Local Participation Report 2012/13 

Dr Hassan and Partners – Avicenna

This report follows on from the previous report dated March 2012, which is also available on the Practice’s website. An update on the actions from that report is included.

The Patient Reference Group

The Patient Reference Group (PRG) was created in 2011/12 and the group has continued into the current year. The 2012 report details the processes by which the group was formed.

The Practice Population as of December 2012 is 4479. The PRG has 16 members, and is run as a virtual group, with most communication taking place by letter or email. The group is broadly representative of the practice population as a whole, although younger members have proved more difficult to recruit, as they are often less frequent users of our services. More focus will be given to this section of the practice population this year.

The membership of the PRG compares to the total practice population in the following way.

	Males in PRG
	Age
	Females in PRG
	Total
	% of PRG
	Overall Practice Population

	0
	18-29
	0
	0
	0.0%
	16.6%

	0
	30-39
	2
	2
	12.5%
	11.1%

	0
	40-49
	0
	0
	0.0%
	18.3%

	2
	50-59
	4
	6
	37.5%
	15.8%

	1
	60-69
	2
	3
	18.8%
	18.2%

	1
	70-79
	2
	3
	18.8%
	12.8%

	1
	80-89
	1
	2
	12.5%
	7.2%


All of the PRG are white British and regular users of the practice. Less than one percent of the practice’s patients are of ethnicity other than white British.

Update on the Patient Survey Action Plan 2011/12
The patient survey undertaken in 2011/12 lead to a number of key actions for the Practice to try and improve our services further.

	You said:
	We did:
	The result is:



	All staff to wear name badges
	Discussed with staff and agreed to wear  badges.
	All staff are now wearing name badges.

	Ensure availability of appointments
	Reviewed our current system
	We continue to monitor the appointment system daily

	Continue to give a friendly and efficient service
	Discussed the positive survey results and agreed to endeavour to build on these results
	We will strive to always give the patient a positive experience at the surgery


The areas where we could not achieve what the PRG wanted were:

· Reduce waiting times within the surgery by increasing each consultation slot to 15 mins. This is not necessary for everyone, and would dramatically increase the length of time people waited for an appointment to be available. We continue to encourage patients to book a double appointment if they require time to discuss more than one issue. 

The Patient Survey 2012/13 

Having determined what our patients’ and the PRGs’ priority areas were last year, it was agreed that the Improving Practice Questionnaire offered by CFEP UK (which we used in 2011/12) continued to cover all the relevant areas. The issues raised by patients and the PRG in 2011/12 were broad and ongoing (waiting times, the quality of the advice given, confidence in the doctors and nurses, availability of appointments), the use of the CFEP survey was considered again for this year. A review of patient comments, complaints and routine feedback, and comments made over the year by members of the PRG, was completed. As very similar themes to last year were identified, it was felt appropriate to use the same survey method again.

The survey was carried out using paper forms at both Stanton and Hopton surgeries between 15th October 2012 and 2nd November. 172 patients completed the survey, a slight increase on the160 who did it last year. This equates to 17.4% of the patients who saw a doctor at the Practice during the survey period, and 3.8% of our total registered patients.

Survey Results

The full survey results are available on our website, including statistical analysis and comparisons against similar practices around the country. The survey results were forwarded to all members of the PRG for comment, electronically where possible.

Overall, the survey results continue to be very strong, with 92% of patients saying that our services were excellent, very good or good. The PRG members commented on this, saying that the report was “excellent, with no area which appears to need extensive improvements”; “I can only speak highly of the Practice”; and “I feel extremely happy with the Practice and all the wonderful staff. I count myself lucky to be part of this excellent organization”. These comments are gratefully received by the Practice.
Action Plan 2013/14 

The Practice met on 14th January to discuss the initial findings of the survey. The results were then sent to all PRG members, and their comments and suggestions collated. An action plan based on the comments was then written and agreed by the Partners on the 18th February 2013, before being published .

The action plan is as follows:

	Area for improvement
	Proposed Action
	Expected Outcome
	Timescale and person responsible
	Reason why not complete if not possible

	Increase patient participation in survey next year and particularly target younger patients
	Brief staff on need to maximize responses and in particular to encourage younger patients to contribute
	Higher overall numbers of patients in the 2013 survey, and higher proportion of younger patients within that.
	October 2013 
Staff and Practice Manager
	

	Try to recruit younger patients onto the PRG
	Brief staff to discuss the PRG with younger patients when they attend – “advertise” for new members on the waiting room screen when it arrives
	Increase the proportion of younger members on the PRG
	Sep 2013
Staff and Practice Manager
	

	Consider whether the survey could be administered online or via mobiles etc
	Follow up with CFEP whether survey can be completed in a different way, bearing in mind lack of mobile signal at Stanton
	Increase ways of participating if technically possible
	Sep 2013

Practice Manager
	

	Improve finding out the results of blood tests, x-rays etc – this has improved but still not always clear to patients what will happen with their results
	Brief staff on this feedback, identify whether there are any key concerns. Include information on test results on the patient information screen.
	Staff are aware that accessing test results is a cause for concern for patients, assist with any problems that staff are having and try to make the process clearer to patients.
	Feb 2013, included in team briefing.
Practice Manager
	

	Not enough appointments at Hopton, particularly since the reduction of one clinic there during the week
	The number and balance of appointments is kept under constant review. 37% of our clinics take place at Hopton, more than the proportion of our patients who live in the village. Clinics at Hopton are always covered if the usual doctor is away, while some at Stanton may not be. However this does not mean that patients experiencing transport problems when they do have to come to Stanton is ideal.
	Continue to balance clinic appointment availability as much as possible.
	Ongoing
Practice Manager
	

	Telephone appointment line is poor – having to redial another number to make an appointment is irritating if you are feeling unwell and ring the main number by mistake
	Consider whether a call directing service with a menu would be possible and what the cost would be.
	Determine whether installing a menu on the telephone line is possible and at what cost.
	April 2013
Practice Manager
	

	Improve the disabled parking, although it is recognized that this is difficult due to lack of space
	Cannot increase the area at Stanton, but we have had the markings repainted so that they are clear to try and prevent others using the space. Ensure that disabled parking and access in general is incorporated in the plans for redeveloping Hopton surgery in the coming years. 
	Disabled parking area is more clearly marked at Stanton and only used by those who really require it.
	
	Cannot increase the overall parking area but have made the bay clearer.

	Do more to suggest to patients that they book a double appointment if they need more time
	Review the waiting room information and information on the website regarding this. Include on the new waiting room display screen when available
	More patients requesting double appointments if needed, leading to fewer delays.
	May 2013
Practice Manager
	


The survey actions will continue to be monitored throughout the year, and updated where possible as progress is made.
Confirmation of our opening times and how to book appointments

You can call the surgery between 8:00am and 6:30pm Monday to Friday. Our numbers are:

Dispensary Hopton:
01953 681713



Dispensary Stanton:
01359 253701
Enquiries Hopton:
01953 681303



Enquiries Stanton:
01359 251192

Fax Hopton:

01953 681305



Fax Stanton:

01359 252328

The surgery reception is open at Stanton from 8:00am on Monday and Wednesday, and from 7:30am on Tuesday, Thursday and Friday. The reception at Hopton is open from 8:00 Monday to Friday. Appointments are bookable over the internet for patients who have registered to use this service.
Consultation times at Stanton are Monday to Friday from 8:30am to 11:30 am and from 3:00 – 5:30pm. Hopton surgery offers consultations on Monday to Friday 8:30am  – 11:00am, and on Monday and Friday from 3:30pm to 6:00pm.

We are also open for pre-booked appointments during extended hours from 7:30am on Tuesday, Thursday and Friday and until 6:30pm on a Wednesday at Stanton. Prebooked appointments at Hopton are available until 7:00pm on a Monday.

Anna Crispe

Practice Manager

19th March 2013

