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REPORT PURPOSE
	Project Closure Report Purpose

	The purpose of the report is to update management of progress of the patient participation group. 




GOALS

	Goals

	The goals of the PPG report:

· To set up a PPG
· Agree areas of priority 2011/12
· Collate patient views through the use of a survey
· Agree action plan.
· Publicize actions taken and subsequent achievement 






POPULATION AT SURGERY – 6428 (AS OF 25.07.12)
Step 1 
Develop a structure that gains the views of patients and enables to practice to obtain feedback from the population
· The project started in July 2011, a leaflet (appendix 1) was placed in the reception area 

· Reception staff gave a list of names that they thought would be interested in the group

· Letters devised using the ‘growing patient participation’ booklet (appendix 2)
The timeline that was used before anyone that wanted to be a part of the patient group called was approximately 5 weeks were 2 women between the ages of 40-50, and 3 gentlemen ages between 40-60.  A meeting was set up for Thursday 4 August 2011 with the attendance of Patient and Public Involvement Manager.  
Step 2

1st PPG meeting 20 September 2011
 The chairman of the PPG was elected and it was agreed that TW Co-Ordinator of the surgery would be secretary until the group is well established. 
PPG objectives were agreed in draft;- 

· Practice leaflet
· Questionnaire

· Website 

Step 3 

Results of patient satisfaction survey 2011/12.
Option used

Taken from GPAQ questions and adapted for PPG– copy attached. 

	Questionnaires sent 
	Questionnaires completed and returned 
	percentage returned 

	
	
	

	117
	65
	56%
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	1
	2
	3
	4
	5
	6
	7
	total 

	Q1
	0
	14
	16
	18
	17
	0
	0
	65

	Q2
	0
	0
	2
	16
	21
	26
	0
	65

	Q3a
	0
	0
	6
	22
	18
	19
	0
	65

	Q3b
	8
	3
	6
	15
	33
	0
	0
	65

	Q4
	10
	8
	9
	6
	8
	19
	5
	65

	Q4b
	
	12
	13
	13
	10
	13
	4
	65

	Q5
	51
	5
	9
	0
	0
	0
	0
	65

	Q6a
	8
	14
	13
	12
	8
	6
	4
	65

	Q6b
	2
	1
	9
	12
	11
	2
	28
	65

	
	
	
	
	
	
	
	
	


Breakdown
· Question 1 - In the past 12 months, how many times have you seen a doctor in your practice? 
22% answered once/twice

25% answered 3 to 4 

28% answered more than 5/6 

26% answered more than 7

· Question 2 – How do you rate the way you were treated by reception staff at your practice? 

3% of patients state ‘poor’ treatment from the reception staff
25% of patients state ‘good’ 

32% of patients state ‘very good’

40% of patients state ‘excellent’ 

Overall, our patients were pleased with how our receptionists treat them; we offer our staff excellent support and training on a yearly basis.  If patients are displeased with any member of staff then this can be reported to the practice manager as soon as possible so that the practice can ensure that all our staff are aware of our patient needs. 

· Question 3a – How do you rate the hours that your practice is open for appointments?
9% thought that our opening hours were ‘fair’

33% thought that our opening hours were ‘good’

27% thought that our opening hours were ‘very good’ 

29% thought that our opening hours were ‘excellent’ 

Our telephone lines are open from 8am in the morning until 12md, then again at 2pm until 7pm.  Our surgery opening hours are 8.30-12.00, then 2.00pm - 6.30 Monday – Friday. 

· Question 3b – What additional hours would you like the practice to be open?

12% would like our surgery to be open earlier in the ‘mornings’
5% would like our surgery to be open at ‘lunchtimes’
9% would like our surgery to be open ‘evenings’
23% would like our surgery to be open ‘weekends’
51% were happy with the opening hours that we currently are open. 

We understand that if our patients work long hours then it can be difficult to see the doctor for a routine or emergency appointment, however, we ask our patients to be patient with our surgery staff and we will try to accommodate your needs as soon as we can. 

· Question 4a – Thinking of the times when you want to see a particular doctor, how quickly do you get to see that doctor? 

15% say that they normally get to the doctor of their choice on the ‘same day’
12% state they see their doctor of their choice the ‘next working day’
14% state they see their doctor of their choice ‘within 2 working days’
9% state they see their doctor of their choice ‘within 3 working days’
12% state that they see their doctor of their choice ‘within 4 working days’
45% state that they see their doctor of their choice ‘within 7 days’
8% state that they don’t ask for a specific doctor. 

· Question 4b – How would you rate this? 

18% state that this was ‘poor’
20% state that this was ‘fair’
20% state that this was ‘good’
15% state that this was ‘very good’
20% state that this was ‘excellent’
6% doesn’t apply
We are aware that our patients prefer to see specific doctors of their choice, however as some of them are so popular the waiting list can be longer that you expected.  All our GP’s are highly trained and have an immense experience dealing with all illnesses and diseases; we ask that you think about taking a closer appointment with another GP so that you can be seen sooner. 

· Question 5 – if you need to see a GP urgently, can you normally get seen on the same day?
78% state that ‘yes they can be seen the same day’
8% state ‘no’
14% state ‘they haven’t needed to be seen urgently’. 

On allocating our appointment slots we put aside an amount where we can use them as urgent/emergency appointments, the receptionist can not book these until 8am in the same morning and at 4pm in the same afternoon.  Please do not hesitate to call the doctor for any symptoms that you may be experiencing but we do ask if our patients can be mindful when asking for an emergency slot and not to be concerned when the reception staff ask what issues you have.

· Question 6a – Thinking of the times you have phoned the practice, how do you rate the ability to get through to the practice on the phone? 
12% state that it is ‘very poor’
22% state that it is ‘poor’
20% state that it is ‘fair’

18% state that it is ‘good’

12% state that it is ‘very good’

9% state that it ‘excellent’

6% state this they ‘have never tried’ 

We understand the frustration when you call the surgery and the lines are busy, we have listened to our patients and added another telephone line so that this reduces the time that our patients are waiting.  However, we ask our patients to continue to call but to avoid the busy times such as 8.00am and at 4.00pm this is when patients call for emergency appointments. Also if patients require to know what their recent results are they can ask the receptionist to make a note for the nurse to call them back.

· Question 6b – ability to speak to a doctor on the phone when you have a question or need medical advice? 
3% state this was ‘very poor’

2% state this was ‘poor’

14% state this was ‘fair’

18% state this was ‘good’

17% state this was ‘very good’

3% state this was ‘excellent’

43% state they have ‘never tried’ 

Our GP’s are extremely busy during surgery times seeing patients, of you need to speak to a doctor in an emergency, the receptionist will allocate you a telephone slot so that when the GP is next free, they can contact you, this may be after morning surgery but they will call you back. 

Action Plan 

The results were shown to the members of the PPG and it was agreed that:-

Q2
Staff will continue to be updated with the latest changes through training and information booklets

Q3a/b
the PPG were in no position to change the opening hours at the current time

Q4
 the PPG were in no position to change the opening hours at the current time

Q5
on the whole the PPG was glad that we received a high score for being able to see patients quickly

Q6
The PPG was formed after the surgery placed a new telephone system in place.

Q6b
the PPG were in no position to change 

The PPG have managed to update the surgery’s leaflet, satisfaction survey and devised a newsletter (copies attached).  We are currently looking to recruit new panels members and to do this we have:-

· Put poster in reception

· Put messages on back of prescriptions

· Have a designated board for all PPG notices

· Ask staff for names of possible members

PPG lead – Teresa Walden 

Statement.

I have received excellent support from the practice manager and other colleagues; however, I have found this last 12 months a struggle to find patients who are willing or interested in being a part of the PPG and worked extremely hard with sometimes nothing to show for it.  The PPG has taken up a large amount of time to set up and lots of effort to continue to motivate the panel.  

We now have a chairman who can produce agendas, minutes, and other documentation which has been a huge helping hand for me as lead and without his help the group would not have succeeded.
I look forward to leading the project 2012/13.
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