 Full Summary of Results for Redburn Park Medical Centre Patient Survey

Local Patient Participation Report 2015
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 5 GPs, 1 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 30 members whose ages range from 17 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 ( now recently )
· 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 in late December 2014  was to email our “virtual Patient Reference Group” our provisional thoughts on areas of consideration and planned questions.  We had identified some areas from informal patient feedback as well as areas we were hoping to improve on as a practice. 
The following areas were identified to look at in more detail.
· Christmas opening hours
· Flu clinics

· On-line services

· Patient self-check / health promotion area
The Annual Patients Survey 2015 

The survey was available for completion both via the practice website and also in the surgery, through Feb and early March 2015.
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 also.
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.
Patient Reference Group

The patient group comprises 30 members
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The Survey Results
 

Patient Participation 2014/15

Survey Results

The x-mas period is a time of high demand on our appointments. Winter illnesses and reduced opening are both factors. Are you happy with our current appointments system over the 2 weeks covering Xmas and New Year?
Yes  95%
No  2%
No response  3%
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Were you aware of our Xmas opening hours ?
Yes  77%
No  22%
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What kind of appointment is important to you over the Xmas period?
Walk in appointments  21%
Bookable appointments that are available from that morning  63%
Advanced pre-booked appointments  34%
We ran a Saturday Flu clinic in October 2014. Were you aware the clinic was an option ?
Yes  64%
No  33%
No response  3%
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Would you like us to offer the Saturday Flu Clinic again?
Yes  81%
No  9%
No response  10%

[image: image8.png]Dves
o
DINo response





If you used the Saturday Flu clinic, which of the following apply? May select multiple options.
More convenient than weekday clinics  53%
Less convenient than weekday clinics  1%
Improved experience over a weekday clinic  14%
Less good experience than a weekday clinic  0%
I received my Flu jab earlier than normal  16%
I received my Flu jab later than normal  2%
Are you aware we now have self check area where you can check your blood pressure and record lifestyle information?
Yes  42%
No  56%
No response  2%
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If you have used the self-check area did you find it easy to use?
Yes  28%
No  11%
No response  61%
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Have you any suggestions how our self check area may be improved?
It would be better in a more private area as other patients going to rooms on that corridor kept commenting on what you were doing which was a distraction.
Make more people aware of its existence.
No

Signed posted for others to know where it is in the surgery.
Are you aware you can book appointments online?
Yes  52%
No  47%
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Are you aware you can order prescriptions online?
Yes  71%
No  28%
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Are you aware prescriptions can be sent electronically to your chosen pharmacy?
Yes  76%
No  23%
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Have you any suggestions how we can promote awareness of our online services?
>> A newsletter or update of available services would be useful. I prefer internet communication but was unaware the surgery offered such options. I am pleased with the excellent, professional service offered by the surgery. <<
---
>> A notice in the waiting room <<
---
>> Can you show an example of how to do it on your information screens in the surgery? <<
---
>> I don't go online enough, my problem <<
---
>> Leaflets in surgery <<
---
>> leaflets in surgery, posters, word of mouth <<
---
>> monthly newsletter? <<
---
>> no <<
---
>> offer all round excellent service <<
---
>> posters, leaflets <<
---
>> Send a text message <<
---
>> Send an e-mail to patients who are on line explaining services available. <<
---
>> Tell arrivals when they book in for appointments (maybe another screen before clearing) <<
---
>> TV adverts, leaflets, texts <<
---
>> use e mails of patients---possible a 3monthly newsletter <<
---
>> Via electronic message system in reception <<
Practice discussion of results Thursday 26th 2015
We discussed and agreed a list of actions to share with the PRG for their feedback and comments. The list of discussions/actions below was emailed to our PRG on 27 March 2015.
Discussion of practice survey and actions agreed (26/3/15)

Dr Sharon Gandy, Dr Tim Pearson, Mrs Louise New, Dr Mark Tones.
	
	Discussion
	Action

	Xmas opening hours
95 % are happy with our current Xmas opening
77% feel informed about the hours we open

The majority felt more urgent appointments were priority, with small numbers needing pre-booked appointments.

	The team felt our current appointment system over the xmas period matched well with the survey results. We had considered walk in appointments, however the majority seemed to favour book on the day appointments. 
	We will add our xmas opening hours to our website.
We will offer predominately book on the day appointments over that period, with a small spread of prebooked appointments available for those who need them

	Flu clinics
64 % of patients were aware of our Saturday flu clinic.
81% would like us to offer the clinic again.

The majority found it more convenient and some found it meant they received there Flu jab earlier than normal.
	The team were pleased with the high uptake and overall popularity of running the Saturday clinic.
As well as the positive impact to uptake, and also improved convenience to patients, we also felt it meant we were able to offer additional doctor and nurse appointments for routine services at other times.

This was the 1st year we ran the clinic and didn’t have much time to promote the clinic; we would aim for this to improve into the second year.
	We once again run our Saturday flu clinic.
We will promote the clinic online and in the surgery at the time when the national flu advertising program begins.

	Self-check area
Just less than ½ were aware we had a self-check area
The majority found it easy to use

	We discussed the area’s increasing frequency of use as people are becoming more aware of it as an option.
Doctors and nurses continue to offer it as an option for blood pressure follow up.

We discussed privacy as an issue; unfortunately we do not have an available room for the area. We discussed screens, but had concerns about their safety, particularly with children in mind.
	We will improve signage to the self-check area.

We will add a notice advising patients who have difficulty using the area to ask for a demo when they next see out health care assistant or practice nurse.

	Online services
Only just over ½ were aware that appointments could be booked online.
Almost a ¾  were aware of online prescriptions and electronic prescribing.

We had lots of suggestions around promoting online services

	We discussed the need to improve awareness of our online services.
The online services offer greater convenience to patients and free up more reception staff time for face to face and telephone encounters.

We discussed the practicalities of the various suggested routes to improve awareness. We have discussed the use of a texting service previously but cost and confidentiality issues have been prohibitive.  We discussed the use of waiting room screens to promote our services, however they are only affordable packaged with advertising from external agencies.  We have concerns around the external advertising.  

We also discussed a newsletter as an option. This has been used before by the practice and was not felt to be very effective.
	The patient participation group will be asked about their views on information screens containing external advertising.
We will improve or waiting room information with regards our online services


 Practice meeting to discuss results Monday 30th March 2015
The final action points were agreed at this meeting with no further alterations.  PRG feedback was minimal and didn’t require any further changes/actions.  The results will now been published on our website and on our patient notice board in the surgery. 
Discussion of practice survey and PRG feedback (Practice meeting 30/3/15)

Present Dr Sharon Gandy, Dr Tim Pearson, Dr Mark Tones, Dr Katherine Lilford,  Mrs Louise New, Sister Carol Dix.

