consideration


82 3 13 27 51Q19 Concern for patient


110 4 17 25 47Q20 Self care


72 5 10 29 51Q21 Recommendation


12 4 13 24 60Q22 Reception staff


14 6 15 28 50Q23 Respect for privacy/confidentiality


10 8 23 20 52Q24 Information of services


91 5 21 30 38Q25 Complaints/compliments


72 3 26 23 43Q26 Illness prevention


81 2 22 27 44Q27 Reminder systems


202 6 20 18 38Q28 Second opinion / comp medicine


Blank/spoilt responses are not included in the analysis (see score explanation)
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   Your patient feedback 


Table 2: Your mean percentage scores and benchmarks from all participating practices


Benchmark data (%)*


Upper
quartile


MedianLower
quartile


Your mean 
score 


(%)
Min MaxNational mean 


score (%)
  About the practice


Q1 Opening hours satisfaction 40 63 67 71 9979 67
Q2 Telephone access 22 55 64 72 9970 64
Q3 Appointment satisfaction 35 64 69 74 9975 69
Q4 See practitioner within 48hrs 22 57 64 72 9978 65
Q5 See practitioner of choice 23 52 60 68 9975 60
Q6 Speak to practitioner on phone 31 54 61 67 9971 61
Q7 Comfort of waiting room 21 61 66 72 10076 66
Q8 Waiting time 20 51 57 63 9955 57


  About the practitioner


Q9 Satisfaction with visit 48 76 80 84 9983 80
Q10 Warmth of greeting 47 78 82 86 9984 81
Q11 Ability to listen 49 78 82 86 10083 81
Q12 Explanations 47 76 81 85 10082 80
Q13 Reassurance 48 75 79 83 10082 79
Q14 Confidence in ability 47 78 83 86 10085 82
Q15 Express concerns/fears 48 76 80 84 10082 80
Q16 Respect shown 45 80 84 88 10085 83
Q17 Time for visit 45 70 75 79 10083 75
Q18 Consideration 47 74 78 82 10081 78
Q19 Concern for patient 43 75 79 83 10082 79
Q20 Self care 51 75 80 83 9981 79
Q21 Recommendation 46 77 81 85 10081 81


  About the staff


Q22 Reception staff 39 72 76 81 9983 77
Q23 Respect for privacy/confidentiality 42 72 76 80 10078 76
Q24 Information of services 38 69 73 77 10078 73


  Finally


Q25 Complaints/compliments 38 62 66 70 10076 66
Q26 Illness prevention 19 66 69 73 10076 70
Q27 Reminder systems 42 63 67 72 9979 68
Q28 Second opinion / comp medicine 37 63 67 71 9975 67
Overall score 44 69 73 77 10079 73


Your mean score for this question falls in the highest 25% of all means
Your mean score for this question falls in the middle 50% of all means
Your mean score for this question falls in the lowest 25% of all means  8390


*Based on data from 3,157 practices carrying out 3,834 surveys between April 2008 and March 2012 with 25 or more responses.
Please note the reliability of your patient feedback may be marginally reduced if less than 25 patient ratings per question is achieved (see table 1).  In the event that
there are  less than 5 patient responses for any question, the corresponding score will not be illustrated.
Please see the supporting documents at the end of this report for percentage score calculation and quartile information.
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Graph 1: Your mean percentage scores in ascending order of performance with benchmark mean scores from all participating practices
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   Your patient feedback 


Table 3: Mean percentage scores and benchmarks by practice list size (2001-4000 patients)


Benchmark data (%)*


Upper
quartile


MedianLower
quartile


Your mean 
score 


(%)
Min MaxNational mean 


score 


  About the practice


Q1 Opening hours satisfaction 40 64 70 74 9879 69


Q2 Telephone access 31 63 72 79 9970 71


Q3 Appointment satisfaction 37 66 73 79 9875 72


Q4 See practitioner within 48hrs 30 62 70 78 9878 69


Q5 See practitioner of choice 33 61 69 76 9875 68


Q6 Speak to practitioner on phone 31 58 65 71 9871 65


Q7 Comfort of waiting room 21 62 69 76 9776 68


Q8 Waiting time 20 53 61 69 9755 61
  About the practitioner


Q9 Satisfaction with visit 52 76 81 85 9983 80


Q10 Warmth of greeting 56 77 82 87 9984 81


Q11 Ability to listen 52 77 82 86 9983 81


Q12 Explanations 52 76 81 85 9982 80


Q13 Reassurance 53 74 79 84 9882 79


Q14 Confidence in ability 55 78 83 87 9985 82


Q15 Express concerns/fears 53 75 80 85 9982 79


Q16 Respect shown 57 79 84 88 9985 83


Q17 Time for visit 46 70 76 81 9883 75


Q18 Consideration 52 74 79 83 9881 78


Q19 Concern for patient 53 75 80 84 9982 79


Q20 Self care 52 76 81 85 9981 80


Q21 Recommendation 52 76 81 86 9881 80
  About the staff


Q22 Reception staff 39 76 81 85 9983 80


Q23 Respect for privacy/confidentiality 42 75 80 84 9878 79


Q24 Information of services 38 72 77 81 9878 77
  Finally


Q25 Complaints/compliments 42 65 70 75 9876 70


Q26 Illness prevention 46 68 73 77 9876 73


Q27 Reminder systems 42 66 71 76 9779 71


Q28 Second opinion / comp medicine 44 66 71 75 9675 70


Overall score 46 71 76 80 9879 75


Your mean score for this question falls in the highest 25% of all means
Your mean score for this question falls in the middle 50% of all means
Your mean score for this question falls in the lowest 25% of all means  8394


*Based on data from 787 practices carrying out 928 surveys between April 2008 and March 2012 with 25 or more responses.
Please note the reliability of your patient feedback may be marginally reduced if less than 25 patient responses per question is achieved.  In the event that there are  less 
than 5 patient responses for any question, this score will not be illustrated.


See the supporting documents at the end of this report for percentage score calculation and quartile information.
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Graph 2: Your mean percentage scores in ascending order of performance with benchmark mean scores by list size (2001-4000 patients)
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   Your patient feedback 


Table 4: Your patient demographics
 Number of patient responses by category, your mean percentage scores and benchmarks by practice list size 


(2001-4000 patients)


Your mean 
score 


(%) Lower 
Quartile


Median Upper 
Quartile


Maximum


Benchmark data (%)*


Minimum


Number of 
responses National 


mean score
(%)


Age


Under 25 82 15 35 66 73 79 10072


25 - 59 78 45 45 69 74 79 9874


60 + 75 38 36 74 78 83 9978


Blank 95 6 35 65 74 81 10073


Gender


Female 76 56 45 70 75 80 9974


Male 81 44 44 71 76 81 9776


Blank - 4 - - - - --


Visit usual practitioner


Yes 81 66 49 72 77 81 9876


No 70 25 35 64 71 77 10071


Blank 81 13 36 67 74 80 10073


Years attending


< 5 years 64 9 45 69 75 80 10075


5 - 10 years 70 11 40 69 75 80 9974


> 10 years 82 79 48 71 76 81 9876


Blank 77 5 25 67 74 82 10074


*Based on data from 787 practices carrying out 928 surveys between April 2008 and March 2012 with 25 or more responses.


Demographic category mean percentage scores are calculated from all the ratings from all questions for that demographic group.


Please see the supporting documents at the end of this report for percentage score calculation and quartile information.


Please note the reliability of your patient feedback may be marginally reduced if less than 25 patient ratings per category is achieved.  In the event 
that there are  less than 5 patient responses for any question, the corresponding score will not be illustrated.
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   Your patient feedback 


Table 5: Your current and previous mean percentage scores*


Current scores 13/12/2011 01/08/2008 01/09/2007


Q1 Opening hours satisfaction 79 84 82 74


Q2 Telephone access 70 79 82 76


Q3 Appointment satisfaction 75 83 80 77


Q4 See practitioner within 48hrs 78 87 85 83


Q5 See practitioner of choice 75 83 79 79


Q6 Speak to practitioner on phone 71 75 69 66


Q7 Comfort of waiting room 76 72 75 70


Q8 Waiting time 55 57 60 57


Q9 Satisfaction with visit 83 88 84 80


Q10 Warmth of greeting 84 89 84 80


Q11 Ability to listen 83 88 82 79


Q12 Explanations 82 86 80 78


Q13 Reassurance 82 85 81 78


Q14 Confidence in ability 85 88 82 83


Q15 Express concerns/fears 82 85 79 81


Q16 Respect shown 85 88 85 84


Q17 Time for visit 83 86 75 75


Q18 Consideration 81 84 79 80


Q19 Concern for patient 82 85 81 82


Q20 Self care 81 85 -- --


Q21 Recommendation 81 87 83 81


Q22 Reception staff 83 85 90 85


Q23 Respect for privacy/confidentiality 78 84 87 85


Q24 Information of services 78 83 86 84


Q25 Complaints/compliments 76 77 75 75


Q26 Illness prevention 76 78 81 78


Q27 Reminder systems 79 80 80 76


Q28 Second opinion / comp medicine 75 80 78 75


Overall score 79 83 80 78


-- no data available, question introduced in October 2009.


*Dates in the table relate to date of application to carry out the survey.
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   Your patient feedback 


All written patient comments have been included in their entirety but details which could identify a specific patient 
have been removed to ensure anonymity.


   Comments about how the practice could improve


 Getting better all the time.


 Had to sit waiting last time while doctor had called for next patient and receptionist ignored and made personal 
phone call outside on mobile.


 Receptionist should let you see the nurse at all times, they shouldn't be able to diagnose (not doctors). Once told me 
nurse couldn't see me. Next day doctor sent me to hospital.


 Love open access in the mornings, always able to see GP if required. Minor injuries is a bonus. Love the way the 
girls always provide as much help as possible and are always prepared to go that extra mile.


 For patients in wheelchair, doors are a bit heavy to open.


 I always feel like nothing is too much trouble.


 One of the ladies on reception always very rude considering she is first point of contact. I think she needs a course 
on people skills. Waiting area old fashioned, needs doing up. No point getting a time to come for evening 
appointment as always have to wait for a long time.


 More chairs with arms are needed. All patients should be given hand gel when they arrive to help prevent infection 
and likewise, reception staff.


 Patients being able to see regular doctors. Also, more time, 10 minutes is not enough, the visit seems stressful and 
rushed.


 Very satisfied.


 Just the time you wait in the waiting room to see doctor.


 Perhaps a louder bell to tell the reception staff the doctor is free.


 Fine.


 Since being a patient at Holmlands surgery, I have never yet had an appointment on time, so much so, that I have 
considered leaving the surgery. However, I do find the doctors excellent and this is the thing that keeps me here at 
present. A more realistic time in between appointments or more doctors may help alleviate the problem.


 I am satisfied with all the staff. No comments.


 Employ more helpful and friendly staff that knew more about what they were asking you. This isn't all of them. Some 
are great help!


 For my use I find the practice excellent.


 This practice has improved since the take over.


 Fine as it is.


 No, it is very good.


 Excellent practice - highly recommended.


 Excellent, friendly, reliable service. Couldn't do enough for me and my family.


 Be able to telephone any time. 1pm - 3pm no calls not very good.


 You can see a doctor on the day and everyone must expect to wait but we are lucky - there is no telephoning - you 
turn up and can return if you want - bring a book or a mag. Excellent compared to other practices who wait 2 weeks 
or more.


 It's excellent, friendly service.


 Being hard of hearing, usually have difficulty when taking telephone calls.


 Its service compared to other practices which family and friends have, is excellent.
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   Your patient feedback 


All written patient comments have been included in their entirety but details which could identify a specific patient 
have been removed to ensure anonymity.


   Comments about how the practice could improve


 Waiting times.


 Keep up the good work.


 Water or coffee machine.


 Very difficult to improve what is already very good without being picky.


 Maybe if an appointment time, time and date could be given, might cut down on waiting time seeing doctor.


   Comments about how the doctor/nurse could improve


 All the doctors and nurse are excellent.


 Perfection cannot be improved!


 Clearer explanation about what happens next at the end of an appointment (if applicable) and what actions are 
required by patient, receptionists, other parties etc. Would be helpful if the doctor/nurse could take a second to recap 
what has been discussed and ensure that the patient understands what happens next.


 Fine.


 No, I find all staff, doctors and nurses to be very well trained, trustworthy and have time for the patient's needs no 
matter how trivial it may seem.


 I am satisfied. No comments.


 Only to try and understand that people know their own bodies and know when something isn't right.


 No, they are very good.


 Excellent service all round. I congratulate you all.


 It was absolutely fine and met my needs.


 This practice has my complete confidence.
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   Supporting documents 


   Details of score calculation


The score provided for each question in this questionnaire is the mean (average) value of all of the ratings from all 
patients who completed the question. It is expressed as a percentage - so the best possible score is 100%.


Example using data from your Q1 Opening hours satisfaction Total number of  patients responses = 104  


Your mean percentage score for Q1 = 79%


Fair Good Very Good Excellent


0 5 23 27 49


Questionnaire 
rating scale


Blank/spoilt


 0Number of ratings


Value assigned to each 
rating


n/a 100 75 50 25


(number of Poor ratings x 0) + (number of Fair ratings x 25) 
+(number of Good ratings x 50) + (number of Very Good 


ratings x 75) + (number of Excellent ratings x 100)


 0


Poor


(Total number of patient responses - number of 
blank/spoilt)


(0 x 0) + (5 x 25) +(23 x 50) + (27 x 75) + (49 x 100)


(104 - 0)
= = 8,200/104


   Explanation of quartiles


Your mean
score
(%) Min Lower


quartile
Median Upper 


quartile
Max


 Question


In statistics a quartile is any one of the three values that divide data into four equal parts, each part represents ¼ of the 
sampled population.


Quartiles comprise:
Lower quartile, below which lies the lowest 25% of the data
The median, cuts the data set in half
Upper quartile, above which lies the top 25% of the data


Please note that the benchmarks presented in this report are based on data obtained from a volunteer sample of 
practices, and as such may be artificially high.


Benchmark data (%)*


40 63 67 71 9979Q1 Opening hours satisfaction
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*Based on data from 3,157 practices carrying out 3,834 surveys between April 2008 and March 2012 with 25 or more responses.
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   Supporting documents 


   Page by page guide to the interpretation of your report


Page 2


Page 4


Page 3


Page 1


The frequency distribution table (table 1) shows the number of patient ratings from poor to excellent and the number 
of ‘blank/spoilt’ responses for every question (a blank response is where a patient did not respond to the question and 
a spoilt response is where more than one tick box option was chosen or if the questionnaire was defaced). If these 
values are added up, for any one question, this will equate to the total number of patients surveyed (shown in the top 
right hand corner of the page).  This table clearly shows the degree of satisfaction patients have with each aspect of 
the practice considered.  Please note the spread of the ratings.  Are they widely spread or closely packed around one 
or two specific ratings?  One or two higher or lower ratings can make a big difference to your mean percentage 
scores illustrated in tables 2 and 3.


The mean percentage score and benchmark table (table 2) illustrates your mean percentage scores for each question 


calculated from the data in table 1.  Each score is the mean (average) score calculated from valid patient ratings (i.e. 


not the blank/spoilt responses) expressed as a percentage (see score calculation sheet also in the supporting 


document section of your report).  It has been established by our statisticians that the reliability of your patient 


feedback for any one question may be marginally reduced if less than 25 valid patient responses is achieved (this 


number can be determined from table 1).  In the event that there are less than 5 patient responses, the corresponding 


score for the question will not be illustrated. 


Your scores have been displayed in colour coded boxes to indicate how your score falls within the benchmark data 


(within the highest 25%, the middle 50% or the lowest 25% of all the mean percentage scores achieved by all 


practices in the benchmark sample). The provenance of the benchmark data is provided in the footer below the table.


Graph 1 illustrates your mean percentage scores in ascending order of performance with benchmark means from all 


participating practices.


Table 3 and graph 2 are the same as for page 2, but with benchmarks provided relevant to your practice list size.  


Evidence indicates that practices with smaller list sizes tend to perform better than those with larger list sizes.


Table 4 shows the number of patient responses from each ‘demographic’ group detailed on the questionnaire i.e. age, 


gender, if the patient saw their usual practitioner or not and the number of years attending the practice. Demographic 


category mean percentage scores are calculated from all the ratings from all questions for that demographic group.


Associated benchmark mean scores relevant to your practice list size are also provided.


The same criteria concerning reliability of the feedback as explained in Page 2 above applies.


Table 5 lists your current scores for each question together with scores from your last 3 surveys (if applicable) 


for comparison.


Page 5


Patient comments usually reflect scores achieved.  The IPQ was designed to simulate the patient’s chronological 


journey through their visit to the practice.  Although the questions in the IPQ are generic, comments can pinpoint 


specific issues identified by the patient from any part of this journey. If there is a particular problem within the practice 


e.g. getting through in the morning on the telephone or the lack of chairs in the waiting room suitable for the elderly, 


this can be clearly picked up in the themes and frequency of comments.


In order to ensure patient anonymity, any personal identifiers are removed.  In the unlikely event that we receive a 
written comment which might relate to serious professional misconduct (e.g. allegations of sexual assault), the 
comment would be referred to our Clinical Associate who would discuss the matter with you.
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Completed on 26 March 2013


Surveys Completed: 104


Practice List Size: 3238


Holmlands Medical Centre


16-20 Holmlands Drive
Birkenhead
Merseyside
CH43 0TX


Certificate of Completion


Improving Practice Questionnaire


Michael Greco
Director


This is to certify that


has completed the


Thank you to all patients who participated in this survey. 
By letting the practice know your views, positive changes can be made for the benefit of all patients.
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TOMORROW’S WOMEN WIRRAL

TOMORROW'S
St Laurence’s School WOMEN
Beckwith Street East
Birkenhead
CH41 3JE

We are a new exciting project that is run by women for women.

We have programmes that can help you with:- money management, health issues
alcohol, drugs, anxiety, depression, accommodation, education, employment,

counselling, and much more.

There are many sessions available, all free, for you to enjoy. You could do creative
art, have relaxation therapies, attend a reading group. You can access support to
enable you to achieve qualifications at Tomorrow's Women.

Tomorrow's Women has a comfortable, welcoming environment where you can relax
and take part in as much or as little as you want. You can meet others, support
women or find support from women including volunteers and mentors. Everyone
has a role to play.

There is always a hot drink and something to eat available.

Drop in and meet with us and see for yourself. Isn’tit time you put yourself first?

We are located in the centre of Birkenhead, so next time you are shopping pop in. It
would be lovely to see you.

If you want to know more please ring 0151 647 7907
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