Local Patient Participation Report 

This year we have maintained 2 types of Patient Participation Groups.:

A Virtual Patient Group that has joined the membership through our website and a Patient  Group that has joined through open invitation using a combination of adverts placed in the practice and filling in membership forms that allow us to contact them through a variety of means such as post, telephone and email . 
We also hold meetings for the Groups to get together and help us to improve the practice. We publish notices in the practice to tell patients when the meetings are and will start to publish dates on the website when we have a list of dates the Group have agreed upon. This has been difficult to do as we usually only get 2 or 3 people attending the meetings and may have to move to the option of just having the virtual Group as The Practice still has to administrate these and therefore is not in true control of the Patients . We still do not have any patients who are willing to run the groups 
The Patient Participation Group is mainly white English with a small percentage of Asian origin and East European.  We are working on attracting a more diverse membership to truly represent the patient population although this year’s surveys shows a more diverse group than originally.
The other changes indicated by our survey is that the Group has more people in the 45 to 64 age group , a mixture of employed , unemployed, retired, carers and housebound 

We do have representation from patients with various challenges such as loss of sight, hearing and mobility challenges. Some Patients have been very proactive in helping us to design what is needed for the forthcoming Extension and have made helpful suggestions such as outlining floors and walls with contrasting colours , hearing loops , audible lift operation 

We have still to develop surveys that are written in several languages and have help with an interpreter to ensure that we try to capture the views of all with no exclusions 

The PPG (Patient Participation Group) give their views at meetings currently held in the practice and we also use surveys that are supplied to all our PPG and other patients that use the practice. These surveys will be representative of the experience of patients and will pose questions about our performance and any issues raised at the PPG meetings to enable us all to get the wider views of our patient population.  The most recent survey conducted in February and March 2013 was based on questions asked in 2013 and contained questions about patient experience with: Clinicians including GPs ease of getting an appointment and appointment times, how helpful are the receptionists and a few questions about the patients themselves to help us understand our patient base better. (A copy of the survey results is published on the website) 
This results of this survey have shown us that patient satisfaction with our appointment system  has decreased significantly over this last year and we must work with the patients to understand why this is happening , what we can do within our resources to rectify this. However patient satisfaction with our GPs, and Nurses is a lot better which indicates that we are providing good services when patients have access to it. The reception satisfaction is still good but patients overall opinion is that they are now fairly helpful whereas last year they were considered very helpful  so we will be working on improving this 
The practice will be working closely with the group and will be formulating a new plan of action from the results of the findings. 
Review of Last Year’s Action Plans: 

1. Work on increasing the number of appointments – recruitment for GPs has proved difficult and the practice is still looking for more GP  to cover some sessions , however the practice budget is quite restrictive and difficult to provide the clinical hours needed to meet demand. The PPG and the Practice need to look at more inventive ways of meeting demand and recruiting GPs. We have had a continuing struggle to maintain a stable GP workforce because of a combination factors including;  our well established GPs retiring (some coming back part time) an overall lower number of GPs as many retire due to the pension changes that make it more beneficial to retire now than in a few years plus  the area we work in can be very hard work and deters some GPs from moving into this area. This struggle has meant that we have had to look at ensuring that GPs have appropriate work assigned to them. We listened to patients and have restructured the workforce, recruited an extra Healthcare assistant who is trained and capable of giving injections, spirometry, taking blood and blood pressure. We have recruited a Advanced Nurse Practioner who our patients already knew as she was the Community Matron before joining our workforce, We have 2 new lady GPs and a new Male Partner GP.
2.  We have recently audited the number of consultations given this year and it tops over 30,000 which is at least a 8% increase of last year but our survey show us that our patients feel that the access to their surgery is poor 
· Patients would like the surgery to be open earlier and later more often than it is and would like Saturday and Sunday openings. The Practice would have to consider the increased costs of keeping the surgery open longer and is open on Mondays from 7.00am right through to 8.00pm most weeks. The PPG and the Practice need to look if there are any ways of improving on this which are cost effective and practical. We  have not altered our opening hours in 2012 to 2013 
Longer Term Plans include:
· Staff training – an improvement of efficiencies and capabilities We are embarking on a much better structured training plan for staff and although only just getting on board with this we are very keen to show improvements over the next year 
· Car Parking  
· This is to be altered with the extension 
Action Plan agreed for 2013 -2014 




Time Scale 

1. Reception to retrain in patient satisfaction. 


September 2013-03-29

2. To identify issues with current phone systems 

May 2013-03-29

3. To re-introduce a “walk in “ surgery  - same day access
June 2013 
4. To improve access to on-line appointments 


May 2013

5. To build an extension which provides better facilities for patients and enables us to have more services at the Surgery 




August 2013 

Although Patients wish us to open Saturdays and Sundays we feel that this is impossible to do with cutbacks in resources. We would have to extend the overall number of working hours which would require more staffing , the utility bills would increase with weekend heating and lighting use . 
PPG & Survey Results Report  

Patient Reference Group
The patient group comprises 41 members

 Survey Results
 Woodstock Bower Annual Survey 2013
Number of Responses: 16
Thank you.

About Receptionists and Appointments
Q1 How helpful do you find the receptionists at your GP practice? 

Very helpful  25%
Fairly helpful  62%
Not very helpful  6%
Not at all helpful  6%
Don’t know  0%


Q2 How easy is it to get through to someone at your GP practice on the phone? 

Very easy  25%
Fairly easy  18%
Not very easy  25%
Not at all easy  25%
Don’t know  6%
Haven’t tried  0%

Q3 How easy is it to speak to a doctor or nurse on the phone at your GP practice? 

Very easy  12%
Fairly easy  18%
Not very easy  18%
Not at all easy  43%
Don’t know  0%
Haven’t tried  6%

Q4 If you need to see a GP urgently, can you normally get seen on the same day? 

Yes  43%
No  50%
Don’t know / never needed to  6%

Q5 How important is it to you to be able to book appointments ahead of time in your practice? 

Important  93%
Not important  6%

Q6 How easy is it to book ahead in your practice? 

Very easy  25%
Fairly easy  31%
Not very easy  12%
Not at all easy  31%
Don’t know  0%
Haven’t tried  0%

Q7 How do you normally book your appointments at your practice? Please tick all boxes that apply. 

In person  31%
By phone  75%
Online  43%
Doesn’t apply  0%
Q8 Which of the following methods would you prefer to use to book appointments at your practice? Please tick all boxes that apply. 

In person  31%
By phone  50%
Online  68%
Doesn’t apply  0%
Thinking of times when you want to see a particular doctor:
Q9 How quickly do you usually get seen? 

Same day or next day  0%
2-4 days  12%
5 days or more  75%
I don’t usually need to be seen quickly  12%
Don’t know, never tried  0%

Q10 How do you rate this? 

Excellent  12%
Very good  6%
Good  0%
Fair  18%
Poor  12%
Very poor  50%
Does not apply  0%

Thinking of times when you are willing to see any doctor:
Q11 How quickly do you usually get seen? 

Same day or next day  18%
2-4 days  12%
5 days or more  56%
I don’t usually need to be seen quickly  12%
Don’t know, never tried  0%

Q12 How do you rate this? 

Excellent  6%
Very good  18%
Good  0%
Fair  12%
Poor  12%
Very poor  43%
Does not apply  0%
No response  9%

Thinking of your most recent consultation with a doctor or nurse
Q13 How long did you wait for your consultation to start? 

Less than 5 minutes  6%
5 – 10 minutes  50%
11 – 20 minutes  43%
21 – 30 minutes  0%
More than 30 minutes  0%
There was no set time for my consultation  0%

Q14 How do you rate this? 

Excellent  12%
Very good  18%
Good  18%
Fair  37%
Poor  6%
Very poor  6%
Does not apply  0%

About opening times
Q15 Is your GP practice currently open at times that are convenient to you? 

Yes - Go to Q17  56%
No  43%
Don’t know  0%

Q16 Which of the following additional opening hours would make it easier for you to see or speak to someone? Please tick all boxes that apply. 

Before 8am  25%
At lunchtime  0%
After 6.30pm  31%
On a Saturday  43%
On a Sunday  25%
None of these  0%
About seeing the doctor of your choice
Q17 Is there a particular GP you usually prefer to see or speak to? 

Yes  75%
No - Go to Q19  18%
There is usually only one doctor in my surgery - Go to Q19  0%
No response  7%


Q18 How often do you see or speak to the GP you prefer? 

Always or almost always  31%
A lot of the time  12%
Some of the time  12%
Never or almost never  6%
Not tried at this GP practice  0%
No response  39%

How good was the last GP you saw at each of the following? 
(If you haven’t seen a GP in your practice in the last 6 months, please go to Q25) 

Q19 Giving you enough time 

Very good  68%
Good  12%
Fair  0%
Poor  12%
Very poor  6%
Does not apply  0%

Q20 Listening to you 

Very good  68%
Good  6%
Fair  6%
Poor  12%
Very poor  6%
Does not apply  0%

Q21 Explaining tests and treatments 

Very good  68%
Good  18%
Fair  6%
Poor  0%
Very poor  6%
Does not apply  0%

Q22 Involving you in decisions about your care 

Very good  50%
Good  18%
Fair  18%
Poor  0%
Very poor  6%
Does not apply  6%

Q23 Treating you with care and concern 

Very good  56%
Good  12%
Fair  25%
Poor  0%
Very poor  6%
Does not apply  0%

Q24 Did you have confidence and trust in the GP you saw or spoke to? 

Yes, definitely  68%
Yes, to some extent  18%
No, not at all  12%
Don’t know / can’t say  0%

If you know the name of the GP you last saw, please write it here: 

How good was the last nurse you saw at each of the following? 
(If you haven’t seen a nurse in your practice in the last 6 months, please go to Q31) 

Q25 Giving you enough time 

Very good  81%
Good  6%
Fair  6%
Poor  0%
Very poor  0%
Does not apply  0%
No response  7%

Q26 Listening to you 

Very good  75%
Good  0%
Fair  12%
Poor  0%
Very poor  6%
Does not apply  0%
No response  7%

Q27 Explaining tests and treatments 

Very good  62%
Good  6%
Fair  12%
Poor  0%
Very poor  6%
Does not apply  6%
No response  8%

Q28 Involving you in decisions about your care 

Very good  56%
Good  6%
Fair  12%
Poor  0%
Very poor  6%
Does not apply  6%
No response  14%

Q29 Treating you with care and concern 

Very good  68%
Good  6%
Fair  12%
Poor  0%
Very poor  6%
Does not apply  0%
No response  8%

Q30 Did you have confidence and trust in the nurse you saw or spoke to? 

Yes, definitely  75%
Yes, to some extent  12%
No, not at all  6%
Don’t know / can’t say  0%
No response  7%

If you know the name of the nurse you last saw, please write it here: 

About care from your doctors and nurses
Thinking about the care you get from your doctors and nurses overall, how well does the practice help you to:

Q31 Understand your health problems? 

Very well  62%
Unsure  31%
Not very well  6%
Does not apply  0%

Q32 Cope with your health problems 

Very well  62%
Unsure  31%
Not very well  6%
Does not apply  0%

Q33 Keep yourself healthy 

Very well  62%
Unsure  31%
Not very well  6%
Does not apply  0%

Q34 Overall, how would you describe your experience of your GP surgery? 

Excellent  25%
Very good  31%
Good  18%
Fair  18%
Poor  0%
Very poor  6%

Q35 Would you recommend your GP surgery to someone who has just moved to your local area? 

Yes, definitely  43%
Yes, probably  18%
No, probably not  18%
No, definitely not  6%
Don’t know  12%

It will help us to understand your answers if you could tell us a little about yourself
Q36 Are you? 

Male  31%
Female  68%

Q37 How old are you? 

Under 16  6%
16 to 44  18%
45 to 64  56%
65 to 74  12%
75 or over  6%

Q38 Do you have a long-standing health condition? 

Yes  81%
No  18%
Don’t know / can’t say  0%

Q39 What is your ethnic group? 

White  93%
Black or Black British  0%
Asian or Asian British  0%
Mixed  0%
Chinese  0%
Other ethnic group  6%

Q40 Which of the following best describes you? 

Employed (full or part time, including self-employed)  37%
Unemployed / looking for work  6%
At school or in full time education  0%
Unable to work due to long term sickness  31%
Looking after your home/family  0%
Retired from paid work  25%
Other  0%

Other comments 
---
>> Cannot fault the paractice <<
---
>> Difficult to get appointments have to wait anytime up to 1 month to see a particular doctor, and up to 2 weeks to see any doctor. Can be good if you wish to see someone with an emergency, dependant on who answers the telephone, but some of the reception staff are not very empathetic, and can be off- hand with you. Premium phone number is not good. Lots of people do not have landlines, they rely on mobiles, particularly low income families, so the cost to ring the surgery is very high. In short the surgery needs more experienced doctors. <<
---
>> Generally fine however, not being able to get appointments is extremely frustrating when feeling ill and needing a Doctor. Having to wait upto and occasionally beyond a week is not at all helpful. Once at the surgery things run smoothly and the majority of the Doctors are fine, getting there is the issue! <<
---
>> I recently called to try and make a quick appointment with a Dr but was told that a nurse would call me back. This did happen, and I was dealt with efficiently - and did in fact call down the same day to see the nurse. <<
---
>> it is not always possible to tell wether doctors are male or female from their names, and sometimes ladies like to see a lady doctor for personal needs etc,also the chairs are very very uncomfortable if you have to wait ,as in the drop in clinic, <<
---
>> The doctor I saw didn't want to listen to my problems and instead threw me out of her room saying emergency appointments, which I didn't have, only last 5 minutes. She didn't have the correct equipment and couldn't be bothered to go get it, instead saying I should book an appointment with a nurse. The doctor was extremely incompetent and seemed to have no idea of my medical history. <<
---
>> The length of time you have to wait to see a doctor is far too long. It would help the patients who are currently regisitered at the practise if you stopped taking on any more new patients for a few months. <<
---
>> Waiting time to see a GP can take three weeks! This is far too long. I feel that people who cannot speak English should be told to come back with soome one who can. Why should everybody else have to wait for an interpreter to be found for this person! <<
---

 

