REGENT HOUSE SURGERY

21 REGENT ROAD CHORLEY   PR7 2DH

Patient Participation Group & Survey Results Report 2013-14
 

Patient Reference Group Profile

The patient group comprises of 16 members.  8 Male and 8 Female
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The ethnicity of the group comprises of 15 White British 1 Other
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Practice Population Profile – Comparison

Male – 4032

Female - 4209
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Ethnicity 

This is not an accurate figure of the ethnicity of the practice population as this data has only been collected since 2008/9.  The practice has actively been collecting this data showing an increase from previous years. 
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Age
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The practice continues to develop its virtual Patient Participation Group through volunteers.  We advertise the PPG in the most appropriate way to most effectively reach the broadest cross section of our community this was done with a notice on our website www.regenthousesurgery.co.uk advertisement on our digital advertising system and Posters in the waiting room.(see appendix I)  The practice also continues to ask patients personally to join the group. We provided a leaflet to all new patients at the point of registration as well as at routine surgery visit.(see appendix II)

An e-mail was sent out on the 16th October 2013 to all existing members of the patient participation group. (Appendix III)

The group was invited to attend a face to face informal meeting to discuss ways of developing the patient participation group and alternative ways of gaining feedback. 

3 members of the of the PPG responded to the e-mail. 

· 2 members were interested in attending a meeting

· 1 member only wanted to be involved via e-mail.

The management team therefore decided to use the General Practice Assessment Questionnaire (GPAQ).  

Methodology 
GPAQ has been developed by the University of Manchester & Cambridge to meet practice needs for patient surveys. GPAQ was introduced after the 2004 GP contract as one of two questionnaires approved as part of the Quality and Outcomes Framework. It was replaced by the national GP Patient Survey run by IPSOS MORI in 2008, this has been further developed to include changes GPs might want to see, following the 2011 GP contract for the Directed Enhanced Service (DES) requirement for Patient Participation
An electronic copy of the questionnaire was sent out to all patients that have registered their e-mail address to receive our newsletter.  
A link to the survey was posted on Regent House Surgery Website which allowed patients to complete the survey on line.  Paper copies were also made available for patients to complete as they attend the surgery and the survey was advertised on the digital advertising system in the waiting room. 
·  18 sent to Patient Participation Group

· 125 sent to patients registered on website

· 100 paper copies handed out in reception.
My Surgery Website software analyised the results and they have been published on the surgery website www.regenthousesurgery.co.uk and an e-mail has been sent to all members of the PPG asking them to review the results and giving them an opportunity to comment/discuss the findings of the survey.  
The practice management team discussed the findings of the survey at the next Management meeting which was held on Friday 21st  February 2014 to discuss the findings and also to review the 2011-12 and 2012–13 action plans to see if the patient responses have improved on its previous year’s results.  
The results and notes from the meeting will reported on and will be made available to patients via the Regent House Surgery website and notices in the waiting room.(Appendix IV & V)
The methods of obtaining access to Regent House Surgery services throughout the core hours are:

· Telephone 

· Face to face

· Fax

· E-mail

Opening Hours

The practice continues to offer extended opening hours as part of the DES 2013.
	DAY
	AM
	PM
	EXT HOURS

	MONDAY
	8am – 1pm
	2pm – 6:30pm
	6:30pm – 7:30pm

	TUESDAY
	8am – 1pm
	2pm – 6:30pm
	6:30pm – 7:30pm

	WEDNESDAY
	8am – 1pm
	2pm – 6:30pm
	6:30pm – 7:30pm

	THURSDAY
	8am – 1pm
	2pm – 6:30pm
	6:30pm – 7:30pm

	FRIDAY
	8am – 1pm
	2pm – 6:30pm
	

	SATURDAY
	CLOSED
	CLOSED
	

	SUNDAY
	CLOSED
	CLOSED
	


Survey Results

Number of responses: 99

Regent House Surgery

GPAQ - RHS

About Your Visit to the GP

How good was the GP at 

Q1 Putting you at ease? 
Very good  62%
Good  28%
Satisfactory  8%
Poor  0%
Very poor  0%
Does not apply  1%
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Q2 Being polite and considerate? 

Very good  74%
Good  17%
Satisfactory  6%
Poor  0%
Very poor  0%
Does not apply  1%
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Q3 Listening to you? 
Very good  68%
Good  24%
Satisfactory  5%
Poor  1%
Very poor  0%
Does not apply  1%
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Q4 Giving you enough time? 
Very good  65%
Good  22%
Satisfactory  6%
Poor  1%
Very poor  1%
Does not apply  1%
No response  4%
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Q5 Assessing your medical condition? 
Very good  60%
Good  26%
Satisfactory  8%
Poor  1%
Very poor  1%
Does not apply  2%
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How good was the GP at: 
Q6 Explaining your condition and treatment? 
Very good  62%
Good  26%
Satisfactory  4%
Poor  1%
Very poor  1%
Does not apply  4%
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Q7 Involving you in decisions about your care? 
Very good  58%
Good  25%
Satisfactory  4%
Poor  0%
Very poor  1%
Does not apply  9%
No response  3%
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Q8 Providing or arranging treatment for you? 
Very good  58%
Good  24%
Satisfactory  4%
Poor  1%
Very poor  0%
Does not apply  8%
No response  5%
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Q9 Did you have confidence that the GP is honest and trustworthy? 
Yes, definitely  86%
Yes, to some extent  9%
No, not at all  1%
Don’t know / can’t say  1%
No response  3%
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Q10 Did you have confidence that the doctor will keep your information confidential? 
Yes, definitely  82%
Yes, to some extent  12%
No, not at all  0%
Don’t know / can’t say  5%
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Q11 Would you be completely happy to see this GP again? 

Yes  93%
No  4%
No response  3%
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About Receptionists and Appointments

Q12 How helpful do you find the receptionists at your GP practice? 
Very helpful  48%
Fairly helpful  46%
Not very helpful  4%
Not at all helpful  1%
Don’t know  0%
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Q13 How easy is it to get through to someone at your GP practice on the phone? 
Very easy  12%
Fairly easy  38%
Not very easy  29%
Not at all easy  18%
Don’t know  0%
Haven’t tried  0%
No response  3%

[image: image20.png]12

D very easy
@ Fairly easy
O Notvery easy
O Notatall easy
[ No response





Q14 How easy is it to speak to a doctor or nurse on the phone at your GP practice? 
Very easy  17%
Fairly easy  42%
Not very easy  13%
Not at all easy  8%
Don’t know  4%
Haven’t tried  12%
No response  4%
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Q15 If you need to see a GP urgently, can you normally get seen on the same day? 
Yes  52%
No  26%
Don’t know / never needed to  21%
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Q16 How important is it to you to be able to book appointments ahead of time in your practice? 

Important  90%
Not important  9%
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Q17 How easy is it to book ahead in your practice? 
Very easy  29%
Fairly easy  37%
Not very easy  22%
Not at all easy  5%
Don’t know  1%
Haven’t tried  2%
No response  4%
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Q18 How do you normally book your appointments at your practice? (please X all boxes that apply) 

In person  37%
By phone  84%
Online  20%
Doesn’t apply  0%
Q19 Which of the following methods would you prefer to use to book appointments at your practice? (please X all boxes that apply) 

In person  29%
By phone  72%
Online  54%
Doesn’t apply  1%
Thinking of times when you want to see a particular doctor: 

Q20 How quickly do you usually get seen? 
Same day or next day  6%
2-4 days  20%
5 days or more  58%
I don’t usually need to be seen quickly  8%
Don’t know, never tried  5%
No response  3%
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Q21 How do you rate how quickly you were seen? 

Excellent  8%
Very good  21%
Good  12%
Satisfactory  30%
Poor  13%
Very poor  4%
Does not apply  9%
No response  3%
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Thinking of times when you are willing to see any doctor: 

Q22 How quickly do you usually get seen? 

Same day or next day  30%
2-4 days  34%
5 days or more  18%
I don’t usually need to be seen quickly  6%
Don’t know, never tried  6%
No response  6%
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Q23 How do you rate how quickly you were seen? 

Excellent  18%
Very good  20%
Good  22%
Satisfactory  18%
Poor  10%
Very poor  2%
Does not apply  5%
No response  5%
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Thinking of your most recent consultation with a doctor or nurse 

Q24 How long did you wait for your consultation to start? 
Less than 5 minutes  10%
5 – 10 minutes  50%
11 – 20 minutes  25%
21 – 30 minutes  5%
More than 30 minutes  1%
There was no set time for my consultation  4%
No response  5%
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Q25 How do you rate how long you waited? 
Excellent  20%
Very good  22%
Good  21%
Satisfactory  22%
Poor  8%
Very poor  0%
Does not apply  4%
No response  3%
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Q26 Is your GP practice currently open at times that are convenient to you? 
Yes (Go to Q28)  73%
No  22%
Don’t know  1%
No response  4%
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Q27 Which of the following additional opening hours would make it easier for you to see or speak to someone? (please X all boxes that apply) 

Before 8am  12%
At lunchtime  9%
After 6.30pm  25%
On a Saturday  20%
On a Sunday  6%
None of these  4%
Q28 Is there a particular GP you usually prefer to see or speak to? 
Yes  66%
No (Go to Q30)  33%
There is usually only one doctor in my surgery (Go to Q30)  0%
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Q29 How often do you see or speak to the GP you prefer? 
Always or almost always  30%
A lot of the time  17%
Some of the time  17%
Never or almost never  4%
Not tried at this GP practice  1%
No response  31%
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If you haven’t seen a nurse in the last 6 months please go to Q37. How good was the Nurse you last saw at: 

Q30 Putting you at ease? 
Very good  46%
Good  17%
Satisfactory  4%
Poor  0%
Very poor  1%
Does not apply  1%
No response  31%
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Q31 Giving you enough time? 
Very good  48%
Good  17%
Satisfactory  1%
Poor  1%
Very poor  1%
Does not apply  0%
No response  32%
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Q32 Listening to you? 

Very good  45%
Good  13%
Satisfactory  4%
Poor  0%
Very poor  2%
Does not apply  0%
No response  36%
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Q33 Explaining your condition and treatment? 
Very good  42%
Good  16%
Satisfactory  5%
Poor  0%
Very poor  2%
Does not apply  2%
No response  33%
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Q34 Involving you in decisions about your care? 
Very good  38%
Good  12%
Satisfactory  6%
Poor  0%
Very poor  2%
Does not apply  9%
No response  33%
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Q35 Providing or arranging treatment for you? 
Very good  41%
Good  9%
Satisfactory  6%
Poor  0%
Very poor  2%
Does not apply  9%
No response  33%
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Q36 Would you be completely happy to see this nurse again? 
Yes  61%
No  2%
No response  37%

[image: image40.png]Des
o

o response





Thinking about the care you get from your doctors and nurses overall, how well does the practice help you to: 

Q37 Understand your health problems? 
Very well  89%
Unsure  8%
Not very well  1%
Does not apply  1%
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Q38 Cope with your health problems 
Very well  82%
Unsure  13%
Not very well  1%
Does not apply  2%
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Q39 Keep yourself healthy 
Very well  69%
Unsure  16%
Not very well  2%
Does not apply  6%
No response  7%
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Q40 Overall, how would you describe your experience of your GP surgery? 
Excellent  42%
Very good  29%
Good  18%
Satisfactory  8%
Poor  1%
Very poor  0%
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Q41 Would you recommend your GP surgery to someone who has just moved to your local area? 

Yes, definitely  65%
Yes, probably  22%
No, probably not  4%
No, definitely not  1%
Don’t know  5%
No response  3%
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It will help us to understand your answers if you could tell us a little about yourself 

Q42 Are you ? 
Male  48%
Female  49%
No response  3%
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Q43 How old are you? 
Under 16  0%
16 to 44  16%
45 to 64  37%
65 to 74  33%
75 or over  12%
No response  2%
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Q44 Do you have a long-standing health condition? 
Yes  76%
No  22%
Don’t know / can’t say  0%
No response  2%
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Q45 What is your ethnic group? 
White  94%
Black or Black British  0%
Asian or Asian British  0%
Mixed  1%
Chinese  0%
Other ethnic group  1%
No response  4%
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Q46 Which of the following best describes you? 
Employed (full or part time, including self-employed)  38%
Unemployed / looking for work  2%
At school or in full time education  0%
Unable to work due to long term sickness  5%
Looking after your home/family  4%
Retired from paid work  46%
Other  0%
No response  5%
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The results show that overall 89% of patients who filled in a questionnaire found their experience at the practice excellent/very good/good and 87% of patients who filled in a questionnaire would recommend our GP surgery to someone who has just moved to the local area. 

The GP’s

The results also show that the patients are extremely happy with the doctors at the practice.  They assess the patient’s medical condition very well, explain the patient’s medical condition and treatment and feel that the Gp’s put them at ease are polite and considerate, honest and trustworthy.  93% of patients would be completely happy to see the same Gp again.  
The Receptionist and Appointments

94% of patients found the receptionist helpful.  52% of patients are aware that they can get seen on the same day if they need to see a GP urgently but 47% still find it difficult to get through to someone on the phone.  84% of patients book appointments at the practice by phone and 74% prefer to use the telephone to book appointments although 54% indicated that they would prefer to book appointments on line.

It is harder to compare results from this year’s questionnaire as it was a more comprehensive and the questions were not like for like. 

Comments from completed questionnaires
Negative
Closing for a 1hr lunch break and not even answering the phone on reception is totally unacceptable for any modern day service. Organising staff cover and GP availability for this period would be a given in any other business or industry. Why not the medical profession? How about an online call-back facility, where busy working people could leave their numbers instead of jamming the one line to the surgery?!! 

Have more times available for booking appointments on the internet

put the disabled parking bay at the FRONT of the car park not as it is at 

Reception area looking tired. Poor facilities for confidential discussions. 

the main area for improvement would be opening at lunchtime for employed people

While it is good that i can speak to the doctor who is on call, i would rather speak to the doctor who i see on a regular basis when i phone the surgery for something out of the ordinary as i find he will know me better than the others. 

Receptionist are sometimes very slow dealing with enquiries at the desk as they are on the phone. This is possibly because they have been instructed to deal with phone calls, however, on my last visit a young lady with a baby had been standing at the desk for 20 minutes and this is unacceptable. The receptionists' should have used their own initiative or got permission from the manager to deal with the desk enquiry.
Positive

Dr Healy Young but a great dr more than happy to see her again Dr Brennan Always try to see this dr as knows and understands every thing about me Dr Savage Sorted out my BP on same day as crisis team asked him to see me Sister Christine Shepherd Best at giving depos 

Dr Brown who is always kind, considerate and easy to talk to. <<
??? Different every time because there is a significant wait to see any name doctor so I see a Registrar. I am happy to do so because they are usually up to date and have time. I have never seen my 'named' GP, Dr Brown, since Steve Edwards retired. 

all the GPs I have seen are excellent as is the practise nurse. The last GP I saw- I cannot recall her name but she had recently joined the practise. 

Dr Brown is really polite and understanding and does not make you feel like your a youngster. He explains your problems to you and discusses what you would like as the next thing to do about your complaint. Dr Brown in my opinion is the best doctor at the surgery to make you feel at ease and makes you able to explain your problems to without feeling ashamed or upset. Recommended Doctor just obviously well liked cos not easy to get appointments to see him. 

Dr Brown. Excellent, first class, an extremely helpful and very understanding Doctor. 

Dr Khan He is a little gem, and I have every confidence in him. Dr Savage,he puts you at ease straight away, he has such a nice manner about him, and he listens to what you have to say. On an other note, cant falt any of the doctors I have seen in the surgery. 


Dr Nickinson Extremely good Doctor and very caring and considerate. I am very happy with her. 

DR SAVAGE AND SISTER SHEPHERD WE BEEN ATTENING THIS PRACTIC FOR OVER 25 YRS AND CAN'T FAULT IT
Dr. R. Brown. Excellent GP. I would certainly recommend him to anyone. 

Dr.Brown, he is lovely, he explains in detail and is always kind and ready to listen. I think all the Doctors I see have the same qualities. We are very fortunate to belong to Regents House Surgery. I include the Nurses and Receptionists. 

sister cooper was amazing best nurse i have ever seen (and i have seen a lot)

Sister Christine Shepherd - she is very nice and explains your medication and treatment needed very well. 


Sorry we are new to the surgery. The doctor was male, 40ish? and very down to earth. 
I have to say Regent house have a brilliant practice, and have always looked after me well. That includes, reception- nurse- and doctors. Im very lucky to have them. 

I spoke to a receptionist last week about a letter from a Manchester hospital regarding some medication prescribed a few years ago and within minutes she was able to tell me the name of the medication and arranged a new prescription for me. This saved me a lot of time and worry and I can't thank her enough. That's what I call service. Many thanks 

its a new gp practice for me and no difficulties getting in touch via the phone its brilliant 

Its great and thank everyone in the practice for their care. 
love the practice because it is small compared to others and never over crowded 

My wife and I have been with this practice since 1966 and have always received the best of care and treatment and we are confident that this will continue. 


 On the whole I find them very good indeed 

Overall, very pleased with the service to date. No issues and the doctor I have seen was excellent. 

Wonderful helpful practice 

Feedback from the PPG and discussions at the Practice Management team meeting suggested that the practice should again build upon previous years reports, and demonstrate how it has listened to patients feedback and acted on the results to improve services for patients.

Year 3 Action Plan

· To promote on-line booking of appointments and develop on-line activity this can be done by
· Change telephone software to incorporate que calling.

· Devise a further telephone access questionnaire

· Change Answer machine message to alert patients to less busy times.

· Advertise on-line appointment booking.

· Collect e-mail addresses opportunistically  
Review of year 1 and year 2 action plans showed that the changes we made have had a positive effect and this has shown by the large amount of positive comments from this years survey. 
Appendix I – Waiting room poster

GENERAL PRACTICE  QUESTIONNAIRE
We are currently running the Regent House Surgery opinion survey.

This will be open until Thursday 20th February 2014
You can complete the survey online at www.regenthousesurgery.co.uk Follow the link at the bottom of the website page or via the paper questionnaire available at reception.

Once the survey is closed the results will be reviewed by members of the Staff Consultation Group, in conjunction with the Patient Representation Group. Further surveys may then be done regarding specific areas of concern.

If you would like to join our Patient Representation Group ( PRG) please register online via the website or ask for a form at reception.

Thank you

Sue Jezzard

Practice Manager

Appendix II – Leaflet to new patients
Would you like to have a say about the services provided at Regent House Surgery

To help us with this, we are setting up a virtual patient representation group so that you can have your say

We will ask the members of this representative group some questions from time to time, such as what you think about our opening times or the quality of the care or service you received. We will contact you via email and keep our surveys succinct so it shouldn’t take too much of your time.

By providing your email details we can add them to a contact list that will mean we can contact you by email every now and again to ask you a question or two.

Contact forms are available from reception and on our website:

www.regenthousesurgery.co.uk 

Appendix IIa – details form 
REGENT HOUSE SURGERY 
If you are interested in being involved in a Patient Particaption Group please leave your details below and hand this form back to reception, 
Name:
Address:

Telephone number:
Email address:

Postcode:

This additional information will help to make sure we try to speak to a representative sample of the patients that are registered at this practice.

Are you? 
Male □ 
Female □
	Age: Group
	Under 16
	□
	17 – 24
	□

	
	25 – 34
	□
	35 – 44 
	□

	
	45 – 54
	□
	55 – 64
	□

	
	65 – 74
	□
	75 – 84
	□

	
	Over 84
	□
	
	□


To help us ensure our contact list is representative of our local community please indicate which of the following ethnic background you would most closely identify with?

	White
	
	
	
	
	

	British Group
	□
	Irish
	□
	
	

	Mixed
	
	
	
	
	

	White & Black Caribbean
	□
	White & Black African
	□
	White & Asian
	□

	Asian or Asian British
	
	
	
	
	

	Indian
	□
	Pakistani
	□
	Bangladeshi
	□

	Black or Black British
	
	
	
	
	

	Caribbean
	□
	African
	□
	
	

	Chinese or other ethnic Group
	
	
	
	
	

	Chinese
	□
	Any Other
	□
	
	


How would you describe how often you come to the practice?

	Regularly
	□

	Occasionally
	□

	Very Rarely
	□


Thank you.

Please note that no medical information or questions will be responded to.

The information you supply us will be used lawfully, in accordance with the Data Protection Act 1998. The Data Protection Act 1998 gives you the right to know what information is held about you, and sets out rules to make sure that this information is handled properly.
Appendix III

Date: Wed, 16 Nov 2013 16:08:09 +0100
Subject: Patient Participation Meeting

I would like to develop our Patient Particiation Group. 

We have in the past had discussions/feedback via e-mail but I would like to meet you all face to face this year so would like to organise an informal meeting of our Patient Particiation Group to discuss ways of developing the group and methods of obtaining feedback therefore improving services to our patients. 

I would be grateful if you would indicate if you would be interested in this type of forum or prefer to continue to communicate via e-mail. 

If you could please respond within the next 7 days I can then arrange a meeting or contact you again via e-mail.

Regards

Mrs S Jezzard
Practice Manager

Appendix IV

REGENT HOUSE SURGERY MANAGEMENT MEETING

FRIDAY 21ST FEBRUARY 2014

Attendees

Dr M E Savage
Senior Partner

Dr K Marsden

Partner

Dr R Brown

Partner

Sue Jezzard

Practice Manager

Dr M Paffey

ST2
Dr C Healy
ST3  Dr A Nickinson
ST3

Apologies

Dr M Sloan

Annual leave

Dr G Brennan
Annual leave

Patient questionnaire feedback and discussion. 

All doctors are very pleased with the results of this year’s questionnaire.  Overall patients are very satisfied with the service they receive at the surgery.  

The telephone access still seems to be an issue with some patients.  The same amount of appointments are available to book via the internet and telephone  but patients want to use the telephone to contact the surgery and feel that they wait in the queuing system for too long and are not aware of how long they will have to wait before being dealt with.

Patients are still dissatisfied with the area designated as the confidential area in reception.  It was felt that this could not be changed as this would involve structural changes.    

Actions 

· change message on answer machine to alert patients to busy times asking them to try later – Completed 24.2.14
· Contact telephone company to see if call queuing could be installed on the system & cost – company contacted Engineer visit arranged to enable call queuing onto telephone system.

· Promote use of internet booking appointments via website devise a poster in waiting room - use digital screen in reception. Completed 25.2.14

· Devise a more in-depth questionnaire regarding the telephone usage to analyse busiest times.  In Progress 25.2.14  

· Celebrate good feedback.  All Gp’s to receive a copy of report.  Completed 28.2.14

Appendix V

PATIENT SURVEY 2013/14
THANK YOU TO ALL THE PATIENTS WHO CONTRIBUTED TO OUR ANNUAL PATIENT SURVEY.

TO VIEW THE RESULTS PLEASE GO TO OUR WEBSITE
WWW.REGENTHOUSESURGERY.CO.UK
THE RESULTS SHOW THAT OVERALL PATIENTS ARE EXTREMELY HAPPY WITH THE SERVICE THAT THEY RECEIVE WHILST VISITING THE SURGERY 

BUT
PATIENTS STILL HAVE ISSUES GETTING THROUGH ON THE TELEPHONE ALTHOUGH THIS STILL SEEMS TO BE THE PREFERED ACCESS POINT.

AFTER DISCUSSION WITH OUR PATIENT REPRESENTATION GROUP (PRG) AND THE MANAGEMENT TEAM WE WILL

· ADD QUE CALLING TO OUR TELEPHONE SYSTEM. (Giving number of waiters before you)

· CHANGE THE MESSAGE ON OUR ANSWER MACHINE TO ALERT PATIENTS TO BUSY TIMES ASKING THEM TO TRY LATER
· DEVISE A MORE IN-DEPTH QUESTIONNAIRE REGARDING THE TELEPHONE USAGE TO ANALYSE BUSIEST TIMES
· PROMOTE USE OF INTERNET BOOKING APPOINTMENTS VIA WEBSITE,A POSTER IN WAITING ROOM & DIGITAL SCREEN IN RECEPTION
IF YOU WOULD LIKE TO SIGN UP TO RECEIVE A NEWSLETTER PLEASE GO TO OUR WEBSITE WWW.REGENTHOUSESURGERY.CO.UK

PLEASE GO TO OUR WEBSITE WWW.REGENTHOUSESURGERY.CO.UK 

IF YOU WOULD LIKE TO JOIN OUR PATIENT REPRESENTATION GROUP ( PRG) PLEASE REGISTER ONLINE VIA THE WEBSITE OR ASK FOR A FORM AT RECEPTION.

Susan Jezzard 2014
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