Directed Enhanced Service for Patient Participation

Report 2013/14

Practice: BIRCHILLS HEALTH CENTRE				Date of Report                                              27/03/2014

	
	Requirement
	Comment
	Authorised for payment

	Component/Step 1

	a
	Description of the profile of the members of the PRG. 

Check to see if membership is in line with the demography of the practice using the practice profile tool.
	Birchills HC PPG has 12 members who were recruited from the patients’ list and their background is diverse – they represent different aspects of varied communities living in this area. We have elected a new chair. 


	

	b
	The steps taken by the practice to ensure that the PRG is representative of its registered patients and where a category of patients is not represented, the steps the practice has taken in attempt to engage the category.
	We continue the recruitment to our PPG by advertising the group in our reception area and asking registered patients if they are interested to become members. We advertise our PPG group on our website.
	

	Component/Step 2

	c
	Details of the steps taken to determine and reach agreement on the issues which had priority and were included in the local practice survey.


	The Practice Survey plans were discussed with the PPG during their meeting in December 2013. 
The priorities were set as follows:
1) To publicise surgeries new opening times (extended hours)
2) Education patients not to use A&E for trivial problems
3) Text message reminders to be introduced to cut down DNA’s
4) Promote on-line appointment booking service and repeat prescription requests
5) Our telephone system was upgraded to meet patients’ demand
	

	Component/Step 3

	d
	The manner in which the practice sought to obtain views of its registered patients.
Details and copy of the survey to be provided and how approached, by email, letter etc…

	100 of our registered patients were asked to take part in the practice survey. 
Posters were displayed in the reception area. Patients were requested to complete the survey form after seeing the doctor/nurse.
The results have been summarised and published on Practice’s website.
See copy of the survey attached.  



	

	Component/Step 4

	e
	Details of the steps taken by the contractor to provide an opportunity for the PRG to discuss the findings of the local patient survey and how agreement was reached with the group on any changes in service provision that have been agreed.
Was this a face to face meeting, an online discussion 
	The local practice survey was discussed with the group during the PPG meeting on the 5th December 2013 
See minutes attached.  



	

	Component/ Step 5

	f
	Details of the action plan setting out how the finding or proposals arising out of the local practice survey can be implemented and, if appropriate, reasons why any such findings or proposals should not be implemented.
	See PPG Meeting minutes from 5th December 2013 above.


	

	g
	A summary of the evidence including any statistical evidence relating to the findings or basis of proposals arising out of the local practice survey.

	Please see spread-sheet attached  



	

	h
	a. Details of the action which the practice
b. 
i). and, if relevant, the CCG intend to take as a consequence of     discussions with the PRG in respect of the results, findings and proposals arising out of the local practice survey

ii). where it has participated in the Scheme for the year, or any part thereof, ending 31st March 2014, has taken on issues and priorities as set out in the Local Patient Participation Report.
	i) Telephone system has been upgraded to meet the demands of our patients. Also we now send text message appointment reminders to our patients.

ii) By participating in the LCS Scheme “Additional Hours” we managed to cut our A&E attendances by approximately 25 %
	

	Component/Step 6 (Year 2 only)

	
	Date of publication of report on practice website.
	27/03/2014
	

	i
	The opening hours of the practice premises and the method of obtaining access throughout core hours

	Please see the Practice website / leaflet.
In addition we extended the opening hours. 




	

	j
	Where the contractor has entered into arrangements under an extended hours access scheme, the times at which individual healthcare professionals are accessible to registered patients.
	The practice joined a LCS Additional Hours Scheme and provided extra 3 hours opening to its patients on Sunday afternoons from November 2013 to 31st March 2014 - 1pm to 4pm GP and Practice Nurse.
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MINUTES FROM THE PATIENT REPRESENTATION GROUP MEETING

THURSDAY 5TH DECEMBER 2013 at 7:30pm

Present

Dr A S Suri

avtar.suri@walsall.nhs.uk


Dr A Muniyappa



Lisa Parkes

lisa.parkes@walsall.nhs.uk


Glenys Davis

southwaria@hotmail.co.uk


John Davis

jtmdavis@virginmedia.com


Michael Price

mikeprice@yahoo.co.uk


Richard Dean

richard_dean8@btinternet.com


Ian Mason

i.mason@blueyonder.co.uk


Mahesh Pancholi



Welcome and Introductions

Dr Suri welcomed the group members and thanked them for attending. A special welcome was made to the two new members, Ian and Richard.

Apologies

Apologies were received from Lisa Price, Pravinchandra Patel, Joan Nicholls and Sylvia Smith.


Notes from previous meeting

Dr Suri commended Lisa for accurate note taking.

Actions

There were no actions following the last meeting.


Update on the NHS

Dr Suri provided the group with an update on the changes that are currently taking place within the NHS.


Earlier this week, a new contract for GPs (effective from March 2014) has been released. He mentioned when the NHS was first founded, treatments were free but innovations in the treatments available means more expense and the NHS is no longer sustainable. It is widely thought among GPs that this country may turn to part-privatisation of healthcare, such as in the USA.


· The new contract requests that all patients aged 75+ have a named GP who will provide care for them 24 hours a day, 365 days a year, as and when required. That named GP will be required to ascertain the reasons for hospital admissions, reduce the risk of repeated admissions and provide after care as needed.

· It also requests that all GPs monitor the Out Of Hours Service providers and the patients who are seen by them


· The Government wants GPs to reduce unplanned hospital admissions. If a patient does need to be admitted, they should be assessed by their GP first who will then arrange the admission as appropriate.


· TheGovernment provided incentives for GPs to provide good quality (QOF – Quality Outcome Framework) care to their patients. They now feel that GPs are doing this routinely now and have therefore cut the incentive by nearly half (from 1000 QOF points to 559) with effect from April 2014.


· Most practices have a catchment area of 3 – 3.5 miles. The new contract abolishes this catchment area and patients will have the option of registering with a GP outside their catchment area.


· The friends and family test will be introduced. Patients will be asked whether they would recommend their GP to family and friends.


· From April 2014, GPs will be required to promote options for patients to book appointments and order prescriptions online.

· Patient Access – currently, we are open late on a Thursday evening and on a Saturday morning. These Extended Hours will cease from April 2014 but GPs will have to make sure that their patients don’t suffer. It may be private companies that bid to provide this cover but nothing is certain yet.


· GPs may have to declare their NHS Earnings


· Originally, extra funding was given to areas of the country that was thought to be in greatest need, a ‘deprivation factor’. This is likely to stay and may not be abolished but is yet to be finalised

· The working people will now be required to work until they are 68 years old before they can retire and claim their state pension. This will include GPs.


The CCG and Social Care budgets have been amalgamated and are now called ‘Integrated Health and Social Care Budget’. This means the two areas now work together to provide quality care for patients. A new service recently implemented is an ‘Individual Budget’. Patients or their relatives are able to apply for funding while in hospital to alter their home so they can return once discharged. Many patients have been fit for discharge but are unable to go home (known as bed blocking) due to poor housing quality i.e. poor heating facilities, poor cooking facilities or damp. Patients will have a planned discharge so these alterations can be done before that date.

There were several examples reported within the group where older people had been discharged to an unsafe home. These may cause further problems for patients and lead to repeated hospital admissions so it is better to prevent them where possible by providing necessary Social Care.

The Manor Hospital mortality rates have improved. 

The hospital is reported as in breach of its contract if there is ever just one case of MRSA.


Also if patients in A&E are kept on a trolley for more than 4 hours, it is a breach of contract which results in a penalty, in the form of a fine.


Several GP surgeries within Walsall have opened extra hours to try and reduce A&E attendances. This will run until March 2014.

CCGs and Councils are expected, by the Government, to work more and provide more services with an even tighter budget than previously.


Results of the GP Patient Survey

The results of the Survey were read out by Dr Suri. Richard asked about the option for patients to have a consultation via email. This is still in the pipeline and has not been released yet. Dr Suri informed the group that Birchills has passed the CQC and Infection Control inspections. Richard suggested having a look to see if there was a correlation between those patients suffering from long-standing illnesses and the age of those patients.


Changes to services and Agreed Action Plan

Publicise
To continue to publicise the surgery’s new opening times and educate patients to contact us when we are open, not A&E


DNA

The ability for the surgery to send appointment reminders by text message is in the planning stage at present but that is something we hope to implement soon. Patients need to be educated to cancel their appointment if no longer needed to reduce the number of DNA’s and provide more appointments to patients and thus reduce the waiting times.

I.T.

Promote extensively the option for patients to book online and order repeat medication online.


Any Other Business

· John and Glenys reported that they have received good comments from other patients


· It was suggested that the minutes of the meetings to be posted or emailed to group members before the meetings.


· In general, the group did not seem too happy with the 111 Service. This has now been taken over by West Midlands Ambulance Service so the advice given should now be clearer and more accurate.


· Dementia in the elderly was briefly discussed. In summary, keeping the mind active (by physical exercise or challenging the brain through arithmetic exercises etc) will reduce the chance of dementia setting in.


· Lisa asked regarding A&E and if they are allowed to turn patients away and redirect them back to their GP if their attendance is not urgent. This is not possible but admin staff booking the patients in at A&E are able to direct them to the Badger OOH Service which the GPs do pay for.


· Glenys asked how someone else would be able to chair the meetings as Dr Suri has done, given his extensive knowledge on many areas. Dr Suri said it is a patient group so we can discuss anything we feel is needed and he can be invited as a guest to provide updates as required. All the members can put forward their suggestions for topics of discussion which will then be added to the agenda. All members were asked if they would like to chair the meetings and Richard nominated himself so congratulations to the new Chair Person, Richard. All members can liase with each other via email and Richard will work with Hana on compiling the agenda for the next meeting.


The next meeting will be held at the end of January and every 3 months (minimum) thereafter.
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ACTION PLAN following GP Practice Survey 2013

		Action to be taken

		Proposed changes

		Who needs to be involved?

		Time scale



		Promote our opening hours

		1. Give practice leaflet to ALL new patients


2. Check the website regularly and update any changes immediately


3. Surgery joined the ‘Sunday Opening Hours scheme’ which ran from November 13 – March 14, which was around the time the survey was carried out

		1. Reception staff


2. Admin staff

		1. Immediate - ongoing


2. Immediate - ongoing



		Improving Patient’s ability to speak to Doctor/Nurse on phone

		1. Send text messages to patients to inform them of normal test results received via the links.

2. GPs to have more ‘Telephone Consultation’ slots to allow patients to discuss problems/concerns on the phone

		1. GPs

2. GPs and Reception staff

		1. Within 6 months

2. Within 3 months



		Allow patients more privacy at the Reception Desk

		1. Rotate the chairs in the waiting room so they do not directly face the Reception desk.

2. Indicate queue lines for patients waiting to be dealt with at the Reception desk.

		1. Reception staff/GPs

2. Admin staff

		1. Within 1 week

2. Within 1 month



		Improving waiting times for appointments

		1. Patients to be educated about cancelling appointments if not required

2. Reasons for appointments to be included when booking appointments so Clinicians can assess their clinic and potentially deal with some patients over the phone (i.e. to discuss test results that do not require an appointment)

3. Surgery to implement an SMS text message service, which remind patients of their appointment and therefore reducing the chance of them missing it, which increases appointment waiting times for all other patients.

		1. Reception staff at time of booking

2. Reception staff at time of booking


3. Management to organise and implement

		1. Immediately

2. Immediately


3. Within 3-6 months



		Improving patient’s ability to manage their long-standing illnesses

		1. Clinicians to hold regular meetings to discuss patients as required and discuss how to improve patient’s health

2. Leaflets from Public Health and the Internet to be given to patients who need more support to self-manage their condition(s)

		1. All Clinicians

2. All Clinicians during consultations

		1. Immediate - ongoing

2. Within 1 month



		Encourage patients to order prescriptions online

		1. Staff to promote to patients, the ability to order their repeat medication online. This may be verbal at the reception desk or by attaching a note to their prescription for them to take home

		Reception and Admin staff who deal with prescriptions

		Immediately and ongoing



		Reduce the number of unnecessary prescription orders

		Promote and offer the Pharmacy First Scheme to patients with minor ailments that can obtain medication directly from the chemist

		Clinicians and Admin staff

		Immediately and ongoing
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GP Patient Survey 2013-14 Summary.xlsx
Summary by question - printer f

		Q1 Rating Opening Hours		Number of Responses				Q2a Knowing opening hours - LUNCHTIME		Number of Responses				Q2b Knowing opening hours - AFTER 6:30 PM		Number of Responses				Q2c Knowing opening hours - SATURDAYS		Number of Responses				Q3 Rating receptionists		Number of Responses

		Excellent		23%				Yes		61%				Yes		54%				Yes		66%				Very Helpful		83%

		Very Good		38%				No		1%				No		14%				No		4%				Fairly helpful		16%

		Good		35%				Sometimes		4%				Sometimes		7%				Sometimes		5%				Not very helpful		1%

		Fair		4%				Don't know		34%				Don't know		25%				Don't know		25%				Not at all helpful		0

		Poor		0						100%						100%						100%						100%

		Very Poor		0

				100%

		Q4a Ability to get through on the phone 		Number of Responses				Q4b Ability to speak to doctor		Number of Responses				Q4c Ability to speak to nurse		Number of Responses				Q4d Ability to get results on the phone 		Number of Responses

		Excellent		34%				Excellent		19%				Excellent		21%				Excellent		27%

		Very Good		24%				Very Good		22%				Very Good		17%				Very Good		17%

		Good		26%				Good		18%				Good		17%				Good		17%

		Fair		14%				Fair		8%				Fair		11%				Fair		8%

		Poor		0				Poor		4%				Poor		1%				Poor		1%

		Very Poor		0				Very Poor		3%				Very Poor		2%				Very Poor		1%

		Don't know		2%				Don't know		26%				Don't know		31%				Don't know		29%

				100%						100%						100%						100%

		Q5a How quickly do you get to see the doctor		Number of Responses				Q5b How do you rate this		Number of Responses				Q5c How quickly do you get to see the nurse		Number of Responses				Q5d How do you rate this		Number of Responses				Q6 Getting in to the building		Number of Responses

		Same Day		19%				Excellent		25%				Same Day		16%				Excellent		18%				Excellent		51%

		Next w/d		17%				Very Good		17%				Next w/d		15%				Very Good		15%				Very Good		27%

		Within next 2 w/d		18%				Good		18%				Within next 2 w/d		23%				Good		32%				Good		19%

		Within next 3 w/d		22%				Fair		31%				Within next 3 w/d		23%				Fair		23%				Fair		3%

		Within next 4 w/d		11%				Poor		6%				Within next 4 w/d		6%				Poor		5%				Poor		0%

		Within next 5 w/d		12%				Very Poor		3%				Within next 5 w/d		11%				Very Poor		2%				Very Poor		0

		Doesn't apply		1%				Doesn't apply		0%				Doesn't apply		6%				Doesn't apply		5%				Don't know		0

				100%						100%						100%						100%						100%

		Q7 Surgery cleanliness		Number of Responses				Q8 Can others hear you and receptionist talk		Number of Responses				Q9 How many times have you seen doctor in last 12 months		Number of Responses				Q10 How long do you have to wait to be seen		Number of Responses				Q11 How do you rate this		Number of Responses

		Very clean		68%				Yes(don't mind)		69%				None		1%				5 min or less		9%				Excellent		25%

		Fairly clean		32%				Yes (not happy)		25%				1 or 2		17%				6-10 min		34%				Very Good		21%

		Not v clean		0%				No 		3%				3 or 4		40%				11-20 min		28%				Good		17%

		not at all		0				Don't know		3%				5 or 6		22%				21-30 min		19%				Fair		24%

		Don't know		0						100%				7 or more		20%				> £30 min		6%				Poor		11%

				100%												100%				Don't know		4%				Very Poor		2%

																						100%				Don't know		0

																												100%

		Q12a Last time you saw dr/nurse how good were they at GIVING ENOUGH TIME		Number of Responses				Q12b Last time you saw dr/nurse how good were they at ASKING ABOUT SYMPTOMS & HOW YOU ARE FEELING		Number of Responses				Q12c Last time you saw dr/nurse how good were they at LISTENING TO YOU		Number of Responses				Q12d Last time you saw dr/nurse how good were they at PUTTING YOU AT EASE		Number of Responses				Q12e Last time you saw dr/nurse how good were they at EXPLAINING YOUR PROBLEM AND TREATMENTS		Number of Responses

		Very Good		61%				Very Good		61%				Very Good		62%				Very Good		59%				Very Good		62%

		Good		36%				Good		37%				Good		34%				Good		34%				Good		34%

		Neither good or poor		1%				Neither good or poor		2%				Neither good or poor		2%				Neither good or poor		4%				Neither good or poor		3%

		Poor		1%				Poor		0%				Poor		2%				Poor		1%				Poor		0

		Very Poor		1%				Very Poor		0%				Very Poor		0				Very Poor		1%				Very Poor		1%

		Don't know		0%				Don't know		0%				Don't know		0				Don't know		1%				Don't know		0%

				100%						100%						100%						100%						100%

		Q12f Last time you saw dr/nurse how good were they at INVOLVING YOU IN DECISIONS ABOUR YOUR CARE		Number of Responses				Q12g Last time you saw dr/nurse how good were they at TREATING YOU WITH CARE AND CONCERN		Number of Responses				Q12h Last time you saw dr/nurse how good were they at TAKING YOUR PROBLEMS SERIOUSLY		Number of Responses				Q13a After seeing Dr/nurse do you feel ABLE TO UNDERSTAND YOUR PROBLEM OR ILNESS		Number of Responses				Q13b After seeing Dr/nurse do you feel ABLE TO COPE WITH YOUR PROBLEM OR ILLNESS 		Number of Responses

		Very Good		62%				Very Good		63%				Very Good		61%				Much more than before 		70%				Much more than before 		66%

		Good		31%				Good		35%				Good		34%				A little more than before 		23%				A little more than before 		27%

		Neither good or poor		4%				Neither good or poor		2%				Neither good or poor		3%				The same or less than before		5%				The same or less than before		5%

		Poor		0				Poor		0				Poor		1%				Doesn't apply		2%				Doesn't apply		2%

		Very Poor		1%				Very Poor		0				Very Poor		0%						100%						100%

		Don't know		2%				Don't know		0				Don't know		1%

				100%						100%						100%

		Q13c After seeing Dr/nurse do you feel ABLE TO KEEP YOURSELF HEALTHY		Number of Responses				Q14 Do you have any longstanding illness, disability or infirmity conditions		Number of Responses				Q15a During your consultation regarding longstanding conditions DID DR/NURSE TAKE NOTICE OF YOUR VIEWS ABOUT HOW TO DEAL WITH YOUR HEALTH PROBLEMS		Number of Responses				Q15b During your consultation regarding longstanding conditions DID DR/NURSE GIVE YOU INFORMATION ABOUT THINGS YOU MIGHT DO TO DEAL WITH YOUR HEALTH PROBLEMS		Number of Responses				Q15c During your consultation regarding longstanding conditions DID DR/NURSE AGREE ABOUT HOW BEST TO MANAGE YOUR HEALTH PROBLEMS		Number of Responses

		Much more than before 		62%				Yes		50%				Yes		49%				Yes		50%				Yes		49%

		A little more than before 		29%				No		50%				No		1%				No		0%				No		1%

		The same or less than before		7%						100%				Dont't Know		0%				Dont't Know		0%				Dont't Know		0%

		Doesn't apply		2%										N/A		50%				N/A		50%				N/A		50%

				100%												100%						100%						100%



		Q15d During your consultation regarding longstanding conditions DID DR/NURSE GIVE YOU A WRITTEN DOCUMENT ABOUT THE DISCUSSION YOUR HAD ABOUT MANAGING YOUR HEALTH PROBLEMS		Number of Responses				Q15e During your consultation regarding longstanding conditions DID YOU WANT A WRITTEN PLAND SUMMARISING YOUR DISCUSSION WITH DR/NURSE		Number of Responses				Q15f During your consultation regarding longstanding conditions DID DR/NURSE TELL YOU THAT YOU HAD SOMETHING CALLED A CARE PLAN		Number of Responses				Q16 Do you think that having these discussions with the Dr/nurse has helped improve how you manage your health problems		Number of Responses				Q17 In the last 6 months have you had enough support from local services/organisations to help you manage your health problem		Number of Responses

		Yes		23%				Yes		17%				Yes		17%				Yes, definitely		32%				Yes, definitely		21%

		No		25%				No		28%				No		28%				Yes, to some extend		18%				Yes, to some extend		19%

		Dont't Know		2%				Don't Know		5%				Don't Know		1%				No, not at all		0%				No		4%

		N/A		50%				N/A		50%				N/A		54%				Don't know		0%				Did not need it		6%

				100%						100%						100%				N/A		50%				Don't know		0

																						100%				N/A		50%

																												100%

		Q18a How do you normally order prescriptions		Number of Responses				Q18b Which of these methods you would prefer to order repeat presciptions		Number of Responses				Q19 Are you		Number of Responses				Q20 Which age group is applicable to you		Number of Responses				Q21 Which ethnic group do you belong to		Number of Responses

		In person		44%				In person		27%				Male		36%				under 18		2%				White		74%

		By phone		16%				By phone		36%				Female		64%				18-24		7%				Black or Black British		7%

		By fax		0				By fax		0						100%				25-34		14%				Asian or Asian British		16%

		Online		2%				Online		7%										35-44		23%				Mixed		0%

		Prescription Box		18%				Prescription Box		8%										45-54		21%				Chinese		1%

		Pharmacy		20%				Pharmacy		22%										55-64		20%				Other		2%

				100%						100%										65-74		11%						100%

																				75-85		2%

																				85 and over		0

																						100%

		Q22 Is your accommodation		Number of Responses				Q23 Which of the following best describes you		Number of Responses

		Owned/mortgaged		53%				Employed		50%

		Rented/other		47%				In full time education		2%

				100%				Looking after family or carer		13%

								Unemployed		7%

								Unable to work		10%

								Retired		16%

								Other		2%

										100%





Summary by patient



				Patient No		Q1 Rating Opening Hours												Q2a Knowing opening hours - LUNCHTIME								Q2b Knowing opening hours - AFTER 6:30 PM								Q2c Knowing opening hours - SATURDAYS								Q3 Rating receptionists								Q4a Ability to get through on the phone 														Q4b Ability to speak to doctor														Q4c Ability to speak to nurse														Q4d Ability to get results on the phone 														Q5a How quickly do you get to see the doctor														Q5b How do you rate this														Q5c How quickly do you get to see the nurse														Q5d How do you rate this														Q6 Getting in to the building														Q7 Surgery cleanliness										Q8 Can others hear you and receptionist talk								Q9 How many times have you seen doctor in last 12 months										Q10 How long do you have to wait to be seen												Q11 How do you rate this														Q12a Last time you saw dr/nurse how good were they at GIVING ENOUGH TIME												Q12b Last time you saw dr/nurse how good were they at ASKING ABOUT SYMPTOMS & HOW YOU ARE FEELING												Q12c Last time you saw dr/nurse how good were they at LISTENING TO YOU												Q12d Last time you saw dr/nurse how good were they at PUTTING YOU AT EASE												Q12e Last time you saw dr/nurse how good were they at EXPLAINING YOUR PROBLEM AND TREATMENTS												Q12f Last time you saw dr/nurse how good were they at INVOLVING YOU IN DECISIONS ABOUR YOUR CARE												Q12g Last time you saw dr/nurse how good were they at TREATING YOU WITH CARE AND CONCERN												Q12h Last time you saw dr/nurse how good were they at TAKING YOUR PROBLEMS SERIOUSLY												Q13a After seeing Dr/nurse do you feel ABLE TO UNDERSTAND YOUR PROBLEM OR ILNESS								Q13b After seeing Dr/nurse do you feel ABLE TO COPE WITH YOUR PROBLEM OR ILLNESS 								Q13c After seeing Dr/nurse do you feel ABLE TO KEEP YOURSELF HEALTHY								Q14 Do you have any longstanding illness, disability or infirmity conditions				Q15a During your consultation regarding longstanding conditions DID DR/NURSE TAKE NOTICE OF YOUR VIEWS ABOUT HOW TO DEAL WITH YOUR HEALTH PROBLEMS								Q15b During your consultation regarding longstanding conditions DID DR/NURSE GIVE YOU INFORMATION ABOUT THINGS YOU MIGHT DO TO DEAL WITH YOUR HEALTH PROBLEMS								Q15c During your consultation regarding longstanding conditions DID DR/NURSE AGREE ABOUT HOW BEST TO MANAGE YOUR HEALTH PROBLEMS								Q15d During your consultation regarding longstanding conditions DID DR/NURSE GIVE YOU A WRITTEN DOCUMENT ABOUT THE DISCUSSION YOUR HAD ABOUT MANAGING YOUR HEALTH PROBLEMS								Q15e During your consultation regarding longstanding conditions DID YOU WANT A WRITTEN PLAND SUMMARISING YOUR DISCUSSION WITH DR/NURSE								Q15f During your consultation regarding longstanding conditions DID DR/NURSE TELL YOU THAT YOU HAD SOMETHING CALLED A CARE PLAN								Q16 Do you think that having these discussions with the Dr/nurse has helped improve how you manage your health problems										Q17 In the last 6 months have you had enough support from local services/organisations to help you manage your health problem												Q18a How do you normally order prescriptions												Q18b Which of these methods you would prefer to order repeat presciptions												Q19 Are you				Q20 Which age group is applicable to you																		Q21 Which ethnic group do you belong to												Q22 Is your accommodation				Q23 Which of the following best describes you
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Comments





		Patient 2		24b		I find my doctor helps me in the best way possible

		Patient 4		24a		Excellent advice and follow up care

		Patient 5		24a		The Receptionists ar very understanding when last minute prescription need to be issued. Dr Muniyappa is a very caring and understanding doctor.

				24b		It is sometimes difficult to get through on the phone

		Patient 6		24a		Everything almost

				24b		Waiting time

				24c 		No

		Patient 8		24b		Waiting times (sometimes)

		Patient 9		24b		Yes, bathroom

		Patient 11		24a		Everything is very good

				24b		Don't mess with something that does not need fixing

				24c 		Pleased with the service

		Patient 14		24a 		Feel completely at easy with Dr Rebecca Suri

				24c 		Reception staff are always very helpful and polite

		Patient 15		24a		Need some bus stops closer

				24b		The doctors and staff are excellent, very polite, very helpful. Wish all in life took the time.

		Patient 19		24a		New doctors are very kind and have a very caring approach. There is a lot of consideration given when an urgent appointment is given / required.

				24b		I think one day in the week, maybe when staff are less busy, or 1 hr of the day, you should be able to phone to request prescriptions as working/studying people end up running out .

		Patient 23		24b		The time it takes to get appointments (should be within 2-3 days or sooner)

		Patient 28		24a		It has been very good

		Patient 35		24a		Doctor monitors my condition and discusses with me

				24b		Nothing I can think of

		Patient 36		24a		Yes, new doctor is great!

				24b		Order meds over the phone

				24c 		Too warm!

		Patient 43		24a		Overall the practice seems to be generally well run.

				24b		Whilst my wife and I are trying to lose weight there seems to be very few opportunities within Walsall NHS ie. Swimming, using health excersising machines that are free not available to be used by full time and shift workers.

				24c 		If an appointment is made first thing of the morning, why does the doctor not start after the first appointment!

		Patient 44		24a		Generally I am glad that I can talk about my health problems and feel comfortable doing so.

				24b		The chairs were so dirty before this survey but I am glad they have been changed

				24c 		It's good to have male & female doctors at the Practice

		Patient 49		24a		I am listened to and any questions are explained to me

		Patient 50		24a		Very good

		Patient 54		24a		Health professionals are very helpful

				24b		Appointment times for working people, option to open on weekends

				24c 		No comment

		Patient 66		24a		Very good

		Patient 72		24a		The receptionists who was on duty on 30/10/13 was very, very helpful. She listened and helped to the best of her ability. Thank you

		Patient 73		24a		Excellent doctors

		Patient 74 		24a		Yes. Reception, consultation and access
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Welcome to Birchills Health Centre



This leaflet is for information and assistance. Please feel free to ask a member of our team for help. We are committed to equal opportunities and operate a No Smoking policy. Also we have OPEN LIST for patients to join this surgery.



Surgery Opening Hours



This practice offers an appointment system. Please arrange an appointment with the Doctors or Nurse by telephoning us on:

01922 614896



TELEPHONE LINES ARE OPEN FROM 8.00AM UNTIL CLOSING TIME.



					 Open			 Close

Monday				08.30am		18.30pm

Tuesday				08.30am		18.30pm

Wednesday				08.30am		13.30pm

Thursday				08.30am		18.30pm

Friday					08.30am		18.30pm



Extended Surgery Hours



We are now able to offer pre-booked appointments only for:



Thursdays			18:30 – 19:30

Saturdays			09:30 – 11:00



Sundays			13:00 – 16:00

(Pre-Bookable Appointments)

This service is only available to patients who are unable to attend the surgery during our normal working hours due to work commitments

(Service to run until March 2014)





Home Visits



Requests for home visits should be made before 11am (except in an emergency), by telephone or in person at reception. Please keep in mind that the Doctors can see several patients in the surgery in the same time as it takes to make a home visit. Hence, please attend the surgery whenever possible.

Maternity Services

This clinic is run on Tuesdays & Wednesdays from 9.15am until 12.00pm with the Community Midwife. Please book your first appointment with Reception so that we may start your antenatal care as soon as possible.





Well Baby Clinic



This is run on Mondays from 1.30pm until 3.00pm, for developmental checks and immunisation of pre-school age children. This is run by the Doctors and Health Visitor. No appointment necessary.





Contraceptive Services



We offer full contraceptive services and advice. You may make an appointment with the Receptionist to see the Nurse or Doctor.



Mental Health Nurse

We now offer Mental Health Nurse service which is run every Tuesday from 9:15 till 11:15 am. Please book an appointment with our Receptionists.



Citizens Advice Bureau

We are now working closely with the Citizens Advice Bureau who have opened an outpost service at the Birchills Health Centre – this is run every Monday from 10 am till 12 noon. Please book an appointment with our Receptionists.





Practice Complaints Procedure



We have a full in-house Complaints Procedure to deal with and comments,         suggestions or complaints about the services we provide. The Practice Manager will give you further information. Our aim is to offer you the     highest possible standard of service and to deal swiftly with any problems that may arise.



PALS (Patient Advice & Liaison Service)

PALS is a service to support you, your carers and relatives. For further information, please call PALS on 01922 656463







DNA Policy

At Birchills Health Centre we are committed to reducing the amount of time you have to wait to see a clinician. To achieve this, we are now monitoring our patients’ who do not attend their appointments. Our policy is 3 DNA’s then a warning letter will be sent out. If a further appointment is missed then the patient will be advised to register at another surgery.



CCTV

There are 24 hrs CCTV cameras in operation.



Minor Illness Assessment

At Birchills Health Centre, we have 2 Nurse Practitioners. They are able to assess patients suffering from minor illnesses (i.e. coughs, colds, sore throats) and those in need of emergency contraception. The Nurse Practitioners are able to issue prescriptions so there is no need to see the doctor. They are available at various times throughout the day. 



Routine Enquiries and Results of Investigations



If you have a routine enquiry or have been asked to telephone the Surgery for the results of investigations, then please telephone between 12 noon and 4.00pm if possible, except for Wednesdays.



Clinics

New Patients, Well Person, CHD, Diabetes, Asthma, Teenage Screening, Family Planning/IUCD, Ante Natal, Post Natal, Smoking Cessation,    Travel Immunisation, Ear Syringing, Obesity/Diet  & Exercise advice, Stress Management



Please note:	There is charge applied for Travel Vaccinations. Please   ask at Reception for details.



Special Interests

Mental Health Medicine, Community Medicine,

Child Health Surveillance and Immunisation



APPOINTMENT TIMES FOR CLINICIANS



		DR A. S. SURI

		10.00am-12.00noon and 4.00pm - 6.00pm





		DR R. SURI

		9.30 am-12.00noon and 3.30pm-6.00pm



		DR A. MUNIYAPPA

		9.00am – 11.30am   and 3.30pm - 6.00pm



		

		



		NURSE PRACTITIONERS

		08.30am-18.00pm  Times may vary depending on the day



		& PRACTICE NURSES

		







On Wednesdays, clinicians are only available during their morning appointments.

DNA Policy

At Birchills Health Centre we are committed to reducing the amount of time you have to wait to see a clinician. To achieve this, we are now monitoring our patients’ who do not attend their appointments. Our policy is 3 DNA’s then a warning letter will be sent out. If a further appointment is missed then the patient will be advised to register at another surgery.



CCTV

There are 24 hrs CCTV cameras in operation.



Minor Illness Assessment

At Birchills Health Centre, we have 2 Nurse Practitioners. They are able to assess patients suffering from minor illnesses (i.e. coughs, colds, sore throats) and those in need of emergency contraception. The Nurse Practitioners are able to issue prescriptions so there is no need to see the doctor. They are available at various times throughout the day. 



Routine Enquiries and Results of Investigations

If you have a routine enquiry or have been asked to telephone the Surgery for the results of investigations, then please telephone between 2.00 pm and 4.00pm if possible, except for Wednesdays.



Clinics

New Patients, Well Person, CHD, Diabetes, Asthma, Teenage Screening, Family Planning/IUCD, Ante Natal, Post Natal, Smoking Cessation,    Travel Immunisation, Ear Syringing, Obesity/Diet  & Exercise advice, Stress Management



Please note:	There is charge applied for Travel Vaccinations. Please   ask at Reception for details.



Special Interests

Mental Health Medicine, Community Medicine,

Child Health Surveillance and Immunisation



APPOINTMENT TIMES FOR CLINICIANS



		DR A. S. SURI

		10.00am-12.00noon and 4.00pm - 6.00pm





		DR R. SURI

		9.30 am-12.00noon and 3.30pm-6.00pm



		DR A. MUNIYAPPA

		9.00am – 11.30am   and 3.30pm - 6.00pm



		

		



		NURSE PRACTITIONERS

		08.30am-18.00pm  Times may vary depending on the day



		& PRACTICE NURSES

		







On Wednesdays, clinicians are only available during their morning appointments.

How to Contact your GP’s

Out Of Hours Service



	If you need to see a Doctor or a Nurse urgently between 6.30pm and 8.00am Monday to Friday, or anytime on Saturday & Sunday and Bank Holiday, please telephone Out Of Hour Service on 111.

	

If you need to see a Doctor or a Nurse urgently between 1:30pm and 6:30 pm on Wednesday, please telephone 111.



	If you forget this number you can always call the surgery telephone number 01922 614896 and the answer machine will remind you.

	It is important that you call this for urgent help and advice only. If the operator thinks you need an emergency ambulance, they will arrange that for you.



	For absolute emergency, you can dial 999 and ask for the       Ambulance Service. The Accident & Emergency Department is located at The Manor Hospital. Telephone Number 01922 721172

	



Repeat Prescriptions

	If you are taking regular medication, attached to your prescription will be a repeat prescription sheet. If a repeat prescription is required, then this should be detached (indicating which medication is required) and handed to reception at least 48 hours before you require the prescription, which will be ready for you to collect the following day.

	Alternatively, you may post your request with a stamped addressed         envelope. The prescription will then be posted back to you. Please remember to allow extra time if you choose this method. Requests for repeat prescriptions will only be accepted by prior arrangement with the Doctor. If you have any problems with these arrangements, please inform us and we will do our best to help.

	For repeat prescriptions via the telephone, please ring 01922 614896      between 12pm and 3pm. Please note: we will only accept repeat prescription requests via this method for housebound patients or those over 70 years old.

	Alternatively, you can register your details at:

https://patient.emisaccess.co.uk where you are able to order repeat medication online and book routine appointments with a GP of your choice.
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	It is important that you call this for urgent help and advice only. If the operator thinks you need an emergency ambulance, they will arrange that for you.



	For absolute emergency, you can dial 999 and ask for the       Ambulance Service. The Accident & Emergency Department is located at The Manor Hospital. Telephone Number 01922 721172





Repeat Prescriptions

	If you are taking regular medication, attached to your prescription will be a repeat prescription sheet. If a repeat prescription is required, then this should be detached (indicating which medication is required) and handed to reception at least 48 hours before you require the prescription, which will be ready for you to collect the following day.

	Alternatively, you may post your request with a stamped addressed         envelope. The prescription will then be posted back to you. Please remember to allow extra time if you choose this method. Requests for repeat prescriptions will only be accepted by prior arrangement with the Doctor. If you have any problems with these arrangements, please inform us and we will do our best to help.

	For repeat prescriptions via the telephone, please ring 01922 614896      between 12pm and 3pm. Please note: we will only accept repeat prescription requests via this method for housebound patients or those over 70 years old. 

Alternatively, you can register your details at:

https://patient.emisaccess.co.uk where you are able to order repeat medication online and book routine appointments with a GP of your choice.





The Practice Team



Practice Manager/		Mrs S. P. K. Suri

	Business Partner



	Secretary:			Mrs Hana Falcus



	IT Lead:			Mr Ravi Suri

	

	Data Entry Clerk		Mrs Tina Ross

					Miss Lisa Parkes

					

			

Receptionists		Mrs Tina Ross

					Miss Taira Akhtar

					Ms Teresa Johnson

					Ms Wendy Rogers

					



 	Nurse Practitioners	Mrs Diane Price

				

	Practice Nurse		Miss Natalie Devey



	HCA				Miss Taira Akhtar

										

	Health Visitor	Rachel Blundell

				Based at Beechdale Health Centre

Telephone Number: 

01922 603073 - 01922 605230

	

	District Nurse	Based at Beechdale Health Centre

				Telephone Number: 01922 605750

				Out of Hours: 01922 721172



	Midwife-		Mrs Nicola Neil & Mrs Linda Ball

				Based at Manor Hospital, Walsall

				Telephone Number: 01922 721172
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Visit our Website:

www.gpwalsall.co.uk/birchills

















		













		DR. AVTAR SINGH SURI

MBBS (A.I.I.M.S.) DELHI

F.P.A. Obs.List  CHS. LIST

(Approved under the MH Act 1983)

MALE

Registered in Delhi 1972

		













		

		

		

		



		DR. ANURADHA MUNIYAPPA

MBChB, DRCOG, DFSRH, nMRCGP

FEMALE

Registered in UK 2006

		

		DR. REBECCA SURI

MBBS, BSc, MA, MRCGP

FEMALE

Registered in UK 2006









Issued 14/11/13

image1.wmf




image1.emf
PRG-Practice  Population Profile Report- 31st March 2014.rtf


PRG-Practice Population Profile Report- 31st March 2014.rtf
Patient Participation Report for Year ending 31st March 2014

Practice Population


The current practice population comprises of: 


Gender


		Males

		Females



		2092 (49%)

		2167 (51%)





Age


		Under 20

		20-39

		40-59

		60-79

		80+



		1440 (33.1%)

		1368 (31.5%)

		1008    (23.2 %)

		452  (10.4%)

		78


(1.8%)





Ethnicity


		British

		Irish

		White & Black Caribbean

		White & Black African

		White & Asian

		Indian



		2097


(49.2%)

		6


(<0.2%)

		23


(0.6%)

		9


(0.2%)

		21


(0.5%)

		294


(6.9%)





		Pakistani

		Bangladeshi

		Caribbean

		African

		Chinese

		All Other

		Not Known



		920


(21.6%)

		5


(<0.2%)

		37


(0.9%)

		165


(3.9%)

		22


(0.5%)

		343


(8.1%)

		317


(7.4%)





Our current Patient Participation Group is currently represented by the following:


Gender


		Males

		Females



		7(63.6%)

		4 (36.4%)





The numbers of male and female members almost fully reflects the total practice population.

Age




		Under 20

		20-39

		40-59

		60-79

		80+



		0

		1


(9.1%)

		4

(36.4%)

		6

(54.5%)

		0





There are a lot of patients aged 40-79 in the group which doesn’t reflect the practice population so more patients aged 39 and under will be encouraged to attend and participate.

Ethnicity


		British

		British/Indian



		8


(72.7%)

		3


(27.3%)





Engaging with the under-represented groups


The Practice Participation Group is currently advertised on the patient’s notice board in the Reception area. It is acknowledged that this does not reach out to all patients as it only targets those who attend the surgery. It is planned that there will be a section promoting the group in the practice information leaflet and some patients are informed about the group by letter which also invites them to attend our meetings.


Many of our patients do work so our meetings our held on Tuesday or Thursday evenings to accommodate as many of the population as possible, avoiding the majority of work patterns.


Practice Opening Hours


At present, the surgery is open as follows:

		

		Morning

		Afternoon



		Monday

		0830 -1300

		1300 -1830



		Tuesday

		0830 -1300

		1300 -1830



		Wednesday

		0830 -1330

		CLOSED



		Thursday

		0830 -1300

		1300 -1930



		Friday

		0830 -1300

		1300 -1830



		Saturday

		0930 - 1100

		CLOSED



		Sunday

		CLOSED

		1300 -1600





Saturday, Sunday and Thursday 6.30pm-7.30pm are our extended hours. With effect from April 2014, our extended hours will cease to continue and the surgery will close at 6.30pm on Thursdays. Phone lines are open from 8am Monday to Friday.


Patients are able to contact the surgery via the usual methods of telephone or fax. They also have the ability to book their appointments and request repeat medication online using their Patient Access login (obtained from Reception). Patients can contact the surgery via email through the website which is redirected through to the Practice Manager and Secretary for appropriate action.
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Birchills Health Centre

23-37 Old Birchills

 Walsall WS2 8QH

GP Patient Survey 2013/14

1) A total of 100 patients took part in the GP Patient Survey

The survey results improved significantly compared to last year.

2) There were 23 questions in the Survey

3) Demographics – Questions 19 - 23

Out of the 100 patients there were:

a) 74 % 	White 

16 % 	Asian or Asian British

        7 % 	Black or Black British

        0 % 	Mixed 

        3 % 	Other



b) 36 % Male		64 % Female



c)   2 % 	under 18

  7 % 	18-24 yrs old

     14 % 	25-34 yrs old

     23 % 	35-44 yrs old

     21 % 	45-54 yrs old

     20 % 	55-64 yrs old

      11 % 	65-74 yrs old

        2 % 	75 yrs and older



d) 53 % 	Live in an owned / mortgaged accommodation

47 % 	Live in rented accommodation or other





e) 50 % 	employed

  7 % 	unemployed

10 % 	unable to work due to an illness

 16 % 	retired

 13 % 	looking after family / carer

  4 % 	other or in full time education



4) Knowing the OPENING HOURS and rating them 

(Questions 1 to 2c)



96 % of patients rated Opening Hours between Excellent and Good 

66 % of patients knew the opening hours (34 % did not or were not sure). – this is a slight improvement from last year



Action: 	The practice leaflet has been circulated; it is given to all new patients and is available to be picked up from the reception desk.

We have also published the up-to-date opening times and an electronic copy of our leaflet to our website.

In addition we staple a summary of our opening times to all the repeat prescriptions given.

Our aim is to educate our patients and ease the winter pressure on the out of hours and emergency departments.

In addition we have joined the “Sunday Opening Hours Scheme” and are open on Sundays up until the end of March 2014.



5) Rating the Receptionists (Q3)

99 % of patients voted the Receptionists Very Helpful or Fairly Helpful Excellent – WELL DONE



6) Ability to get through on the phone and speaking to Doctor or Nurse (Q4a-4d)

98 % of patients rate getting through on the phone between Excellent and Fair.

 

67 % of patients rate ability to speak to a Doctor on the phone between excellent and fair. Quite a high proportion of patients did not know.



66 % of patients rate ability to speak to a Nurse on the phone between excellent and fair.  A fairly high proportion of patients could not answer this question.



  69 % of patients rate ability to get results over the phone between excellent and fair.



Action: We are now open on Sundays (until end of March 2014). We are also looking into the possibility of sending the text messages to our patients to let them know about the normal blood test results. 



7) Thinking of times when patient wants to see a Doctor / Nurse (Q5a – 5d)

54 % of patients have experience of getting to see a Doctor within next 2 working days – 60 % of them rate this between Excellent and Good 

54 % of patients have experience of getting to see a Nurse within next 2 working days – 65 % of them rate this between Excellent and Good 

Action:  - There is still a space for improvement – educating patients to cancel appointments that are not needed any more and minimising DNAs. We are planning the SMS text message service – reminding patients about their appointment and urging them to cancel if they do not need the appointment anymore.

8) Surgery Premises (Q6 – 8)

97 % of patients rate the building accessibility between Excellent and Good - EXCELLENT

100 % of patients rate the Surgery Very Clean or Fairly Clean - EXCELLENT

69 % of patients do not mind being overheard when talking to the Receptionists where as 25% do mind being overheard. 6 % of patients said they could not be overheard or they did not know.

Action: We have turned the chairs around in the waiting room so the waiting patients are not directly facing the reception desk. Also we have put lines on the floor in front of reception desk to indicate to queuing patients to give the patient who’s turn it is more privacy.

9) Seeing Doctor / Nurse (Q9 – 13c)

17 % of patients saw the Doctor/Nurse 1 or 2x in the last year

40 % of patients saw the Doctor/Nurse 3 or 4x in the last year

22 % of patients saw the Doctor/Nurse 5 or 6x in the last year

20 % of patients saw the Doctor/Nurse 7x or more

 1 % which equals one patient said he/she did not see the GP at all in the last year

Waiting Times

71 % of patients waited to see the Doctor / Nurse for 20 minutes or less – 87 % of them rate this between Excellent and Fair 

Last time they saw the Doctor / Nurse:

97 % of patients thought that the Doctor / Nurse were Very Good or Good at giving them enough time (2013: 97 %)

98 % of patients thought that the Doctor / Nurse were Very Good or Good at asking about their symptoms and how they were (2013: 96 %)

96 % of patients thought that the Doctor / Nurse were Very Good or Good at listening to them (2013: 95 %)

93 % of patients thought that the Doctor / Nurse were Very Good or Good at putting them at ease (2013: 92 %)

96 % of patients thought that the Doctor / Nurse were Very Good or Good at explaining their problem and treatments (2013: 93 %)

93 % of patients thought that the Doctor / Nurse were Very Good or Good at involving them in decisions about their care (2013: 93 %)

98 % of patients thought that the Doctor / Nurse were Very Good or Good at treating them with care and concern (2013: 95 %)

95 % of patients thought that the Doctor / Nurse were Very Good or Good at taking their problem seriously (2013: 93%)

After seeing the Doctor / Nurse ......

93 % of patients felt that they are able to understand their problem Much More or a Little More than before (2013: 92 %)

93 % of patients felt that they are able to cope with their problem Much More or a Little More than before (2013: 88 %)

91 % of patients felt that they are able to keep themselves healthy Much More or a Little More than before (2012: 88 %) 



10) Longstanding conditions, illnesses and disabilities

(Q14 – 17)

50 % out of the patients who have taken part in the Survey do have a longstanding condition, illness or a disability

49 % out of those patients felt that during the consultation regarding their condition the Doctor / Nurse took notice of their views about how to deal with their health problems. 

50 % out of those patients felt that during the consultation regarding their condition the Doctor / Nurse gave them information about things they may do deal with their problems

49 % out of those patients felt that during the consultation regarding their condition the Doctor / Nurse agreed about how to best manage their health problems 

23 % out of those were positive that they were given a written document about the discussion they had with the Doctor / Nurse about managing their health problems 

17 % out of those patients wanted a written plan summarising the discussion with the Doctor / Nurse 

17 % out of those patients were told by the Dr /Nurse that they have something called a “care plan” 

All of those patients feel that having the discussions regarding their longstanding condition helped them to improve how they manage the problem 

Majority out of those patients had support from local services/organisations to help them manage their problem. 

Action: the above results have improved since last year; however the Longstanding conditions, their management including self-management are discussed during our regular clinicians’ meetings. Leaflets from Public Health Department and information obtained from the Internet to be given to those patients to help them self-manage their condition.

11) Prescriptions (Q18a & b)

Majority 72 % of our patients order their prescriptions in person or use our Prescription Box.

They would like to be able to order via the phone 36 % or on- line 7 %

Action: Promoting prescription orders via e-mail and Pharmacy First

Some of the patients’ comments we have received:

· I find my doctor helps me in the best way possible

· Excellent advice and follow up care

· The Receptionists are very understanding when last minute prescription need to be issued. Dr Muniyappa is a very caring and understanding doctor.

· Feel completely at ease with Dr Rebecca Suri

· Reception staff are always very helpful and polite

· The doctors and staff are excellent, very polite, very helpful. Wish all in life took the time.

· New doctors are very kind and have a very caring approach. There is a lot of consideration given when an urgent appointment is given / required.

· Excellent doctors
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