Minutes of Appletree PPG Meeting 80
25th January 2023, 6.30pm – 8.30pm

Attendees: 	George Newton (Chair) David Greatorex (Deputy Chair), John Rowland (Deputy Chair), 
David Nove, John George, John Beavis, Sue Morris, Sandra Zydzienoswki, Susan King
                   
From Appletree:   Lianne Burke (PM), Karl Anderson (GP Partner)
Apologies: 	    Jeanie Robinson, Evelyn Nove

Opening and welcome: George N welcomed everyone to the 80th PPG meeting.
1. Present and apologies:  see above
2. Matters arising:   NTR
Standing Items:
3. Minutes of previous meeting (Oct 2022)  
Approved by DN & JG
4. Nomination of office.   
Any nominations for Chair or Deputy Chair are to be sent to Lianne Burke.   George Newton, David Greatorex & John Rowlands all offered to stand again, if no other suitable candidate comes forward.   
5. Action Plan
PATIENT SURVEY


In November Lianne Burke presented the results of the Patient Survey (above).   The PPG members were requested to think about areas raised in the survey and where the PPG could offer help/support.  Lianne felt that the Patient Survey demonstrated that there is a lack of understanding from patients of the services Appletree offers.   Therefore, one of the areas to focus on could be communication and age demographic to target.    It was decided that a sub-group meeting should be organised to create an action plan.  George Newton, John Rowlands, John Beavis & John George volunteered to be part of this subgroup.    Lianne Burke to organise meeting.
6. Other patient representative bodies (as appropriate)
Good Neighbourhood Project has now disbanded.   Sandra Zydzienowski informed the group that there is a new charity called Helping Hands and Sandra agreed to be the representative from this group.   This is to be added as a standing item on the agenda.
7. PPG recruitment drive 
George Newton has had no further communication with Ecclesbourne School.   The Sub-group decided this is an area they could also focus on when reviewing the PPG Action Plan.
8. Appletree Update
· Ruth Hewitt is planning her retirement from the Partnership in early May.   Although not yet confirmed, she is hopeful to remain working as a salaried GP for Appletree.
· Safe Working – over the past two months the demand on GP appointments has been higher than what is deemed safe by the British Medical Association (BMA), due to the outbreak of Step A & Flu.  It is often the case that the triage GP was hitting the safe number of patients that the BMA recommended by lunchtime.  Many surgeries across Derbyshire decided to divert patients to 111 or A&E when demands was at its peak.   If the demand had continued at this unsafe level, Appletree may well have needed to consider this approach, but fortunately its seems we are over the worse.   

· New PCN Staff  (staff shared across the 4 PCN practice):
· Last PPG Lianne advised that Karen Jarman – Mental Health Practitioner (MHP) had been employed.   Karen's appointments have been in great demand, so a further MHP Andrew Glaves has been employed and interviews are underway for a third.
· Dan Walters – Digital Transformation Lead.
· Extended Access – Appletree offers medical services in core hours 8.00am-6.30pm.   The PCN are contracted to offer these services in Extended Access eg. Evenings between 6.30pm-8.00pm and all-day Saturday.    Originally the extended access was being offered at Babington Hospital but unfortunately the building proved unfit for purpose.   Consequently, an evaluation of all four practices was completed by the PCN Managers and Whitemoor Medical Centre in Belper approved as the PCN location plus a clinic once a month from Arthur Medical Practice in Horsley.    A variety of appointments are being offered to all patients registered within the Belper PCN (Appletree Medical Practice, Arthur Medical Centre, Riversdale Surgery & Whitemoor Medical Practice) ranging from…..
· Ear Syringing
· NHS Health Checks
· Wound Care
· Diabetic reviews
· Asthma reviews
· Smear tests
· GP appointments
· Advanced Clinical Practitioner appointments
· Mental Health Practitioner appointments
· Medication Reviews
· Counsellor
· Social Prescriber
Although this service is in its infancy, the plan is to expand the services offered.
Other Items:
Any other business.   NTR
NEXT MEETING:   WEDNESDAY 26th APRIL 2023
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PATIENT SURVEY

















INTRODUCTION

At the beginning of 2022 when the Appletree  Patient Participation Group (PPG) was able to meet in-person for the first time in over two years it was determined that we should design, create and develop another Appletree PPG Patient survey. The purpose of the Appletree PPG Patient survey was to ascertain the views of a sample of patients on a range of issues. The sample would hopefully give as representative a demographic as possible from the survey respondents. It was considered important to understand  the perception of the  Appletree M.P. patients in relation to Appletree M.P. 

To this end a small sub group of members from the larger PPG volunteered to work on the Patient survey 2022-23. The PPG sub group members were David Greatorex Deputy Chair John Rowlands Deputy Chair , John Beavis and George Newton Chair of Appletree PPG.   The sub group would work in conjunction with  Lianne Burke, Appletree M.P.’s  Practice Manager. 

The sub group discussed the main themes to  which we hoped to receive relevant answers. Hopefully to gather confidential anonymous data and information from patients that the PPG. The findings would be presented to Appletree M.P. Partner G.P.s/clinicians/professional and administrative staff.  Ideally to appreciate what the Practice does well but also to discover potentially what could the Practice improve on.  These were agreed with the  Patient survey sub group.   An on-line survey tool entitled “Survey Monkey “ was used . The Patient survey sub group had determined that a sample survey size of 1% of the Appletree M.P.s total number of patients would be sufficient for the survey’s purposes. That would require a  minimum response from 112 patients.  However in total 126 responses were received. giving a sample size of 1.125%. (Note, as a comparison- For surveys of voting intentions in Parliamentary U.K. General Elections a sample size of 1,000 is often used for the 47 million voters on the electoral role. This equates to a sample size of 0.002%. Our sample size is proportionately therefore 560 times bigger than those surveys. To obtain  our sample size of 1.125% they would need to survey more than half a million voters-clearly impracticable) .

113 responses were received via Survey Monkey and 13 paper responses.   Two elements of the survey were constructed, a Quantitative element that gave purely statistical responses to the questions and also Qualitative element. This element allowed the survey respondents to write in more detail about their views.

















QUANTITATIVE INITIAL RESPONSES TO DETERMINE PATIENT BEHAVIOUR IN RELATION TO THEIR HEALTH


QUESTION 1.  When you are ill and before getting an appointment at the doctors, do you consider getting help first from:-



ANALYSIS

Firstly, it would appear that the respondents have more than one response when they are unwell before getting an appointment. The methods that are used most are “self-help” , using the local pharmacy and using the 111 telephone helpline and NHS Choices website. Thus  it would appear that many other avenues of help are undertaken before they consider getting an appointment at the surgery. Which could reflect a responsible attitude of the Appletree M.P.’s patients who do not want to unnecessarily  create work for/ or potentially overload the practice. Which may be a reflection of patient attitudes after experiencing the consequences of the global Covid-19 pandemic and the National Lockdowns.







NHS Choices (website)?	111 on-line  telephone helpline?	Your local pharmacy	Self-help?	None of these?	33	34	52	76	8	















QUANTITATIVE INITIAL RESPONSES TO DETERMINE PATIENT BEHAVIOUR IN RELATION TO THEIR HEALTH


QUESTION 2.   How do you normally order your repeat prescriptions:-



ANALYSIS

The on-line  repeat prescription ordering is the most popular method by far. 



















QUANTITATIVE INITIAL RESPONSES TO DETERMINE PATIENT BEHAVIOUR IN RELATION TO THEIR HEALTH


QUESTION 3.   How do you normally book appointments at the surgery:-



ANALYSIS

The vast majority of  patients responding (89%)  telephone the surgery to obtain an appointment.

















QUANTITATIVE INITIAL RESPONSES TO DETERMINE PATIENT BEHAVIOUR IN RELATION TO THEIR HEALTH


QUESTION 4.  Typically, how often do you contact the surgery for an appointment



ANALYSIS

Only 6% of the patients responding contacted the surgery for an appointment more than once a month.





More than once a month	More than 4 times a year	Less than once a year	6	47	47	















QUANTITATIVE INITIAL RESPONSES TO DETERMINE PATIENT BEHAVIOUR IN RELATION TO THEIR HEALTH


QUESTION 5.  Appletree has a mix of face-to-face and telephone appointments;   what is your preference:-



ANALYSIS

A face-to-face appointment is the favourite type of appointment that the respondents prefer. Almost 3 out of every 4 patients indicated this.





Face-to-face	Telephone	76	29	













QUANTITATIVE INITIAL RESPONSES TO DETERMINE PATIENT BEHAVIOUR IN RELATION TO THEIR HEALTH


QUESTION 6.  How satisfied are you with the practice overall:-



ANALYSIS

70% of the patients responding are either “Very satisfied /Satisfied or not sure” with the Practice overall 30% were either unsatisfied or very unsatisfied with the practice overall.





Very unsatisfied	Unsatisified	Not sure	Satisfied	Very satisfied	13	17	14	33	22	













QUANTITATIVE INITIAL RESPONSES TO DETERMINE PATIENT BEHAVIOUR IN RELATION TO THEIR HEALTH


QUESTION 7.  The age demographic of the survey respondents:-



ANALYSIS

53% of the patient age demographic is under 64 years of age ,with 47% over 64 years of age. This reflects an ageing population in line with the United Kingdom . However England has the most ageing population within the U.K. and  Duffield has one of the most ageing populations in Derbyshire. Broadly speaking  the  age demographic  of the survey is in line with the actual patient age demographic of the Practice. Although the age demographic  of the survey respondents is slightly older than the actual age demographic of the Practice.   .





18 - 24 years	25 - 39 years	40 - 54 years	55 -64 years	65 - 74 years	75 - 84 years	85+	3	5	22	22	27	18	2	















QUALITATIVE RESPONSES

There were two strands to the qualitative responses which were elicited by asking for responses to two different questions:-

Firstly requesting for the respondents answers to –“What does the Practice do well?”.

Secondly asking for responses to the question –“What could the Practice improve on?

















QUALITATIVE RESPONSES – What the practice does well?

What does the practice do well?



Eighty one responses in total were written highlighting the many ways in which the patients felt the Practice does well. The responses were broken down into relevant categories and the number of responses within those categories totaled to determine the most frequently occurring. The categories with the  most patient responses were :-

















QUALITATIVE RESPONSES – What the practice does well?

 1. Appointments/Reception/Communication

This category with 41% of responses contains the majority of positive responses from those respondents who identified ”What the Practice does well”. The survey respondents would indicate that  patients are very happy with how these elements are planned, managed, resourced and implemented. Some of the comments made by patients  were:-

Always able to obtain an appointment &  friendly staff

reception staff always do their best to find me a suitable appointment

You communicate quickly and fully as appropriate

you keep patients well informed on the web-site

Reception staff are always helpful

The Practice is open for long hours for appointments with clinician ,doctors and nurses

You stayed open during the Covid-19 pandemic

Plenty of face-to –face appointments

With many more in a similar vein.

















QUALITATIVE RESPONSES – What the practice does well?

 2. Provides good quality care and treatment

This category had 24% of all the responses that the patients highlighted as “What the Practice does well”. The respondents comments indicate that they believe Appletree M.P. provides very good quality care.  Some of these comments were:-

They have been fantastic dealing with my current concern

Thank you for being there for me and  my  family

Practice tries hard to accommodate patients’ needs. 

Appletree is an excellent Practice

Impressed with the level of professionalism

We are lucky to have to have Appletree Practice

The staff are kind and friendly

I cannot praise Appletree enough



With ,again, many more similar responses.

















QUALITATIVE RESPONSES – What the practice does well?

3. The Doctors

This category received 11% of the responses designated as “What the Practice does well”. It gives a very good indication of the high regard  in which  patients hold the doctors of Appletree M.P. A sample of the survey respondents’ actual comments were:-



The doctors at Appletree always give a good service

Doctors are good listeners

Doctors are patient and good listeners

Referred me to a specialist quickly



With more similar responses.

 



















QUALITATIVE RESPONSES – What the practice does well?

4. The Nurses

This category received 5% of  the positive responses from the survey respondents. Some of the actual quotes are:-



Nurses are very good especially Nurse Ryan who is very good

The nurses are great at listening and problem solving



With more similar comments made.

 5. A clean and tidy surgery



This category received 4% of the responses on what the patients thought the Practice does well.















QUALITATIVE RESPONSES – What the practice does well?

These 5 main categories accounted for 91% of all the points highlighted that the Practice does well. There are several other practices/services that the survey respondents said Appletree M.P.does well.



These include:

Children services

Mental Health services

Diabetes treatment and care

The Covid-19 vaccination programme

One respondent said “everything”. 

















QUALITATIVE RESPONSES – What could the practice improve on?

113 responses in total were written highlighting the ways in which the patients felt the Practice could improve on. 

The responses were broken down into relevant categories and the number of responses within those categories totaled to determine the most frequently occurring. The categories with the  most patient responses were :-

What could the practice improve on?



















 1. Appointments/Reception/Communication

This category with 61% of potential improvements had the largest number of written responses. Within this main category the most potential improvements referred to trying to increase the number of face-to-face appointments. Secondly the next suggested improvement was to make more appointments available. The third most suggested potential improvement was to increase the speed with which it was possible to contact reception. These three potential improvements accounted for 60% of all of those Appointments/Reception/Communication improvements suggested by the respondents. Other potential improvements mentioned in this category were:-



QUALITATIVE RESPONSES – What could the practice improve on?

















 1. Appointments/Reception/Communication

To improve staff training for receptionists (7.25 % of respondents)

Have more on-line appointments available (7.25%)

Ensure a shorter waiting time to obtain an appointment (5.8%)

Improve the “bed-side manner” whilst dealing with patients (4.3%). 



There were many potential improvements that received a written comment from just one respondent , these included :-



Reduce waiting time for test results to be provided (0.9%)

Reduce waiting times whilst in the surgery (0.9%)

Improve the car park(0.9%)

Improve access to appointments for visitors to Duffield from outside of the area or county(0.9%).



QUALITATIVE RESPONSES – What could the practice improve on?

















 2. The Duffield Surgery

Improvements to the physical layout ambience of the surgery were suggested by a number of respondents. The potential improvements included having plants and perhaps a water feature in the surgery.

Also to reorganise the reception desk. 

To have larger chairs or chairs without arms.

Have easier access for more elderly patients.

To have more fans when the air conditioning is not working.



QUALITATIVE RESPONSES – What could the practice improve on?



 3. Improve the order prescription line

















 4. Continuation of care

To provide continuation of care by patients seeing the same doctor where possible for each appointment. This would prevent patients having to repeat the same thing to each  doctor they see. To have your own “family doctor “.



QUALITATIVE RESPONSES – What could the practice improve on?



 5. Have routine well-person (“MOT”) checks every two years.



 6.  Provide a holistic medicine service.



 7.  Have more engagement with the community.

















 8. Accept treatment recommendations from private consultants without having to go through the NHS process.

QUALITATIVE RESPONSES – What could the practice improve on?



 9.  Provide an ear syringing service



 10.  Improve the ‘Bedside manner’ when talking to patients. To not be ‘dismissive’ of the patient



 11. Expand the Little Eaton opening hours.







THOUGHTS
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More than once a month	More than 4 times a year	Less than once a year	6	47	47	
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