	[image: image1.jpg]



	DR SHORT & PARTNERS

Redwood Practice

Dartford West Health Centre

Tower Road

Dartford

Kent  DA1 2HA

	Dr D H Short
	Tel: 01322 223600

	Dr V Mohan
	Fax: 01322 292282

	Dr J F Scott
	Appts: 01322 222998

	Dr C A Spensley
	www.drshortandpartners.co.uk

	Dr C Ejim
	


Dr Short and Partners Redwood Practice Patient Participation Group

End of Year Report – March 2012 

In line with the Government’s introduction of the Patient Participation Group Specification, this is the report on activities that have been undertaken in the past year. It is split into the following parts:

1. Forming the Group

2. Creating a Local Survey

3. Feedback from the Survey and a Plan for Action

4. Next steps

5. Details of opening hours and extended hours arrangements

1. Forming the Group

In order to get started, the Practice used the suggestions from the PCT, of each clinician suggesting a list of patients, of varying ages and sex, to be approached to form an initial group. This was completed and a meeting called.

The PCT attended the initial meeting and provided a background and some thoughts on the way forward. The group has then met several times since, agreeing it’s Constitution and membership along the way. The Constitution is included in this report.
One of the challenges has been to create a group that is “truly” representative of the patients. 

The members of the Patient Participation Group are 6 males and 4 females of mixed ages from different backgrounds.  Each member brings a different skill and experience to the group which helps shape the practice and services that it provides.

Amongst the Group there are a range of medical conditions, it would not be appropriate to list details here, but a range of different services both inside and outside the practice are accessed by some.

In order to try and make this representative the Group has taken steps to increase membership in the following ways;

· A patient newsletter at reception.
· The newsletter was either e-mailed or posted to all the patients recommended by the clinicians .  Copies were left at reception for all visitors to the surgery.

· Clinicians have been raising the issue with younger members of the practice who they see in consultation

· Members have been raising the issue with younger family members who are patients

· Posters/notices are on the Redwood noticeboard
· A page on the Practice website just for the PPG

This work is on going and will be worked upon further in the coming year to increase both numbers and representation.

2. Creating a Local Survey

With a diverse registered population it was difficult to know what issues to focus upon. It was therefore decided to use the survey as a baseline to establish what the issues are within the practice.
A survey was commissioned with cfep UK Surveys.

Surveys were given out by reception over a period of weeks in November/December 2011 and patients put completed forms in postboxes provided in the reception area. They were then sent to the data company at the end of December to give the opportunity for any taken away for completion to be returned.

3. Feedback from the survey and a plan for action

A total of 271 questionnaires were completed by patients and returned to the practice.

The summary of the results is shown below, showing the overall practice score and the average from the national results.

PATIENT SATISFACTION SURVEY RESULTS
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%

%

About the practice

Q1 Opening hours satisfaction

69

67

Q2 Telephone Access


63

64

Q3 Appointment satisfaction


71

69

Q4 See practitioner within 48 hours

68

65

Q5 See practitioner of choice


60

61

Q6 Speak to practitioner on phone

55

61

Q7 Comfort of waiting room


56

66

Q8 Waiting time



59

58  




About the practitioner

Q9 Satisfaction with visit


81

80

Q10 Warmth of greeting


82

81

Q11 Ability to listen



82

81

Q12 Explanations



80

80

Q13 Reassurance



79

79

Q14 Confidence in ability


83

82

Q15 Express concerns/fears


80

80

Q16 Respect shown



85

83

Q17 Time for visit



79

74

Q18 Consideration



79

78

Q19 Concern for patient


80

79

Q20 Self care




78

80

Q21 Recommendation


83

81

About the staff
Q22 Reception staff



79

77

Q23 Respect shown



78

76

Q24 Information of services


73

73

Finally
Q25 Complaints/compliments


64

66

Q26 Illness prevention


65

70

Q27 Reminder systems


63

68

Q28 Second opinion/comp medicine

64

68

Overall score




73

73
Some of the patient feedback from survey

· More options for out of hours appointments for non urgent appointments (eg. Saturdays, evenings etc).
· I would recommend this surgery to everyone.
· Waiting time in waiting room should be reduced.
· It is hard to think of any way of improving the service. We are very pleased with the doctors and staff.
· The only real problem I can see is not medical, the car parking facilities here are poor and the aggravation often experienced trying to park can lead to problems with assessing blood pressure!

· Online booking of appointments and to be able to see when particular doctors are working/available.
· Magazines would be good. Notice boards present better. Leaflets holders on the wall – as when laid out can look very untidy!

· Quality of service excellent.
· Takes a few times to get through of a morning but that is because everyone rings at 8am.
· I am very happy with this practice.
· More parking.
· Thank you for arranging for me to be seen so soon.
· Ease of making appointments could be improved. Parking is difficult and drop off for disabled clients.
· My only comment would be in relation to contacting the surgery during the morning hours (especially on a Monday), to obtain an appointment as it is more often engaged for long periods of time. I would suggest having more reception staff answering the phones during this busy period.
· I have been coming to this practice or its predecessors for over 40 years. It has always been excellent. I sometimes have to wait for my appointment but this is because the doctor always gives their full attention and time to their patients and that is something that is worth waiting for. Thank you all very much.

· None, as I have never had any problems.

· Not very happy, had to wait for 45 mins.

· More parking, more phone lines, bigger reception and waiting area.

· They are excellent. Wonderful service, I feel so lucky to be at this practice.

· Cannot speak too highly of practice.

· I have always had excellent service from this practice.

· The only complaint is about being unable to book an appointment in advance. Sometimes you are unable to get through at eight in the morning and sometimes it is nice to know that you have an appointment and are going to be able to see a doctor and that it is not left to chance on the day.

· The waiting time when seeing the doctors at times can be 15 to 20 minutes.

· More parking spaces.

· Magazines in the waiting room (not all for ladies).

· I did change to this practice because of reviews. I did find out that the doctors here were very nice, knowledgeable and courteous. The doctor even apologised for the long wait (this is a first), so the only improvement I would ask is for this to continue because patient satisfaction improves systems.

· Perfect.

· More toys and reading books for children.

· I liked the new flooring. More hygienic.

· Very unfriendly talking through glass slats. Could be more flexible. I was late for my appointment by 8 minutes, problems with childcare and was told “too late” to see the doctor, but ok for me to wait 45 minutes when the doctor is running late.

· More car parking facilities. Later appointments for patients who work part time.

· Although not personally affected as I do not work, when I did work in the city, opening hours was a problem getting early/late or weekend appointments. Connections/information about integrated therapies to compliment and contribute to health. Website with information on topics such as nutrition, health, lifestyle. Talks – how patients can empower themselves with their health choices.
· Did not advise the hospital had an appointment system in place for blood tests nor advertised they offer the service at this practice! Not sure about what late night service is available as not advertised.

· All good.

· More variety of magazines and children’s’ books as sometimes you can be waiting a long time, up to an hour.

· I think the new waiting area is a bit sterile looking. The old way was much better and warmer. It now looks like a council run it.

· I have been with the practice for over 30 years and always consistently excellent. No improvement required.

· I have been a patient at this practice since its conception and have always been satisfied with the service provided by all the doctors and supporting staff.

· Have a single reception team, save some staff costs and spend more on health care not admin. Customer care training and people skills for reception team.

· Needs a bigger car park as spent 15 minutes waiting for a space.

· No need to improve.

· More information with regards to appointment availability and if there are no appointments available for today, another day should be provided.

· Emergency cover on a Saturday morning.

· Appointment late, always running late.

· Had to wait a long time today but this is not usual. A one off. Telephone manner of reception staff needs improvement. I have experienced several times the phone being answered in an unfriendly/harassed manner. When ringing to make an appointment for the following day I find it completely unacceptable to be told to ring again the next day. Reception staff in these situations are unhelpful.

· Parking needs to be greatly improved.

· More telephones so the phones go through more often as opposed to being engaged.

· More appointments need to be available during the week and there should not be days when there is only one doctor in the practice.
· Very friendly staff, excellent service.

· The telephone is always so busy when trying to make an appointment, which is mostly in the morning 9-11am.

· Parking

· The main problems I have had are getting a doctors appointment the next day or the day after. I have often had to phone up several times and this is frustrating. The other area for improvement is providing appointment times before and after work ie earlier and later than current times so people can leave work and still have an appointment without taking time off work.

· Excellent cheerful staff always manage to get an appointment.

· I have been coming here for 23 years and never had a problem.

· Air conditioning very hot and stuffy. Car park.

· Excellent service.
From the survey results the following areas for discussion were identified:
· Telephone access  

· Parking facilities
· Extended Hours Appointments

4. Next Steps

From the action plan, the issues were discussed. 

· Telephone access:
During discussions, it became apparent that the issue with the telephones was getting through at busy times, generally the mornings when patients are calling to get same day appointments.  The practice staffing levels have been examined and a third receptionist is employed on what appears to be our busiest times to help alleviate this problem.
· Parking Facilities
There were several comments about the number of parking spaces available at the Health Centre.  Unfortunately we do not have the capacity to increase the car parking area.  We have made enquiries with both the Masonic Hall opposite the Health Centre and St Anselm’s Catholic Church across the road to see whether they would be prepared to allow either our staff or patients to use their parking facilities, but unfortunately the Masonic Hall are not prepared to allow anyone using the Health Centre to park there and St Anselm’s Church will only allow people using either the Church or the Community Centre to park in their car park.

· Extended Hours Appointments:

The availability of  appointments was discussed by the group – it appeared that there were many different experiences of being able to get the appointment they wanted at the time they wanted with who they wanted – from being able to get what they needed always, to never and everything in between!

The Practice gave details of the appointment system to the Group to examine.
More detailed work on examining the appointment system is yet to be completed, however, the partners are doing further work on it currently and their thoughts will be reported back at the next meeting.

5.     Details of opening hours and extended hours arrangements


It is a requirement that this report details the opening hours and extended hours arrangements in place for the practice. These are as follows:

Monday – Friday
8.00am – 6.30pm

A late surgery is held once a week until 7.00pm (pre-booked appointments only)

Saturday

9.00am – 12 noon (pre-booked appointments only)

A GP is available between all the times listed above.

Summary

The working of the appointment system across the practice is kept under constant review by the partners.  In addition, where there is significant pressure, additional steps are taken.  

It is also important to bear in mind that patients have access to all the doctors and are not registered with one particular doctor.
