 Full Summary of Results for Redburn Park Medical Centre Patient Survey

Local Patient Participation Report 2014 (Final)
Practice profile
The practice has been providing medical services for patients living in North Shields for over 20 years.  Originally known as Wallsend Road Medical Centre our modern new premises Redburn Park Medical Centre was opened in August 2007. Our new building took over 8 years to plan, design and build and we consider ourselves very lucky to have a modern “state of the art” medical centre. All our facilities are on the ground floor with full disabled access and extensive on site parking facilities.

We are 50 metres from Percy Main Metro station and close to Bus Stops.
Our practice area covers mainly North Shields, extending west to Churchill Street Wallsend, east to the coast, and south to the Tyne Tunnel, and north to Rake Lane road, Norham road north, and the A1058 Coast road.
Our clinical team includes 4 GPs, 2 GP registrars, 2 practice nurses, and 1 healthcare assistant. We are supported by our practice manager, secretary and six receptionists. A number of staff are attached to the practice and provide additional services. 
Patient reference group (PRG) Patient reference group (PRG)

Our Patient Reference Group was formed in 2012.

In the past we have struggled to run patient participation groups due to lack of interest, so we decided to ask patients whether they would be happy to give us feedback on line. We have tried to access a broad cross section of our practice population to make sure that as many different groups of patients are represented as possible.

We currently have 25 members whose ages range from 16 to 84 years.

Our practice manager maintains a current register of membership. We try to recruit members for our group in a number of ways.

· We have a notice in our waiting room explaining what our Patient Reference Group is for and asking patients if they would like to join.

· Our reception staff ask patients who are housebound if they would like to join.
· We provide information on our website informing patients how they can join the group.

· A message on the patient electronic calling system is also used to invite patients.
· All new patients are given information when they register.

 Although we ask if we can contact patients primarily by email we also offer patients who do not have access to email the option of being on our mailing list and we contact them by post.

By establishing a “virtual” patient group we have been able to include patients who would normally be unable to join in either due to work commitments or difficulties with mobility or communication. 

Analysis of our practice population identified the following groups all of whom are represented in our Patient Reference Group

Profile of members 
· Pregnant women

· Parents of young children

· Patients aged 18-40yrs

· Carers

· Aged over 65yrs

· Patients with disabilities/Housebound

· Patient with Chronic disease

· 1st language not English  

Priorities for Discussion (as agreed with PRG) and for our Survey 2014
Our first step on 20th December 2013 was to email our “virtual Patient Reference Group” to ask what issues they would like us to include in our survey this year. We had identified some areas from informal patient feedback as well as areas we were hoping to improve on as a practice. We asked for their comments on these areas as well any suggestions for other areas or topics we should look at.

 The following areas were identified to look at in more detail.
· Appointment booking (for GP and Practice Nurse)

· Flexibility in choice of doctor.

· Cleanliness of the surgery

· Reasons for attending A&E department

The questions in the full survey were based on gathering patient comments and feedback in these four areas.

The Annual Patients Survey 2014 

Our patient survey was carried out in January 2014.
Methodology

The same methodology as agreed in 2013 was used. Questions were based on guidance from the BMA (”Patient participation DES for GMS contract guidance and audit requirements 2012/13”) the survey was written using the facility on our new website which enabled us to email questionnaires to our patient reference group. In the past postal surveys have resulted in very small numbers of questionnaires being returned. To ensure adequate numbers of questionnaires were completed and returned paper versions of the survey were available to complete in the surgery between 11th and 28th January.
Information was made available on the jayex board in reception regarding the survey and inviting patients to complete a return.

A box was available to collect surveys and all returns were anonymous
The paper questionnaires were added to emailed results so that they could be fully analysed.
The Survey Results
PPG & Survey Results Report  

Patient Reference Group (The patient group comprises 25 members )
Distribution Details

	Attendance
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Survey Results

 

Redburn Survey 2014

Number of Responses: 214
Q1: Which of the following methods do you use to book your appointments? Tick all that apply 
In person  28%

By phone  88%

By post  0%

Q2: If you could choose to book your appointment online how often would you use this option?
Always  25%

Occasionally  27%

Rarely  17%

Never  29%

No response  2%
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Q3: The last time you booked a Doctors appointment how easy was it to get an appointment for the time you wanted? 

Not very easy  5%

Fairly easy  37%

Very easy  50%

I had no preference  6%
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Q4: Did you want to see a specific GP? 

No  45%

Yes  50%

No response  5%
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Q5: How easy was it to make an appointment with the specific GP you wanted to see? 

Very easy  32%

Fairly easy  49%

Not very easy  8%

No response  11%
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Q6: How important is it to you that you see a specific GP when coming to this practice? 

Not at all important  35%

Fairly important  41%

Very important  23%

No response  1%
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Q7:If you have seen a Practice Nurse in the past 12 months how easy was it to book an appointment?
Very easy  51%

Fairly easy  32%

Not very easy  7%

No response  10%
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Q8: How clean is our surgery ?
Very clean  92%

Quite clean  7%

Not clean enough  0%

Could be better  0%

No response  1%
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Q9:Have you visited the Accident and Emergency Department at the local hospital in the past 12 months?
Yes  42%

No  56%

No response  2%


[image: image12.png]. Hves
o
HNoresponse





Q10: If you have visited the A&E department did you go during the hours the surgery is open ( Monday to Friday 8:30am to 6pm)?
Yes  21%

No.  29%

No response  50%
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If you answered Yes to question 10; Please answer the next question.
Q11:Can you say why you chose to go to A&E rather than your GP surgery? Please tick all that apply

The problem was an emergency  19%

My Doctor/ Nurse advised me to attend A&E  4%

I was unable to get an appointment at the surgery  0%

I prefer to wait in A&E rather than book a GP appointment  0%

It was more convenient  0%

Q12:Do you have any other comments?

Are you male or female? 

Male  30%

Female  64%

No response  6%
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What age are you? 
Under 16  0%

17 - 24  9%

25 - 34  22%

35 - 44  17%

45 - 54  17%

55 - 64  13%

65 - 74  8%

75 - 84  5%

Over 84  2%

No response  7%
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What is the ethnic background with which you most identify? 
White British  96%

White Irish  0%

Mixed White & Black Caribbean  0%

Mixed White & Black African  0%

Mixed White & Black Asian  0%

Indian  0%

Pakistani  0%

Bangladeshi  0%

Black Caribbean  0%

Black African  0%

Chinese  0%

Other  1%

No response  3%
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How would you describe how often you come to the practice? 
Regularly  36%

Occasionally  48%

Very Rarely  8%

No response  8%
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Many thanks for your time in answering the questions on this survey.
Practice meeting to discuss results Monday 17th February 2014
The results of the survey were discussed at our practice meeting. Dr Gandy presented the detailed survey findings to the primary health care team and asked for any comments. We discussed each of the areas in detail and reviewed all the comments received.

The team felt the comments in particular were very positive overall.

We discussed and agreed a list of actions to share with the PRG for their feedback and comments. The list of actions was emailed to our PRG on 12 March 2014.The final list of actions agreed with our PRG is listed below

The minutes of the practice meeting including our proposed action plan are as follows.
Discussion of practice survey and actions agreed (Practice meeting 17/2/14)

Present Dr Sharon Gandy, Dr Tim Pearson, Dr Michelle Redford, Dr Kamran Shafiq. Mrs Louise New

	
	Discussion
	Action

	Method of booking appointment

88% of respondents book their appointments by phone

If on line booking were available 52% would always or occasionally use this method of booking


	The team felt we would like to make on line appointment booking available for patients if this is feasible.

Our appointment system needs to be flexible to be able to respond to variations in demand for appointments and availability of doctors.
	We will work with our website company to see if we can integrate some of the appointment system to allow booking of some appointments on line in a way that will not reduce flexibility.

	Ease of booking routine GP appointments

87% of respondents said it was easy/ fairly easy to book an appointment at the time they wanted


	The team were pleased that the majority of patients responding found it easy to book an appointment at the time wanted. We try to make sure we have appointments available at times that are convenient for patients. The greatest demand for appointments is on Mondays and Tuesdays and in the late  afternoon (after school)
	We will continue with our current appointment system which allows us to offer more appointments on Mondays, Tuesdays and in the afternoons.

	Preference for seeing a specific GP

50% of respondents  said it was important for them to see a specific GP


	The team discussed some other surgery appointments systems which offered same day access only (e.g. phone at 8:30 to book an appointment or where all appointments had to be assessed by a doctor before booking) we felt that these systems would not be better for our practice given that 50% of respondents want to see a specific person and not just whichever doctor is available.
	We will continue to have a balance of appointments which are available on the same day and which are available to be booked in advance (currently up to 1 month ahead).

 We will also keep the option for patients to speak to the Doctor the same day to discuss any problems that could be resolved without a face to face appointment.

 We will also have a facility for patients to be able to book a telephone consultation for a specific day ahead.

	Ease of booking Practice nurse appointment

83% of respondents said it was easy/ fairly easy t book an appointment


	The team discussed the ease of access to nurse appointments. We are aware that at times it is difficult to get a nurse appointment or patients have had to wait up to 3 weeks for a routine appointment. This is a major problem during holiday periods when we do not have a nurse available every day
	We will be employing an additional treatment room nurse who will undergo training over the next 12 months to widen her skills. This will improve our nurse availability each day and particularly during holiday periods.

	Cleanliness of the surgery

92% said it was very clean

7% said it was quite clean


	We are very pleased with our current domestic supervisor and the level of cleanliness of the surgery. In line with CQC requirements we have reviewed our infection control policies.
	We will change the curtains in our treatment rooms to disposable curtains in line with best practice. We will implement regular deep cleaning of high risk rooms in addition to regular cleaning rota. We will carry out a regular risk assessment of all areas to ensure the current high standards are maintained and we will publish the results on our website and practice notice board.

	Reasons for accessing A&E

42% of respondents had visited A&E in the past 12 months

21% visited during normal surgery opening times

90% attended because they felt it was an emergency

20% were advised to go by a GP or nurse

0% said they attended A&E because they could not get an appointment at the surgery


	The team discussed the fact that our practice has the highest rate of patients attending A&E in the CCG. We have been working to improve our appointment availability so that patients do not feel they have to use A&E when they could have attended the surgery. It is reassuring to know that patients are not going to A&E because they are unable to get an appointment or because they feel A&E is more convenient.
	We will share these results with the CCG so they can see that the issue is not one of available appointments. Patients may need more information to help them decide whether their problem is an emergency or whether it is something their GP can help with. We will review a sample of A&E attendances and provide further information for patients if this is useful.


The minutes and actions were then emailed to our Patient Reference Group for any final comments or feedback on the action points.
 Practice meeting to discuss results Monday 17th March

The final action points were agreed at this meeting with no further alterations. These have now been published on our website and on our patient notice board in the surgery. The minutes of this meeting are attached below.
Discussion of practice survey and PRG feedback (Practice meeting 17/2/14)

Present Dr Sharon Gandy, Dr Tim Pearson, Dr Michelle Redford, Dr Mark Tones, Dr Kamran Shafiq. Mrs Louise New. Sister Carol Dix.

Mrs New reported that there had been no further comments received from the PRG. The practice agreed and accepted the final actions. These will be published on our website and practice notice board.

March 2014
