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1. Prerequisite of Enhanced Service – Develop/Maintain a Patient Participation Group (PPG)

	
Does the Practice have a PPG? YES 


	
Method of engagement with PPG: Face to face, Email, Other (please specify)
1) Face to face during the PPG Meetings and on ad-hoc basis when members call into the surgery. Also face to face with the chair who calls in to prepare and discuss the agenda.
2) Via e-mail with the chair who keeps us up to date with the meetings, conferences and workshops that he has attended on behalf of the group.
3) Phone – we telephone the PPG Members to invite them to the next meeting



	
Number of members of PPG: 15


	
Detail the gender mix of practice population and PPG:

	%
	Male 
	Female 

	Practice
	2193  (49 %)
	2245 (51 %)

	PRG
	8 (53.3 %)
	7 (46.7%)





	
Detail of age mix of practice population and PPG: 

	%
	<16
	17-24
	25-34
	35-44
	45-54
	55-64
	65-74
	> 75

	Practice
	1282
29%
	497
11%
	734
17%
	645
15%
	532
12%
	373
8%
	223
5%
	152
3%

	PRG
	0
	0
	1
7%
	0
	2
14%
	4
28%
	8
56%
	0




	
Detail the ethnic background of your practice population and PRG: 

	
	White
	Mixed/ multiple ethnic groups

	
	British
	Irish
	Gypsy or Irish traveller
	Other white
	White &black Caribbean
	White &black African
	White &Asian
	Other mixed

	Practice 
	2161
48.7%
	5
0.11%
	2
0.05%
	213
5%
	22
0.5%
	14
0.3%
	20
0.4%
	13
0.3%

	PRG
	12
80%
	0
	0
	0
	0
	0
	0
	0




	
	Asian/Asian British
	Black/African/Caribbean/Black British
	Other

	
	Indian
	Pakistani
	Bangladeshi
	Chinese
	Other 
Asian
	African
	Caribbean
	Other Black
	Arab
	Any other

	Practice
	306
7%
	966
22%
	1
0.02%
	26
0.06%
	58
1.3%
	173
4%
	44
0.9%
	26
0.06%
	0
	388
8.7%

	PRG
	2
13%
	0
	0
	0
	1
6%
	0
	0
	0
	0
	0




	
Describe steps taken to ensure that the PPG is representative of the practice population in terms of gender, age and ethnic background and other members of the practice population:

Our PPG Group is widely publicised. We display posters in the reception area to invite new members to the group.
We also advertise the PPG on our practice website and in our practice leaflet. Our members are advertising the group by the “word of mouth”.
We are trying to ensure that all the patients regardless of their gender, orientation, age, race and disability are involved in the PPG.
The Surgery is covering a diverse population, the members are engaged from diverse life backgrounds.


	
Are there any specific characteristics of your practice population which means that other groups should be included in the PPG? 
e.g. a large student population, significant number of jobseekers, large numbers of nursing homes, or a LGBT community? YES

If you have answered yes, please outline measures taken to include those specific groups and whether those measures were successful:
We have a significant number of jobseekers and we endeavour to try to recruit some of those patients into the group.




2. Review of patient feedback

	
Outline the sources of feedback that were reviewed during the year:

We carried out GP/Patient Survey during November and December 2014.  One hundred surveys were completed by  our patients at to give us their views using the GP/Patient questionnaire. We collate the answers and report back to the PPG.
Attached are the latest results and the report:


[bookmark: _MON_1487140932]

Also from December 2014 we are asking our patients to take The NHS Friends and Family Test. This is an on-going work, the first few months proved that majority of our patients would Extremely Likely or Likely recommend the Birchills Health Centre to their friends and family.




	
How frequently were these reviewed with the PRG?

The GP/Patient Survey results were discussed with the group in December 2014. This was followed by another discussion about the achievements by implementing some of the changes suggested by the patients and the PPG in March 2015.


3. Action plan priority areas and implementation

	Priority area 1

	
Description of priority area: Surgery Opening Hours Awareness 


	
What actions were taken to address the priority?

Following the result of our GP patient survey, we are aware that some patients are not quite sure what our opening times are. We have discussed this in our PRG meetings on several occasions over the past 3 years and we continue to publicise the times as follows:
· display on the front door
· published on the website
· printed in the practice leaflet
· given to patients if requested verbally over the telephone and counter
· patients are first informed by the reception staff when submitting their registration and then reminded when booking appointments
All the above are kept up to date and we publicise our closing/opening on bank holidays. 


	
Result of actions and impact on patients and carers (including how publicised):

In the first two years of our GPAQ, we had seen an improvement in the number of patients who were aware of our opening times. However, in the last year’s survey, this has dropped. We are uncertain as to why this is occurring and we have since started to target new registering patients so they are aware of where we advertise our opening hours.




	
Priority area 2

	
Description of priority area: Reducing A&E Attendances

	
What actions were taken to address the priority?
· Patients are educated by GPs, Nurses and reception staff on when it is appropriate to attend A&E
· Changing the ideas of patients from abroad, of what services to use and when. Many EU patients are used to going to A&E.
· We did open on Wednesday afternoons and Sundays, in order to reduce the number of A&E attendances
· GPs contact patients who attend A&E for minor ailments and educate them on when to use the service
· On-the-day appointments are available at the surgery
· The ‘frequent fliers’ have been informed that they can walk in at any time during our opening hours to be seen by a GP or to telephone for advice. 
· We have started GP telephone triage service on our busy days – Mondays and Thursdays 

	
Result of actions and impact on patients and carers (including how publicised):

The A&E attendances audit shows a reduction in the number of A&E attendances during the same 3 month period (November – January) of 2013/14 and 2014/15. 



It was suggested that the results of this audit are published on the practice website.   

Please see also attached profile of our A&E attendances presented at our Locality Meeting on the 12th March 2015. From this CCG Audit our annual predicted A&E attendance was 912, however if we continue our trend, our number of attendances will be approximately 60 less than predicted.





	Priority area 3

	
Description of priority area: DNA’s and Missed Appointments & Future Appointments Management


	
What actions were taken to address the priority?

· The surgery is now sending text messages to patients to remind them of their appointments and giving them the option to cancel via return of text, it if they are unable to attend.
· We also introduced ‘telephone triage’ clinics. The GPs telephone patients to discuss their need for an urgent appointment on the day. The GP gives advice over the phone or invites the patient to be seen on the day.
· Patient education
· The DNA’s are followed by a text message


	
Result of actions and impact on patients and carers (including how publicised):

Our number of missed appointments has reduced and we can utilise the cancelled slots for urgent appointments on the day. Also, the telephone triage clinics have impacted on appointment availability and impacted on the patients of what is urgent. Our patients are happy to discuss their problem over the phone as they get quick advice on the day and in many cases they don’t need to attend.






Progress on previous years

If you have participated in this scheme for more than one year, outline progress made on issues raised in the previous year(s):
 (
Opening Hours – informing our patients of the opening hours is an on-going process. We seem to have improved in the first two years but dropped down last year. We will continue to advertise the opening times and keep our patients informed of any changes.
A&E attendances – our A&E attendances have improved year on year and we endeavour to continue this improvement by educating our patients and making the access to our services easier for them.
DNA’s – We are in the process of updating our patient’s mobile phone number database so we can enrol as many patients to our text message reminder service.
 We hope that by doing this, there will be more progress to show in the years to come.
Below are the results of the GPAQ 2012/13 and 2013/14
 fo
r
 comparison
)

4. PPG Sign Off

	[image: ]
Report signed off by PPG: YES 

Date of sign off: 20th March 2015


	
How has the practice engaged with the PPG:

How has the practice made efforts to engage with seldom heard groups in the practice population? 
It was suggested that the PPG should be promoted in different languages to try to involve a wider community. The TV in reception can be used to promote the group to different cohorts of patients during various clinics i.e. Baby Clinic, memory clinic, care reviews etc.

Has the practice received patient and carer feedback from a variety of sources?
Yes via GPAQ

Was the PPG involved in the agreement of priority areas and the resulting action plan?
YES

How has the service offered to patients and carers improved as a result of the implementation of the action plan?
The all-round care has improved but it is too early to know how much it has improved.

Do you have any other comments about the PPG or practice in relation to this area of work?
We meet on a regular basis and our new Chair is very pro-active in attending various meetings and workshops organised by Walsall CCG and NHS England. He gives feedback to the group and the surgery. He is looking at the ways of increasing participation in the group.
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GP Patient Survey  2014-15 Summary.xlsx


GP Patient Survey 2014-15 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		20%				Yes		61%				Yes		44%				Yes		27%				Very Helpful		88%

		Very Good		41%				No		8%				No		14%				No		35%				Fairly helpful		11%

		Good		32%				Sometimes		5%				Sometimes		17%				Sometimes		7%				Not very helpful		1%

		Fair		6%				Don't know		26%				Don't know		25%				Don't know		31%				Not at all helpful		0

		Poor		1%						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		27%				Excellent		19%				Excellent		21%				Excellent		18%

		Very Good		37%				Very Good		18%				Very Good		18%				Very Good		20%

		Good		26%				Good		23%				Good		21%				Good		18%

		Fair		8%				Fair		15%				Fair		12%				Fair		13%

		Poor		1%				Poor		2%				Poor		4%				Poor		3%

		Very Poor		0				Very Poor		2%				Very Poor		0%				Very Poor		2%

		Don't know		1%				Don't know		21%				Don't know		24%				Don't know		26%

				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		22%				Same Day		9%				Excellent		12%				Excellent		44%

		Next w/d		11%				Very Good		18%				Next w/d		15%				Very Good		18%				Very Good		30%

		Within next 2 w/d		15%				Good		16%				Within next 2 w/d		30%				Good		27%				Good		22%

		Within next 3 w/d		16%				Fair		23%				Within next 3 w/d		23%				Fair		31%				Fair		3%

		Within next 4 w/d		15%				Poor		13%				Within next 4 w/d		6%				Poor		7%				Poor		0%

		Within next 5 w/d		22%				Very Poor		7%				Within next 5 w/d		4%				Very Poor		3%				Very Poor		0%

		Doesn't apply		2%				Doesn't apply		1%				Doesn't apply		13%				Doesn't apply		12%				Don't know		1%

				100%						100%						100%						110%						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		63%				Yes(don't mind)		70%				None		3%				5 min or less		4%				Excellent		6%

		Fairly clean		35%				Yes (not happy)		21%				1 or 2		20%				6-10 min		28%				Very Good		23%

		Not v clean		2%				No 		2%				3 or 4		22%				11-20 min		49%				Good		26%

		not at all		0				Don't know		7%				5 or 6		21%				21-30 min		11%				Fair		32%

		Don't know		0						100%				7 or more		34%				> £30 min		5%				Poor		13%

				100%												100%				Don't know		3%				Very Poor		0%

																						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		65%				Very Good		69%				Very Good		63%				Very Good		63%

		Good		30%				Good		27%				Good		22%				Good		26%				Good		28%

		Neither good or poor		6%				Neither good or poor		4%				Neither good or poor		5%				Neither good or poor		7%				Neither good or poor		6%

		Poor		2%				Poor		3%				Poor		3%				Poor		2%				Poor		3%

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

		Don't know		1%				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		65%				Very Good		65%				Very Good		64%				Much more than before 		61%				Much more than before 		56%

		Good		25%				Good		24%				Good		27%				A little more than before 		28%				A little more than before 		32%

		Neither good or poor		7%				Neither good or poor		8%				Neither good or poor		3%				The same or less than before		9%				The same or less than before		10%

		Poor		2%				Poor		2%				Poor		5%				Doesn't apply		2%				Doesn't apply		2%

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

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

				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 		59%				Yes		61%				Yes		54%				Yes		56%				Yes		54%

		A little more than before 		25%				No		39%				No		2%				No		5%				No		6%

		The same or less than before		10%						100%				Dont't Know		5%				Dont't Know		0%				Dont't Know		1%

		Doesn't apply		6%										N/A		39%				N/A		39%				N/A		39%

				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		18%				Yes		13%				Yes, definitely		21%				Yes, definitely		19%

		No		33%				No		38%				No		43%				Yes, to some extend		34%				Yes, to some extend		21%

		Dont't Know		5%				Don't Know		5%				Don't Know		5%				No, not at all		4%				No		9%

		N/A		39%				N/A		39%				N/A		39%				Don't know		2%				Did not need it		8%

				100%						100%						100%				N/A		39%				Don't know		4%

																						100%				N/A		39%

																												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		55%				In person		28%				Male		36%				under 18		2%				White		75%

		By phone		10%				By phone		35%				Female		64%				18-24		5%				Black or Black British		4%

		By fax		0%				By fax		0						100%				25-34		25%				Asian or Asian British		19%

		Online		1%				Online		13%										35-44		16%				Mixed		1%

		Prescription Box		18%				Prescription Box		6%										45-54		26%				Chinese		0%

		Pharmacy		16%				Pharmacy		18%										55-64		14%				Other		1%

				100%						100%										65-74		9%						100%

																				75-85		2%

																				85 and over		1%

																						100%

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

		Owned/mortgaged		47%				Employed		48%

		Rented/other		53%				In full time education		3%

				100%				Looking after family or carer		13%

								Unemployed		5%

								Unable to work		17%

								Retired		12%

								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

						Excellent		Very Good		Good		Fair		Poor		Very Poor		Yes		No		Sometimes		Don't know		Yes		No		Sometimes		Don't know		Yes		No		Sometimes		Don't know		Very Helpful		Fairly helpful		Not very helpful		Not at all helpful		Excellent		Very Good		Good		Fair		Poor		Very Poor		Don't know		Excellent		Very Good		Good		Fair		Poor		Very Poor		Don't know		Excellent		Very Good		Good		Fair		Poor		Very Poor		Don't know		Excellent		Very Good		Good		Fair		Poor		Very Poor		Don't know		Same Day		Next w/d		Within next 2 w/d		Within next 3 w/d		Within next 4 w/d		Within next 5 w/d		Doesn't apply		Excellent		Very Good		Good		Fair		Poor		Very Poor		Doesn't apply		Same Day		Next w/d		Within next 2 w/d		Within next 3 w/d		Within next 4 w/d		Within next 5 w/d		Doesn't apply		Excellent		Very Good		Good		Fair		Poor		Very Poor		Doesn't apply		Excellent		Very Good		Good		Fair		Poor		Very Poor		Doesn't apply		Very clean		Fairly clean		Not v clean		not at all		Don't know		Yes(don't mind)		Yes (not happy)		No 		Don't know		None		1 or 2		3 or 4		5 or 6		7 or more		5 min or less		6-10 min		11-20 min		21-30 min		> 30 min		Don't know		Excellent		Very Good		Good		Fair		Poor		Very Poor		Don't know		Very Good		Good		Neither good or poor		Poor		Very Poor		Don't know		Very Good		Good		Neither good or poor		Poor		Very Poor		Don't know		Very Good		Good		Neither good or poor		Poor		Very Poor		Don't know		Very Good		Good		Neither good or poor		Poor		Very Poor		Don't know		Very Good		Good		Neither good or poor		Poor		Very Poor		Don't know		Very Good		Good		Neither good or poor		Poor		Very Poor		Don't know		Very Good		Good		Neither good or poor		Poor		Very Poor		Don't know		Very Good		Good		Neither good or poor		Poor		Very Poor		Don't know		Much more than before 		A little more than before 		The same or less than before		Doesn't apply		Much more than before 		A little more than before 		The same or less than before		Doesn't apply		Much more than before 		A little more than before 		The same or less than before		Doesn't apply		Yes		No		Yes		No		Dont't Know		N/A		Yes		No		Dont't Know		N/A		Yes		No		Dont't Know		N/A		Yes		No		Dont't Know		N/A		Yes		No		Dont't Know		N/A		Yes		No		Dont't Know		N/A		Yes, definitely		Yes, to some extend		No, not at all		Don't know		N\A		Yes, definitely		Yes, to some extend		No		Did not need it		Don't know		N/A		In person		By phone		By fax		Online		Prescription Box		Pharmacy		In person		By phone		By fax		Online		Prescription Box		Pharmacy		Male		Female		under 18		18-24		25-34		35-44		45-54		55-64		65-74		75-85		85 and over		White		Black or Black British		Asian or Asian British		Mixed		Chinese		Other		Owned/mortgaged		Rented/other		Employed		In full time education		Looking after family or carer		Unemployed		Unable to work		Retired		Other
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Comments





		Patient 		Question		Comment

		1		24		Understanding doctor 

		3		24		All ok

		5		24		Informing people about when flu jabs need to be had, especially ones that suffer with asthma or are old etc

		6		24		My gp is very considerate & helpful 

		7		24		Quite happy with the service I received to date. Thank you 

		9		24		Out of hours your phone system appears to loop round and round a message rather then saying you are closed

		12		24		Getting an appointment within 2 days

		14		24		Very polite

		18		24		Better seating in waiting room. Would like to compliment on how friendly staff are, and helpful. 

		19		8		It would be better if it was a little more private

				24		The doctor and the way she deals and treats you makes all the difference. All is excellent, maybe receptionist could be a bit more private, so we can talk without being overheard. 

		21		24		Waiting times and waiting area such as TV not working. Uncomfortable with privacy when speaking to receptionist. Lack of confidentiality. 

		29		24		Reception staff respectful and friendly, my doctor knows me and my needs, needs to be more private when speaking to reception

		31		24		Caring and helpful staff 

		33		24		Play table brought in main reception not by front 

		37		24		I have a choice of different doctors/nurses I can see for different problems. Time keeping could be improved, overall I would rate the practice as good. 

		39		24		Receptionists are very helpful especially at seeing me at very short notice when my illness required it. I am very happy with my GP surgery and the GP that I choose to see. If I book in advance I can normally get to see her

		40		24		Dr Rebecca Suri, always puts you at ease, listens and does her best to help. Credit to her profession. Receptionists are always very helpful and polite. Always do their best to fit you in for an appointment. 

		41		24		New doctors are great! Improved: ordering prescriptions over phone

		42		24		Particulary good, service staff and doctors. 

		44		4		Fair but receptionists pass info for drs to check quickly

				24		Feel that Dr R Suri is very patient and takes time to listen/discuss concerns. Also Dr Muniyappa is very approachable and helpful. Waiting times can be a bit long in reception on some occasions, but I understand this cannot be helped when every patients consultation is different. 

		46		24		Really good receptionist who try their best to help, and like new doctors very thorough when in there. 

		49		24		I train regulary and watch my diet. Improved: Being able to see the doctor earlier 

		53		24		improved: less waiting time in the waiting area

		55		24		The general care taken by doctors and reception staff

		59		24		Fantastic surgery. Improved: There is sometimes a wait to get an appointment that I can fit around work. However the surgery offers an excellent service and everyones very friendly and helpful. 		t

		60		24		Doctor is always friendly and easy to talk too, Improved: Sometimes you have to wait a long time for your appointment in the surgery difficult with young children. 

		65		24		I tend to self manage most of my health problems but am able to see a Dr when needed. 

		67		24		The doctors are always thorough and very caring and understanding. 

		68		24		Its free, the staff are amazing, they need a big pay rise. Improved: need to be open more hours, bring back weekends this would help. 

		70		24		reception always sorts things straight away, doctors are ok and provide good information 

		71		24		other comments: longer/weekend opening for full time workers 

		72		24		Doctors and reception are all very friendly and very helpful 

		77		24a		Actually everthing is good except the waiting time

				24b		Yes if have any problem with the patients please take it seriously

		78		24a		Open longer hours and open weekends. Need nurse everyday

		81		24a		The Health Centre is not far from where I live

		84		24a		Very good service of care from all staff

		85		24b		Yes , you need a TV

		87		24a		Friendly staff wanting to help, put you at ease.

		91		24b		The appointments with Dr Muniyappa in emergency times

				24c		The staff are brilliant

		92		24a		Doctor very informative when talking about what is wrong with you and honest

		93		24a		Can get seen quickly

				24b		No

		94		24b		Shorter waiting times

		95		24a		Very efficient with tests required

				24b		Reception are friendly and helpful and care is outstanding

				24c		Very please with all the care given

		96		24a		Standard
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Birchills Health Centre

23-37 Old Birchills

 Walsall WS2 8QH

GP Patient Survey 2014/15

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) 75 % 	White 

19 % 	Asian or Asian British

        4 % 	Black or Black British

        1 % 	Mixed 

        1 % 	Other



b) 36 % Male		64 % Female



c)   2 % 	under 18

  5 % 	18-24 yrs old

      25 % 	25-34 yrs old

      16 % 	35-44 yrs old

      26 % 	45-54 yrs old

      14 % 	55-64 yrs old

       9 % 	65-74 yrs old

        3 % 	75 yrs and older



d) 47 % 	Live in an owned / mortgaged accommodation

53 % 	Live in rented accommodation or other





e) 48 % 	employed

  5 % 	unemployed

 17 % 	unable to work due to an illness

 12 % 	retired

 13 % 	looking after family / carer

   5 % 	other or in full time education



4) Knowing the OPENING HOURS and rating them 

(Questions 1 to 2c)



93 % of patients rated Opening Hours between Excellent and Good (2013/14 – 96%)

47 % of patients knew the opening hours (53 % did not know or were not sure). – this is a drop from last year



Action: 	Up-to-date Practice Leaflet is available from the Reception Desk and it is given to all newly registered patients. The Practice Leaflet can also be downloaded from our website.

The opening times are available to be viewed in the entrance to the Surgery and have been published on our new 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.



5) Rating the Receptionists (Q3)

99 % of patients voted the Receptionists Very Helpful or Fairly Helpful Excellent – WELL DONE – this is on the 3rd year running



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. (2013/14 – 98 %)

 

75 % of patients rate ability to speak to a Doctor on the phone between excellent and fair, which is an improvement from 2013/14 – 67 %. High proportion of patients (21 %) did not know.



72 % of patients rate ability to speak to a Nurse on the phone between excellent and fair. This is an improvement in comparison with 2013/14 – 66 %.  24 % patients could not answer this question.



69 % of patients rate ability to get results over the phone between excellent and fair, which is on the par with the last year’s results. 26 % could not answer this question.



Action: We are considering implementation of sending the text messages to our patients to let them know about the normal blood test results. Also the Patient Access will be allowing the patients to view their medical summary, consultation letters and test results on line.



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

45 % of patients have experience of getting to see a Doctor within next 2 working days (slight drop in comparison with the last year result of 54 %) – 79 % of them rate this between Excellent and Fair. 

53 % of patients have experience of getting to see a Nurse within next 2 working days (1 % drop in comparison with the last year result) – 88 % of them rate this between Excellent and Fair

Action:  We are educating patients to cancel appointments that are no longer needed to avoid wasted appointments. We have implemented the SMS text reminder message service – reminding patients about their appointment and urging them to cancel if they do not need the appointment anymore. We are in a process of enabling the patients to send us a text message back to cancel an appointment that is no longer needed.

We have also introduced telephone consultations to avoid un-necessary appointments and to prevent A&E attendances.

We are looking into the possibility of web consultations.



8) Surgery Premises (Q6 – 8)

96 % of patients rate the building accessibility between Excellent and Good - EXCELLENT

98 % of patients rate the Surgery Very Clean or Fairly Clean - EXCELLENT

70 % of patients do not mind being overheard when talking to the Receptionists where as 21% do mind being overheard. 9 % 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. This seems to have worked as the numbers have changed slightly compared to last year. Following the last year’s results, 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 – this has not worked at all.

9) Seeing Doctor / Nurse (Q9 – 13c)

20 % of patients saw the Doctor/Nurse 1 or 2x in the last year

22 % of patients saw the Doctor/Nurse 3 or 4x in the last year

21 % of patients saw the Doctor/Nurse 5 or 6x in the last year

34 % of patients saw the Doctor/Nurse 7x or more

 3 % which equals one patient said he/she did not see the GP at all in the last year

Waiting Times

81 % of patients waited to see the Doctor / Nurse for 20 minutes or less. This is 10 % more patients compared to 2013/14 – 87 % of them rate this between Excellent and Fair (2013/14: 87 % also)

Last time they saw the Doctor / Nurse:

91 % of patients thought that the Doctor / Nurse were Very Good or Good at giving them enough time . This shows 20% increase compared to 2013/14.

92 % of patients thought that the Doctor / Nurse were Very Good or Good at asking about their symptoms and how they were (2013/14: 98 %)

91 % of patients thought that the Doctor / Nurse were Very Good or Good at listening to them (2013/14: 96 %)

89 % of patients thought that the Doctor / Nurse were Very Good or Good at putting them at ease (2013/14: 93 %)

91 % of patients thought that the Doctor / Nurse were Very Good or Good at explaining their problem and treatments (2013/14: 96 %)

90 % of patients thought that the Doctor / Nurse were Very Good or Good at involving them in decisions about their care (2013/14: 93 %)

89 % of patients thought that the Doctor / Nurse were Very Good or Good at treating them with care and concern (2013/14: 98 %)

91 % of patients thought that the Doctor / Nurse were Very Good or Good at taking their problem seriously (2013/14: 95%)

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

89 % of patients felt that they are able to understand their problem Much More or a Little More than before (2013/14: 93 %)

88 % of patients felt that they are able to cope with their problem Much More or a Little More than before (2013/14: 93 %)

84 % of patients felt that they are able to keep themselves healthy Much More or a Little More than before (2013/14: 91 %) 

10) Longstanding conditions, illnesses and disabilities

(Q14 – 17)

61 % out of the patients who have taken part in the Survey do have a longstanding condition, illness or a disability

54 % 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. (2013/14: 49 %)

56 % 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. (2013/14: 50 %)

54 % out of those patients felt that during the consultation regarding their condition the Doctor / Nurse agreed about how to best manage their health problems. (2013/14: 49 %)

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 (2013/14: 23 %)

18 % out of those patients wanted a written plan summarising the discussion with the Doctor / Nurse (2013/14: 17 %)

13 % out of those patients were told by the Dr /Nurse that they have something called a “care plan” (2013/14: 17 %)

55 % of those patients feel that having the discussions regarding their longstanding condition helped them to improve how they manage the problem 

40 % 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 73 % of our patients order their prescriptions in person or use our Prescription Box.

They would like to be able to order via the phone 35 % or on- line 13 %

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





Some of the patients’ comments we have received:

Understanding doctor 

All ok

My GP is very considerate & helpful 

Quite happy with the service I received to date. Thank you 

Out of hours your phone system appears to loop round and round a message rather then saying you are closed

Getting an appointment within 2 days

Very polite

Better seating in waiting room. 

Would like to compliment on how friendly staff are, and helpful. 

It would be better if it was a little more private.

The doctor and the way she deals and treats you makes all the difference. All is excellent, maybe receptionist could be a bit more private, so we can talk without being overheard. 

Waiting times and waiting area such as TV not working. Uncomfortable with privacy when speaking to receptionist. 

Reception staff respectful and friendly, my doctor knows me and my needs, needs to be more private when speaking to reception

Caring and helpful staff 

Play table brought in main reception not by front 

I have a choice of different doctors/nurses I can see for different problems. 

Time keeping could be improved, overall I would rate the practice as good. 

Receptionists are very helpful especially at seeing me at very short notice when my illness requires it. I am very happy with my GP surgery and the GP that I choose to see. If I book in advance I can normally get to see her.

Dr Rebecca Suri, always puts you at ease, listens and does her best to help. Credit to her profession. Receptionists are always very helpful and polite. Always do their best to fit you in for an appointment. 

New doctors are great! Improved: ordering prescriptions over phone

Particularly good, service, staff and doctors. 

Feel that Dr R Suri is very patient and takes time to listen/discuss concerns. Also Dr Muniyappa is very approachable and helpful. Waiting times can be a bit long in reception on some occasions, but I understand this cannot be helped when every patients consultation is different. 

Really good receptionist who try their best to help, and like new doctors very thorough when in there. 

I train regulary and watch my diet. Improved: Being able to see the doctor earlier 

Improved: less waiting time in the waiting area

The general care taken by doctors and reception staff

Fantastic surgery. Improved: There is sometimes a wait to get an appointment that I can fit around work. However the surgery offers an excellent service and everyone is very friendly and helpful. 

Doctor is always friendly and easy to talk too, Improved: Sometimes you have to wait a long time for your appointment in the surgery difficult with young children. 

I tend to self-manage most of my health problems but am able to see a Dr when needed. 

The doctors are always thorough and very caring and understanding. 

Its free, the staff are amazing, they need a big pay rise. Improved: need to be open more hours, bring back weekends this would help. 

Reception always sorts things straight away, doctors are ok and provide good information 

Other comments: longer/weekend opening for full time workers 

Doctors and reception are all very friendly and very helpful 

Actually everything is good except the waiting time

Yes if have any problem with the patients please take it seriously

Open longer hours and open weekends. Need nurse everyday

The Health Centre is not far from where I live

Very good service of care from all staff

Yes , you need a TV

Friendly staff wanting to help, put you at ease.

The appointments with Dr Muniyappa in emergency times

The staff are brilliant

Doctor very informative when talking about what is wrong with you and honest

Can get seen quickly

Shorter waiting times

Very efficient with tests required

Reception are friendly and helpful and care is outstanding

Very pleased with all the care given
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BIRCHILLS HEALTH CENTRE

FRIENDS AND FAMILY TEST

01/01/15 – 06/03/15

[image: cid:image001.png@01D05A68.344F5F60]
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Friends & Family Test;

"How likely are you to recommend our GP practice to friends and family if they needed similar care or treatment

Date Exremely Likely  Neither Likely Nor Unlikely Unlikely Extremely Unlikely Don't Know
01/01/2015 to 06/03/2015 67 16 2 1 5 1

Mode of Collection
Text Responses Electronic Paper Survey
6 o 2
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A&E Attedence Report.doc
		DR. A. S. SURI & PARTNERS

		BIRCHILLS HEALTH CENTRE 



		MBBS, FPA Obs.  CHS. List.

		23 – 37 Old Birchills



		(Approved under MHA 1983)

		Walsall



		

		West Midlands



		

		WS2 8QH



		

		Telephone: (01922) 614896



		

		Fax No:  (01922) 621876





A & E Attendance Report

Number of patients who attended an A&E during;


Q3 (01st Oct – 31st Dec) of 2013 = 320


Q3 (01st Oct – 31st Dec) of 2014 = 267


This represents a reduction of 16.56 %

Report run 26/01/15 on Emis Web
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APPENDIX 2

NORTH LOCALITY
A&E ANALYSIS as at December 2014 (Month 9) - by Practice Level

AZE
Plan YTD Actual YTD Variance YTD
No of Spend
Attendances | (£000s) per
Weighted per 1000 1000
Practice ID | Population | Population Population Attendances £000s Attendances £000s Attendances £000s
M91006 3,671 129 14 762 86 473 53 (289)] (33)]
M91018 3,566 143 16 654 72 509 56 (145) (16)]
M91022 2,562 181 20 642 69 463 51 (179) (18),
M91024 2,665 113 12 420 46 300 33 (120) (13)
M91034 5,399 117 13 859 93 634 70 (225) (23)
M91602 1,987 181 20 531 59 360 40 (171) (19)
M91604 4,322 122 13 801 88 527 58 (274) (30)]
M91612 2,896 150 17 539 59 434 48 \l@ (11)]
A7 —— 152 16 912 %5 677 (13 TOT3] E—r
‘M91639 | 1,830 145 16 369 41 266 30 (103) (12)
M91647 5,560 137 15 1,006 110 762 82 (244) (28)
M91650 5,693 132 14 1,113 124 754 82 (359) (43)
M91655 4,208 175 19 921 98 736 81 (185) (17))
Y02627 5,452 211 23 1,369 149 1151 124 (218) (24)
TOTAL 53,948 148 16 10,899 1,189 7,996 874 (2,903) (315)
(27%) (26%)

Please note this position includes all providers except UHB which has been excluded as plans are not yet available to make a comparison
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Birchills Health Centre

23-37 Old Birchills

 Walsall WS2 8QH

GP Patient Survey 2012/13



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) 73 % 	White 

18 % 	Asian or Asian British

        6 % 	Black or Black British

        1 % 	Mixed 

        2 % 	Other



b) 25 % Male		75 % Female



c)   2 % 	under 18

  8 % 	18-24 yrs old

     25 % 	25-34 yrs old

     24 % 	35-44 yrs old

     26 % 	45-54 yrs old

     11 % 	55-64 yrs old

       3 % 	65-74 yrs old

       1 % 	75 yrs and older



d) 51 % 	Live in an owned / mortgaged accommodation

49 % 	Live in rented accommodation or other





e) 49 % 	employed

11 % 	unemployed

14 % 	unable to work due to an illness

  7 % 	retired

14 % 	looking after family / carer

  5 % 	other or in full time education



4) Knowing the OPENING HOURS and rating them 

(Questions 1 to 2c)



97 % of patients rated Opening Hours between Excellent and Good (this is an improvement from last year – 89 %)



52 % of patients knew the opening hours (48 % did not or were not sure).

Action: 	The Practice leaflet is to be circulated



5) Rating the Receptionists (Q3)

100 % 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)



91 % of patients rate getting through on the phone between Excellent and good (this is an improvement compared to last year’s 85 %)



  62 % of patients rate ability to speak to a Doctor on the phone between excellent and good (improvement compared to last year’s 43 %)



  65 % of patients rate ability to speak to a Nurse on the phone between excellent and good (improvement compared to last year’s 45 %)



  54 % of patients rate ability to get results over the phone between excellent and good (improvement compared to last year’s 48 %)



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

74 % of patients have experience of getting to see a Doctor within next 2 working days – 69 % of them rate this between Excellent and Good (improvement against the last year’s figures 49 % /  58 %)

61 % of patients have experience of getting to see a Nurse within next 2 working days – 65 % of them rate this between Excellent and Good (improvement against the last year’s figures 40 % /  46 %)

Actions:  - there has been a vast improvement from last year. We now have 3 full time GPs, 2 nurse practitioners, 1 nurse and a HCA. However there is still a space for improvement – educating patients to cancel appointments that are not needed any more and minimising DNAs.

8) Surgery Premises (Q6 – 8)

96 % of patients rate the building accessibility between Excellent and Good - EXCELLENT

98 % of patients rate the Surgery Very Clean or Fairly Clean - EXCELLENT

  67 % of patients do not mind being overheard when talking to the Receptionists where as 24 % do mind being overheard. 9 % of patients said they could not be overheard or they did not know.

9) Seeing Doctor / Nurse (Q9 – 13c)

20 % of patients saw the Doctor/Nurse 1 or 2x in the last year

33 % of patients saw the Doctor/Nurse 3 or 4x in the last year

19 % of patients saw the Doctor/Nurse 5 or 6x in the last year

28 % of patients saw the Doctor/Nurse 7x or more







Waiting Times

[bookmark: _GoBack]76 % of patients waited to see the Doctor / Nurse for 20 minutes or less – 82 % of them rate this between Excellent and Fair (this is a vast improvement compared to last year 54 % / 43 %)

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 (2012: 82 %)

96 % of patients thought that the Doctor / Nurse were Very Good or Good at asking about their symptoms and how they were (2012: 81 %)

95 % of patients thought that the Doctor / Nurse were Very Good or Good at listening to them (2012: 78 %)

92 % of patients thought that the Doctor / Nurse were Very Good or Good at putting them at ease (2012: 79 %)

93 % of patients thought that the Doctor / Nurse were Very Good or Good at explaining their problem and treatments (2012: 83 %)

93 % of patients thought that the Doctor / Nurse were Very Good or Good at involving them in decisions about their care (2012: 80 %)

95 % of patients thought that the Doctor / Nurse were Very Good or Good at treating them with care and concern (2012: 78 %)

93 % of patients thought that the Doctor / Nurse were Very Good or Good at taking their problem seriously (2012: 78 %)

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

92 % of patients felt that they are able to understand their problem Much More or a Little More than before (2012: 83 %)

88 % of patients felt that they are able to cope with their problem Much More or a Little More than before (2012: 82 %)

88 % of patients felt that they are able to keep themselves healthy Much More or a Little More than before (2012: 78 %) 

10 
)Longstanding conditions, illnesses and disabilities

(Q14 – 17)

57 % out of the patients who have taken part in the Survey do have a longstanding condition, illness or a disability

51 % 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. (2012: 41 %)

46 % 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(2012: 40 %)

48 % out of those patients felt that during the consultation regarding their condition the Doctor / Nurse agreed about how to best manage their health problems (2012: 37 %)

15 % 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 (2012: 17 %)

15 % out of those patients wanted a written plan summarising the discussion with the Doctor / Nurse (2012: 19 %)

13 % out of those patients were told by the Dr /Nurse that they have something called a “care plan” (2012: 14 %)

49 % out of those patients feel that having the discussions regarding their longstanding condition helped them to improve how they manage the problem (2012: 41 %)

38 % out of those patients had support from local services/organisations to help them manage their problem (2012: 29 %)

Action: the above results are to be discussed with the clinicians. Leaflets from Public Health Department and information obtained from the Internet to be given to those patients to help them self-manage their condition.



10) 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 49 % or on- line 15 %



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

[bookmark: _GoBack]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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