NEWLAND SURGERY
PATIENT PARTICIPATION DES REPORT 2012- 2013
Profile of practice population and Patient Reference group (PRG)

Newland Surgery is a two partner practice and is supported by a female locum doctor at present. The practice has three practice nurses and a well established practice administrative team. The practice list size is 3800 patients.

The Practice PRG members at present are listed below: 
Mary Clarkson

Nandi Mnyama

Mike Redmand

Barbara Higgins

Cynthia Sykes

John McGowan
Michelle Cooper
Carol Moran

Paula Arnold

Kelly Arnold

Most members of the PRG group have been encouraged to join by the posters displayed in the waiting area. Four members have been requested to join directly by the receptionists. The PRG Group is a face to face group at present however the practice is trying to recruit members virtually (correspond/feedback by email) should they wish to join the group. The PRG Group does not have any virtual members who are interested to date. The practice continues to encourage patients to join the PRG group.
	Practice Age profile:




	Practice population profile
	PRG profile
	Difference

	Age

	% under 16 

18%
	% under 16

Nil
	

	% 17 – 24

10%
	% 17 – 24

1 patient
	2 Patient

	% 25 – 34

13%
	% 25 – 34

1 patient
	2 Patient

	% 35 – 44

13%
	% 35 – 44

Nil
	

	% 45 – 54

16%
	% 45 – 54

Nil
	

	% 55 – 64

13%
	% 55 – 64

1 patient
	1 patient

	% 65 – 74

 9%
	% 65 – 74

3 patients
	3 patient

	% 75 – 84

6%
	% 75 – 84

1 patient
	1 patient

	% over 84

3%
	% over 84

Nil
	

	Ethnicity

	White
	White
	

	% British Group

94%
	% British Group

0.18% 7 Patients
	0.18% 7 Patients

	% Irish

0.1%
	% Irish
	

	Mixed
	Mixed
	

	% White & Black Caribbean

Nil
	% White & Black Caribbean
	

	% White & Black African

0.2%
	% White & Black African
	

	% White & Asian

0.04%
	% White & Asian


	

	Asian or Asian British
	Asian or Asian British
	

	% Indian

0.4%
	% Indian


	

	% Pakistani

0.2%
	% Pakistani


	

	% Bangladeshi

Nil
	% Bangladeshi


	

	Black or Black British
	Black or Black British
	

	% Caribbean

Nil
	% Caribbean


	

	% African

0.9%
	% African


	0.02%
1 patient

	Chinese or other ethnic group
	Chinese or other ethnic group
	

	% Chinese

0.6%
	% Chinese


	

	% Any other

0.3%
	% Any other


	

	Gender

	% Male

1948
	% Male

2 Male
	0.05%
2 Male

	% Female

1798
	% Female

8 female
	0.21%
8 Female

	
	


Differences between the practice population and members of the PRG.

The table above represents the PPG group profile. There is substantial variation between the group and the practice profile. The practice has been trying extensively to recruit new members. We have used a variety of methods to recruit and are still continuing to advertise and recruit more members.
Methods Used To Recruit:
Posters displayed around the surgery

Doctors requesting patients during consultation

Nurses requesting patients during consultation

Midwife : requesting mothers to be, during antenatal clinics
Local Parent Craft & Mums & Tots Group ; Practice Midwife Given PRG posters to display on notice board.
Health Visitor has been requested to try and see if she can encourage mothers with children

Link on practice website encouraging patients

Receptionists asking patients directly

Posters requesting patients to join the group virtually has also been displayed.
PRG Group Survey Question

The PRG group again similar to last years survey decided to include the following question in the practice survey to encourage patients to join;

The practice has a ‘patient participation group’ which meets to discuss and improve services provided by the practice. Would you like to get involved?
Yes ( see receptionist) 6.4%
Unsure don’t know 25.6%
No 65.6%

The results above are similar to last year and although 6.4% of those surveyed said ‘yes’, the practice has had no PRG application forms returned completed!!!. The patients who had taken the PRG application forms seemed interested when staff explained what the PRG group is all about but no completed forms have been returned.    
2 : Local Practice Survey

The practice survey was developed in collaboration with the PRG group last year. The PRG group agreed that the practice utilise ‘Patient Dynamics’ to analyse the survey data and produce a report. The group decided during the meeting in December 2012 to use the same survey questions as last year to enable the practice to compare results. 
The practice also looked at themes emerging from complaints, received over the last few years. As a result the PRG group included the following questions in the survey last year and the same questions were included in this years survey.

‘Q7 Home visits are for housebound patients. Have you had any issues or difficulties when you have tried to request or book a home visit?’
‘Q27 Have you had a problem with the requesting and issuing of your repeat medication?’ 

The practice was complemented on the fact that there were not many complaints this year and there has not been an apparent theme emerging from complaints this year.

Planned practice changes

The practice has upgraded to EMIS web in the letter part of 2012. Emis web allows for patients to book appointments online and as a result the following question was included in the survey;
‘Q6 Which of the following methods would you prefer to use to book appointments at your practice?’

In person 22.1%
By Phone 68.2%
Online 8.4%

The practice will install EMIS Access to allow patients to book online this year. 

National GP Patient Survey

Overall, the practice was pleased with the national GP patient survey carried out last year and the PRG group included a number of similar questions from the national survey into the bespoke practice survey. 

Care Quality Commission (CQC) related Issues
The practice discussed this area in brief with the PRG group and informed the group that the practice has already registered with the CQC and the CQC will inspect all practices every two years to ensure that practices comply to the “essential standards of quality and safety” required by the CQC. The practice will be dealing with CQC related issues this year and will highlight any specific issues with the PRG group for discussion in due course.  

Survey Results

The survey was mainly paper based and it was available online for patients to complete via the practice website. A plastic box was placed in the waiting area for patients to submit their completed questionnaires.  
The practice survey was carried out over a three week period between Monday 28th January 2013 and Wednesday 20th February 2013. The survey questionnaires were distributed mainly by the practice receptionists. The receptionists encouraged patients to fill the form whilst they were in the surgery to ensure questionnaires were returned.
One hundred and thirty questionnaires were distributed. The practice received back 125 completed questionnaires. The practice required approximately 100 completed questionnaires for its list size of 3800 patients. The completed questionnaires were posted to Patient Dynamics who analysed the results and produced a report back to the practice. (survey report enclosed)
97.6% of patients completing the survey were White

The survey was completed by patients between the ages of 16 to over 75. 
45.6% of patients completing the survey had a long standing health condition and 45.6% were employed. 

3 Action Plan
A copy of the survey report was circulated to all members of the practice team and copies were also emailed and posted to the PRG group members to analyse and bring identified areas for discussion and action to the PRG meeting in March 2013.

The following PRG Members and Practice Staff Attended the PRG Action Group Meeting in March 2013
Carol Moran 
Patient Rep

Cynthia Sykes
Patient Rep

Mary Clarkson
Patient Rep

J Islam

Newland Surgery

L Langley

Newland Surgery

Dr Gupta

Newland Surgery

The survey results were discussed in detail with the PRG group on the 20th March 2013 including the action points from last years survey and the following action were identified and agreed for this year
Action Points for 2012-13 : Agreed last year
Action 1 : In relation to Q2 on survey

The practice to upgrade the phone system to incorporate an Auto-Attendant queuing message ‘that receptionists are busy and for patients to hold and their call will be answered.’  

The above action point was completed this year. The PRG group discussed in detail that sometimes patients have to hold on for a while before the call is answered which incurs costs. It was agreed that we include a question in next years survey to determine which option patients preferred, a engaged tone or a auto attendant message as above.

Action 2 : In relation to Q3 on survey 

The practice already offers patients the option to speak to a doctor or nurse on the telephone if they wish, however the practice will provide refresher training for all reception staff on this procedure.

Action point completed : Refresher training given to all staff in 2012 with regards to the above and the survey results show an improvement of 4% from last year. 

Action 3 : In relation to Q4 on survey
The surgery already offers on the day urgent appointments to all its patients however we will again offer refresher training for all our reception staff to ensure that all patients requesting urgent on the day appointments are seen the same day.
Action Point completed : Refresher training given to all staff regarding the above and survey result showed a 1.8% improvement compared to last year.

Action Points for 2013-14

Action 1 : In relation to Q6 on survey
The practice to offer patients the ability to book appointments online. Post migration to new clinical system - EMIS web

The above action point was not implemented last year due to staff having to familiarise themselves with the new clinical system. It was agreed to take this forward into this year.

Action 2 : In relation to Q27 on survey

The practice to offer patients the ability to request repeat prescriptions online. Post migration to EMIS Web
Again the above action point was not implemented last year due to all staff having to familiarise themselves with the new clinical system. It was agreed to take this forward into this year. The practice did try and use its own website to implement this but decided to wait until it could be done via the EMIS web clinical system.

Action 3 : In relation to Q4 on survey

The surgery already offers on the day urgent appointments to all its patients however we will again offer refresher training for all our reception staff to ensure that all patients requesting urgent on the day appointments are seen the same day.

The above Action Point although completed last year showed a slight improvement in the survey, the PRG group  agreed that we again offer refresher training to all practice staff,  as it seems that a significant number of patients are still having difficulty booking on the day urgent appointments.

Action Point 4 : In relation to Q2

The PRG group to include more specific survey questions next year in relation to access to the surgery by phone to determine if patients preferred a auto-attendant message (cost to patients when on hold) or an engaged tone when they call the surgery. 

Action Point 5 :

The group also agreed to be more specific in relation to asking patients about the problems they are having when requesting and collecting their repeat medication. Specific questions to be added to the practice survey next year to obtain patient feedback.

4 Action Plan : Summary of Progress
We have just completed our Action Plan meeting on the 20th March 2013 and will feedback in due course on the summary of progress.
Action Point 1 and 2: To go live on online appointments and repeat prescription requests by September 2013

Action Point 3: Refresher Training booked for April and May for all Practice Staff – In  House 
Action Point 4 and 5 : To be done  before December 2013

5. Confirmation of Opening Times

The surgery is open between 8am and 6.30pm Monday to Friday
Extended hours Monday 6.30pm – 8.30pm 

The survey included questions around access, extended hours and opening times.

88.8% responded that the practice is open at times that are convenient to them although 18.2% responded that they would like access to a doctor before 8am and 17.6% after 6.30pm. 

The PRG group discussed access and extended hours provision at the meeting on the 20th March 2013 and agreed that the extended hours arrangement at present was reasonable. The practice resources were limited for a small practice for extended hours to be provided on a weekend. 
The group also discussed the new GP contract which is to be reviewed in the new future by the Commissioning Board, which may involve seven day working. The practice doctors and staff are not too keen on the proposal. 
6. Availability of Information
The survey results, actions identified and the PRG report for 2012-13 have been made available to all PRG members. All members of the PRG group have been sent a copy by email.

The results, action plan and report are also accessible to all patients attending the surgery. The information is all displayed on the PRG notice board within the practice for all patients. The above information will be accessible to all patients, the wider population, consortia, local LINK or CQC and will be available online via the practice website. 
The PRG Survey results and DES Report are both available via the practice website. Please access the practice website and click on ‘Survey report’ on the right hand side.  
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