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Background
Beech Grove Surgery is a 2.5 partner training practice on the Isle of Wight with a main surgery in Brading and a branch surgery in Lake.  We have a list size of approximately 5,000 patients made up as follows:

	
	0-16
	17-24
	25-34
	35-44
	45-54
	55-64
	65-74
	75-84
	85+

	Male
	444
	243
	242
	221
	333
	359
	336
	155
	42

	Female
	393
	224
	206
	280
	407
	416
	329
	212
	83

	Total
	837
	467
	448
	501
	740
	775
	665
	367
	125

	% of list
	17%
	9.5%
	9%
	10%
	15%
	16%
	13.5%
	7.5%
	2.5%


Ethnicity
	White
	98.98%

	Black or Black British
	0.23%

	Asian or Asian British
	0.43%

	Mixed
	0.18%

	Chinese
	0.17%

	Other ethnic group
	0.03%


Chronic Disease Profile


[image: image1.emf]CHD Stroke HypertensionDiabetes COPD Asthma Dementia

Heart 

Failure
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We have a nursing team made up of a prescribing nurse practitioner, two practice nurses and a Health Care Assistant.  We are very proud of our chronic disease management, which is led by our nursing team and the services that we provide to our patients.
Opening Hours:

Main Surgery

	
	Am
	Pm

	Monday
	8.00 – 1pm
	1- 6.30pm

	Tuesday
	8.00 – 1pm
	1 – 8pm

	Wednesday
	8.00 – 1pm
	1 – 6.30pm

	Thursday
	8.00  - 1pm
	1 – 6.30pm

	Friday
	8.00 – 1 pm
	1 – 6.30pm

	Saturday
	8.00 – 9.30pm (alt Saturdays)
	


Branch Surgery

	
	Am
	Pm

	Monday
	9.00 – 1pm
	2- 6.30pm

	Tuesday
	9.00 – 1pm
	

	Wednesday
	9.00 – 1pm
	2 – 6.30pm

	Thursday
	9.00  - 1pm
	 

	Friday
	9.00 – 1pm
	2 – 6.30pm

	Saturday
	
	


Our phones are manned at our main surgery 8am to 6.30pm Monday to Friday and when our branch surgery is closed calls are automatically redirected to the main surgery.  
Steps Taken to Ensure that We Obtained Feedback from a Representative Cross- Section of Our Patients
In 2011/12 we displayed posters in both our main and branch site asking for patient participation, the nursing and reception team were asked to distribute leaflets to patients attending clinics such as new patient registrations, antenatal, baby clinic, Primary Care MH Team, phlebotomy, physiotherapy, chronic disease management as well as normal Doctor and Nurse Clinics.

We mailed leaflets to a cross- section of our population to ensure that patients not attending the surgery would have an opportunity to participate.

Unfortunately, we had a very poor response to this.

In February 2012 , to ensure we got the views of as many patients as possible, we created an information sheet about our wish to set up a Patient Participation Group, which included a questionnaire using previous GPAQ survey questions to find out from patients which areas were most important to them and made this available in our waiting rooms.  At the bottom of the sheet we gave patients the opportunity to give us their name and preferred method of contact (Phone/Email/Post/Face to Face) and if they would like to become involved in our Patient Participation Group or would just like to feed back to us on our services more fully.

This generated a much better response with a total of 77 patients indicating that they would be interested in becoming more involved in some way.

Profile of Patients Responding to Questionnaire

[image: image2.emf]<18 18 - 24 25-34 35-44 45 - 54 55- 64 65 - 74 75-84 85+

Male 0 3 8 13 17 26 17 8 3

Female 2 3 3 8 8 8 21 7 5

2 6 11 21 25 34 38 15 8
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Male 4 1 8 9 2 15

Female 8 0 6 12 4 4

12 1 14 21 6 19


Questionnaire Results

Please indicate which of these are important to you:

1. Access to Patient Services/GP & Nurse Appointments/waiting times

2. Extended Hours

3. Support and Education to enable you to manage your condition yourself

4. Sharing Treatment Decisions about your care

5. Practice environment ie waiting room/access/cleanliness/facilities

6. Other


[image: image4.emf]<18 18 - 2425-3435-4445 - 5455- 6465 - 7475-8485+Total

Question 1 1 7 10 13 22 26 29 15 7 130

Question 2 2 3 8 5 16 13 11 3 0 61

Question 3 1 1 8 6 13 11 19 8 4 71

Question 4 1 2 4 5 14 16 26 12 3 83

Question 5 1 2 5 5 15 13 24 13 5 83

Other 0 0 1 1 1 1 1 0 1 6

PPG interest 0 4 4 7 10 17 26 6 3 77


Provide the PPG with the opportunity to discuss the findings and reach agreement

.

We invited all patients that had expressed an interest in becoming involved to an open meeting on Wednesday 28 November 2012.  Eight patients, Dr Loach, Dr Akundi, Dr Ande, Julie Mackenzie Practice Manager, Ann Day Nurse Practitioner and Chris White Practice Secretary attended.  Dr Loach welcomed everyone and explained our reasons for forming a patient participation group and how the surgery hoped it would benefit both the practice and our patients.
We discussed how to make our patient group more representative and it was felt that holding the meeting on different days and sometimes hosting it at our branch surgery may enable this.
Copies of the GPAQ patient survey were circulated for discussion as this was a survey the practice had used in previous years and expanded on the questions used to survey patients in February 2012 (above).   It was unanimously agreed that this survey should be used.  Five patients wished to continue to form our patient participation group and recruitment to the group would continue by displaying leaflets and posters in the practice.
Collate patient views through the use of a Survey
Two hundred GPAQ questionnaires were distributed to patients attending our surgeries and 43% returned.

The practice manager collated the results and comments for presentation to the PPG.
Survey result report below.

Beech Grove Surgery

Patient Survey Report

2012/2013

Patient Survey 2012/2013
The 2012/13 patient survey was agreed by the Beech Grove Surgery Patient Participation Group at our meeting on Wednesday 28 November 2012.

200 Patient Survey Questionnaires in total were distributed between Brading and Lake Surgeries to patients visiting the surgeries.

86 Patient Survey Questionnaires were returned (43%)
About Receptionists and Appointments

How helpful do you find the receptionists at your GP Practice?

	Very helpful
	Fairly helpful
	Not very helpful
	Not at all helpful
	Don’t know

	76
	9
	0
	0
	1

	88%
	11%
	
	
	1%


How easy is it to get through to someone at your GP practice on the phone?

	Very easy
	Fairly easy
	Not very easy
	Not at all easy
	Don’t know
	Haven’t tried

	38
	45
	1
	0
	0
	2

	44%
	53%
	1%
	
	
	2%


How easy is to speak to a doctor or nurse on the phone at your GP practice?

	Very easy
	Fairly easy
	Not very easy
	Not at all easy
	Don’t know
	Haven’t tried

	27
	30
	3
	1
	2
	23

	31%
	35%
	4%
	1%
	2%
	27%


If you need to see a GP urgently, can you normally get seen on the same day?

	Yes
	No
	Don’t know/never needed to

	72
	1
	13

	84%
	1%
	15%


How important is it to you to be able to book appointments ahead of time in your practice?

	Important
	Not Important

	64
	21

	75%
	25%


How easy is to book ahead in your practice?

	Very easy
	Fairly easy
	Not very easy
	Not at all easy
	Don’t know
	Haven’t tried

	40
	33
	3
	0
	3
	7

	 47%
	39%
	 4%
	 
	 4%
	 6%


How do you normally book your appointments at your practice? (Tick all boxes that apply)

	In Person
	By Phone
	Online
	Doesn’t apply

	32
	66
	0
	0

	37%
	77%
	
	


Which of the following methods would you prefer to use to book appointments at your practice? (Tick all boxes that apply)

	In Person
	By Phone
	Online
	Doesn’t apply

	27
	61
	13
	1

	31%
	71%
	15%
	1%


Thinking of when you want to see a particular doctor:

How quickly do you usually get seen?

	Same or next day
	2 – 4 days
	5 days or more
	I don’t usually need to be seen quickly
	Don’t know, never tried

	32
	34
	9
	2
	6

	39%
	41%
	11%
	2%
	7%


How do you rate this?

	Excellent
	Very Good
	Good
	Fair
	Poor
	Very Poor
	Does not apply

	35
	30
	10
	3
	0
	0
	3

	43%
	37%
	12%
	4%
	
	
	4%


Thinking of times when you are willing to see any doctor:

How quickly do you usually get seen?

	Same or next day
	2 – 4 days
	5 days or more
	I don’t usually need to be seen quickly
	Don’t know, never tried

	61
	16
	1
	1
	4

	74%
	19%
	 1%
	1%
	5%


How do you rate this?

	Excellent
	Very Good
	Good
	Fair
	Poor
	Very Poor
	Does not apply

	35
	30
	10
	3
	0
	0
	3

	43%
	37%
	12%
	4%
	
	
	4%


Thinking of your most recent consultation with a doctor or nurse

How long did you wait for your consultation to start?

	Less than 5 minutes
	5 – 10 minutes
	11 – 20 minutes
	21 – 30 minutes
	More than 30 minutes
	There was no set time for my consultation

	15
	56
	8
	0
	1
	1

	19%
	69%
	10%
	
	1%
	1%


How do you rate this?

	Excellent
	Very Good
	Good
	Fair
	Poor
	Very Poor
	Does not apply

	24
	35
	17
	5
	0
	0
	0

	30%
	43%
	21%
	6%
	
	
	


About Opening Times

Is your GP practice currently open at times that are convenient to you?

	Yes
	No
	Don’t know

	72
	6
	4

	88%
	7%
	5%


Which of the following additional opening hours would make it easier for you to see or speak to someone? (tick all boxes that apply)

	Before 8am
	At lunchtime
	After 6.30pm
	On a Saturday
	On a Sunday
	None of these

	4
	
	4
	3
	1
	2


About seeing the doctor of your choice

Is there a particular GP you usually prefer to see or speak to?
	Yes
	No
	There is usually only one doctor in my surgery

	48
	34
	1

	
	
	


How often do you see or speak to the GP you prefer?

	Always or almost always
	A lot of the time
	Some of the time
	Never or almost never
	Not tried at this GP Practice

	16
	16
	14
	
	

	33%
	33%
	29%
	
	


How good was the last GP you saw at each of the following?

Giving you enough time

	Very good
	Good
	Fair
	Poor
	Very poor
	Does not apply

	45
	33
	3
	0
	0
	0

	55%
	41%
	4%
	
	
	


Listening to you

	Very good
	Good
	Fair
	Poor
	Very poor
	Does not apply

	51
	25
	5
	0
	0
	0

	63%
	31%
	6%
	
	
	


Explaining tests and treatments

	Very good
	Good
	Fair
	Poor
	Very poor
	Does not apply

	49
	22
	8
	0
	0
	2

	61%
	27%
	10%
	
	
	2%


Involving you in decisions about your care

	Very good
	Good
	Fair
	Poor
	Very poor
	Does not apply

	36
	30
	6
	0
	0
	9

	45%
	37%
	7%
	
	
	11%


Treating you with care and concern

	Very good
	Good
	Fair
	Poor
	Very poor
	Does not apply

	47
	26
	4
	1
	0
	3

	58%
	32%
	5%
	1%
	
	4%


Did you have confidence and trust in the GP you saw or spoke to?

	Yes, definitely
	Yes, to some extent
	No, not at all
	Don’t know/can’t say

	62
	19
	 0
	0

	77%
	23%
	 
	


How good was the last nurse you saw at each of the following?

Giving you enough time
	Very good
	Good
	Fair
	Poor
	Very poor
	Does not apply

	47
	23
	3
	0
	0
	1

	64%
	31%
	4%
	
	
	1%


Listening to you

	Very good
	Good
	Fair
	Poor
	Very poor
	Does not apply

	46
	21
	4
	0
	0
	1

	65%
	29%
	5%
	
	
	1%


Explaining tests and treatments

	Very good
	Good
	Fair
	Poor
	Very poor
	Does not apply

	41
	24
	2
	1
	0
	3

	58%
	34%
	3%
	1%
	
	4%


Involving you in decisions about your care

	Very good
	Good
	Fair
	Poor
	Very poor
	Does not apply

	38
	22
	4
	0
	0
	8

	53%
	31%
	5%
	
	
	11%


Treating you with care and concern

	Very good
	Good
	Fair
	Poor
	Very poor
	Does not apply

	47
	19
	3
	0
	0
	2

	66%
	27%
	4%
	
	
	3%


Did you have confidence and trust in the Nurse you saw or spoke to?

	Yes, definitely
	Yes, to some extent
	No, not at all
	Don’t know/can’t say

	61
	10
	1
	1

	84%
	14%
	1% 
	1%


About care from your doctors and nurses

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

Understand your health problems?

	Very well
	Unsure
	Not very well
	Does not apply

	68
	14
	1
	0

	82%
	17%
	1%
	


Cope with your health problems

	Very well
	Unsure
	Not very well
	Does not apply

	63
	17
	1
	2

	76%
	21%
	1%
	2%


Keep yourself healthy

	Very well
	Unsure
	Not very well
	Does not apply

	59
	14
	1
	7

	73%
	17%
	1%
	9%


Overall, how would you describe your experience of your GP surgery?

	Excellent
	Very good
	Good
	Fair
	Poor
	Very Poor

	39
	33
	10
	2
	0
	0

	46%
	39%
	12%
	3%
	
	


Would you recommend your GP surgery to someone who has just moved to your local area?

	Yes, definitely
	Yes, probably
	No, probably not
	No, definitely not
	Don’t know

	62
	19
	1
	0
	1

	75%
	23%
	1%
	
	1%


It will help us to understand your answers if you could tell us a little about yourself

	
	Under 16
	16 to 44
	45 - 64
	65 - 74
	75 or over

	Female
	0
	14
	18
	11
	7

	Male
	0
	7
	16
	9
	2

	Longstanding Health Condition
	0
	7
	18
	12
	8

	Ethnic Group: White
	0
	21
	34
	20
	9

	Employed
	0
	10
	19
	4
	0

	Unemployed/Looking for work
	0
	6
	2
	0
	0

	At school/FT education
	0
	1
	0
	0
	0

	Unable to work due to long term sickness
	0
	2
	7
	1
	0

	Looking after home/family
	0
	2
	1
	0
	1

	Retired from paid work
	0
	0
	4
	14
	6

	Other
	0
	0
	0
	1
	1


Finally, please add any other comments you would like to make about your GP practice:

· I have no complaints to date with my GP surgery and the service and facilities that if affords me and my family.  They do an excellent job at Brading and Lake locations.  Keep up the excellent work.  Thank you to all.

· Great

· Absolutely no complaints at all

· This is a very good practice although this visit is to Lake I normally go to Brading.  Can always get in quickly my elderly parents are always treated with dignity and respect :)

· This is the first time I've used this surgery but found my new surgery doctor and receptionist very helpful. Thanks

· Not a frequent user of

· Excellent practice

· I think all staff at both Beechgrove & Lake do an amazing job.  All show care & kindness to all patients of all ages & it isn't till you need care that you realize this

·                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                The reception area is not very private and other people can hear your conversations with the receptionist

· It would be helpful if both Lake and Brading Surgerys opened on alt. Saturdays

· Thank you

· Friendly, efficient

· It was better when a practice nurse was available to speak to rather than Health Assistants

· This is an excellent practice with outstanding staff, GP’s and Nurses

· Have had excellent (many) dealings with both Lake and Brading, long may it continue

Provide PPG with opportunity to discuss survey findings and reach agreement with the PRG on changes to services
Survey Result review
The Patient participation group met on Monday 18th March 2013 with Dr Richard Loach and Julie Mackenzie, Practice Manager, to review the patient survey results.  The group included the five members who had attended on 28 November 2012 and were joined by three more patients who had responded to our leaflets displayed in the waiting rooms.  Apologies were received from two patients who had expressed an interest in joining the group but were unable to attend on this occasion.
PPG Profile

Gender                                      
Male 38% (3)                                                       Practice 48%
Female 62% (5)                                                                 52%
Age

	
	Under 16
	17 - 24
	25-34
	35-44
	45 - 54
	55-64
	65-74
	75-85
	Over 85

	PPG
	0
	0
	0
	0
	1
	1
	5
	1
	0

	
	
	
	
	
	12.5%
	12.5%
	62.5%
	12.5%
	

	Practice
	17%
	9.5%
	9%
	10%
	15%
	16%
	13.5%
	7.5%
	2.5%


Ethnicity

	
	PPG
	Practice

	White
	87.5%
	98.98%

	Black or Black British
	
	0.23%

	Asian or Asian British
	
	0.43%

	Mixed
	
	0.18%

	Chinese
	
	0.17%

	Other ethnic group
	
	0.03%

	Not Stated
	12.5%
	


Findings
The PPG would have preferred a higher return rate but it was agreed that we had reliable results for a practice our size.

It was agreed that the practice had achieved excellent results in all areas. 
It was noted that 71% of patients surveyed preferred to make their appointments by phone and 31% in person and only 15% of those patients surveyed said that they would prefer to book their appointments on line.  However, the patient group felt that this was an area that the practice should consider developing in the future and that further research should be carried out.
It was noted that 3 patients surveyed had requested Saturday morning opening and that one of the survey comments had asked for Lake Surgery to have a Saturday morning surgery.    We do already open our Brading Surgery twice a month for pre-booked Saturday morning surgery but after discussion it was agreed with the PPG that we should trial alternate Saturday morning surgeries at Lake with Brading for 3 months and review.
The comment regarding privacy at the reception area was noted and it was agreed to ensure patients are aware that they may request to speak to someone privately.
Agree Action Plan with PPG and seek PPG agreement on implementing changes
1. Trial Saturday pre-bookable morning surgeries at our branch surgery and review at next PPG meeting
2. Carry out further research on whether patients would use online booking of appointments if this was available
Other Improvements Suggested by PPG
Website:  Slips with website address to be attached to patient repeat prescriptions

                 Link to NHS Choices
Enhanced Hours:  Improve patient awareness of availability of pre-bookable appointments on                Tuesday evenings and Saturday mornings :            

Practice Newsletter

Practice website

Notice Board:

Too many posters – to review
Patient Participation Group:
To invite patients to leave contact information including email addresses to enable the PPG to contact them directly.

Information:

PPG members declared they would be happy to come in to the surgery and make themselves available in the waiting room to talk to patients and to leaflet drop if needed.

Future Meetings:
Agreed to meet quarterly and to invite “experts” to come in to talk on various topics such as Carers.

Vote for PPG Chair to be held at next meeting in June.      
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