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Patient Participation Report

Practice Patient Group

The Practice has re-developed its practice patient group to ensure that it is able to seek the views of its patients and as part of Newcastle Bridges Clinical Commissioning Group that patients can, in time, have a say on how healthcare is provided.

During the year we did the following to recruit new members to our patient group:

· Displayed recruitment Posters in the Surgery.

· Messages on our Jayex Board
· Giving patients the opportunity to sign up for the Group on Practice Website and CCG website.

· GPs, Practice Nurses and the Reception team inviting patients to become involved and handing out questionnaires.

· Attaching Questionnaires with repeat prescriptions
· Mail shot with Flu vaccination invitations.

[image: image2.emf]Patient Group.doc



 EMBED Word.Document.8 \s [image: image3.emf]Patient Group 2nd  page.doc


We then sent a follow up letter to those patients who expressed an interest in joining our group – either virtually or by joining practice meetings. 
We provided training for our reception team on patient and public involvement in November.  

Activity to engage with under-represented groups.

We recognised that our Group isn’t fully representative of our Practice patient population.  In particular, we would like to hear the views of young people, working age adults, patients from black and minority ethnic communities and new migrant communities.

We have worked with other Practices and the Newcastle Bridges Clinical Commissioning Group to start to do this. 

We have learned from Prospect Medical Group who worked with West End Youth Enquiry Service to engage young people in the Practice.  We have also listened to the views expressed by young people in the recently published Local Involvement Network [LINk] report “Our Health, Our Voice” we have been working with our CCG Child Health Lead GP, Dr David Jones, Local Authority Education Welfare Team, WEYES and Streetwise to work with young people across all of our Practices.   Denton Turret Medical Group has also been working with Excelsior Academy to ask pupils how they would wish to have their voices heard.

This early work, particularly with Excelsior Academy, young people told us that they didn’t yet feel confident to visit the practice that they are registered with.  Excelsior Academy is therefore helping us establish three young people’s panels as a first step.  These panels will help young people shape the suggested approach to their engagement, as set out below.  We are confident that following this, we will be able to better engage with young people at a Practice level. 

We plan to develop how we work with young people by:

· Asking young people what they want to know about Primary care; if and how they want to work with us;

· Ensuring that a GP or nurse visits our local secondary school;

· Developing a questionnaire with young people that we will ask all young patients who visit the surgery to complete;

· Making the practice more inviting to young people. 

With the support of the Health and Race Equality Forum, we have worked with other Practices and Newcastle Bridges Clinical Commissioning Group to ask voluntary and community sector organisations to help us work with those communities who we find difficult to engage with and listen to. 

On 22nd February, we held a meeting to look at how we can best do this.  We invited: 

· African Women’s Support Network 

· Angelou Centre,

· Carers Centre Newcastle

· Deaflink, 

· HAREF (Health and Race Equality Forum)

· MESMAC 

· North of Tyne Islamic Scholars Health Forum

· Riverside Community Health Project 

· Search Project

· Sikh community 

· West End Befrienders

· West End Women and Girls Centre

· WEYES (West End Youth Enquiry Service)

This was the first time we had met and we discussed need to find appropriate ways of building links with all members of our communities.  We will meet again in April to plan work for 2012.

We have also held Deaf Awareness Training for Practice Staff in September 2011 and January 2012. 

Patient survey

The Practice has carried out Patient surveys for the last number of years and uses this together with information from the national GP survey, complaints, and practice priorities to develop a practice improvement plan.  

We contacted PPG members by letter/email together with a questionnaire and asked them to identify those areas that this year’s survey should focus on.  The information was collated and analysed.  
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We agreed that the following issues should be included in the survey:

· Telephoning the surgery
· Appointment system

· Consultations

· Surgery opening hours

· Thinking about the future

· Patient demographics
We prepared and distributed a Practice survey in January 2012.  A total of 450 surveys were circulated and 312 completed. 
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We made the survey available by:

· Having a message asking patients to take part on the Jayex board
· Having the survey on the Practice Website
· GPs, Practice Nurses and the reception team asking patients to fill in the survey

· Reception Team & Patient Participation Group members sitting in waiting area and clinics – e.g. baby clinic - to encourage patients to complete questionnaires
· Including surveys with repeat prescriptions.

Response to the survey.

The survey showed that patients were generally happy with the services provided by the Practice. However, it identified the following issues: 

· How to access a GP on the same day.  
· Surgery opening hours
These were discussed with the Practice Patient Group at its meeting on 29th February 2012 and the group agreed the following action areas: 

· Appointment newsletter 
· Telephone System – review queuing
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Involvement of our patients with the Newcastle Bridges Clinical Commissioning Group
Our PPG members were invited to be involved in an emerging Newcastle Bridges Clinical Commissioning Group [CCG] Patient Forum.  The aims of this forum are to allow patients to work with the CCG to inform how it will shape future healthcare and to allow PPGs to meet each other and share what they do. 

The first of these meeting was held on 26th January 2012.  The Group was unable to send a representative but asked that the Practice be represented by the Practice Manager.  This gave the PPGs the opportunity to advise the CCG on the development of its first Commissioning Plan.  PPG members received a presentation on the CCG and the emerging plan priorities, and had the opportunity to discuss the proposed projects so that they could give a view as to whether this project should go ahead as planned, be amended or removed as a priority.  Patient views were reported to the CCG Board on 14th February and used to inform the final Locality Commissioning Plan.  The meeting also gave the opportunity for PPG members to decide how they wanted to work together in the future.  PPGs agreed that they would like to meet together/with the CCG o a quarterly basis with the next meeting planned for 3 May 2012. 

Next Steps
We will carry out the changes agreed by the Patient Group.

In the next year, we will work more closely with young people to understand their priorities.  We feel that we have started some positive work that will help us with this.

We will continue to work with those voluntary sector organisations that can help us understand the needs and concerns of those who are not able or confident in joining our PPG. 

We will work with other Practice Patient Groups across the Clinical Commissioning Group to understand what they do and work together to inform the work of the CCG.

Marie Bottomley
Practice Manager









Dr DJ Bookless   Dr DN Grainger   Dr BM Joughin   Dr DW Jones

Practice Manager: Mrs M Bottomley
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PATIENT INFORMATION SURVEY


Dear Patient,


Throckley Primary Care aims to give a friendly and professional service to all our patients.  We always try and offer our patients the best service possible and would like to know how we can improve our service to you and what you think about the practice.  


To help us with this we have a Patient Participation Group (PPG) which you are welcome to become part of, if not so already.  Please ask the receptionist for further details.  


The PPG has identified areas of priority that we feel should be covered by our practice survey and would be grateful if you would take a couple of minutes to complete this very short survey about your Practice.  


Thank you for completing the survey.


Yours faithfully


Marie

Marie Bottomley

Practice Manager














Dr DJ Bookless   Dr DN Grainger   Dr BM Joughin   Dr DW Jones


Practice Manager: Mrs M Bottomley


Partners: Dr DN Grainger, Dr BM Joughin, Dr DW Jones, Dr V Blaylock

Practice Manager: Mrs M Bottomley
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Throckley Primary Care

Results of Patient Information Survey -  2012



















Telephoning the Surgery















Do you find the automated option system helpful?

(304 replies)

















How easy is it to get through on the telephone? (312 replies) 















Appointment System

















How important is it to be able to book your appointment in advance?

(246 replies)















If you need to see a GP urgently, do you have access to a GP on the same day?

(302 replies)















For routine appointments, with any doctor, how quickly to you usually get seen?

(304 replies)















How do you rate this?

 (176 replies)















For routine appointments, with your choice of doctor, how quickly do you usually get seen?     

(174 replies)















How do you rate this?

(230 replies)















Consultations

















Who was your consultation with?

(305 replies)















Thinking about your last consultation, how would you rate the following?

















Giving you enough time?

(293 replies)















Listening to you?

(293 replies)















Explaining tests and treatment?

(291 replies)















Involving you in decisions about your care?

(294 replies)















Treating you with care and concern?

(285 replies)















Do you have confidence and trust in the health professional you saw or spoke to?

(293 replies)















Opening Hours















Do you know the Practice opening hours?

(299 replies)















Are the opening hours convenient to you?

(285 replies)















Thinking about the future?















Would it be acceptable for you to speak to your usual GP on the telephone who would assess your condition and then arrange the most appropriate appointment/treatment plan for you?

(292 replies)















About You 

















Are you male or female?

(217 replies) 















	How old are you?

       (209 replies)















Do you have a long standing health condition?

(209 replies)















What is your ethnic group?

(214 replies)















Which of the following best describes you?

(211 replies)









Service Improvements

		Telephoning the Surgery



	a)  The Patient Participation Group (PPG) felt it would be helpful for patients to know where they are in the telephone queue when contacting the practice.  This will help you to decide whether to continue holding or to call back at another time.



	b)  To play useful patient related information whilst waiting in the telephone queue.



	Plan

	a)  To discuss the suggested improvements with the telephone system with the    supplier.



	b)  To continue to work with the PPG on up to date messages, ie flu campaign, did you know questions and answers.

	







Service Improvements

		Appointment System



	A lot of information is available in the Practice Brochure, however it was felt it would be useful to have an appointment system newsletter, “did you know”?  This would be made available later in 2012 as the practice is reviewing the appointment system in May 2012.  The aim is to improve access for patients to be given the most appropriate appointment, length of appointment with the most appropriate clinician.

	Newsletter topics:

		Surgery opening times

		The Improved System & Changes

		Extended hours

		Who does what 

		Who works when  
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Throckley Primary Care


Minutes of the Patient Participation Group Meeting


Wednesday, 29th February 2012


Present: 
Dr V Blaylock, Marie Bottomley




Patients:  PS, JT, PH, JC, ES, CI and 




SC


Dr Blaylock welcomed and thanked for everyone for attending the meeting.  The aim of Patient Participation Groups is to establish how The Practice can improve services for patients of Throckey Primary Care and within Newcastle Bridges Commissioning Consortium.  The role of Patient Participation Groups is very important to the future of the NHS and patients are encouraged to tell us what services they would like.


The Newcastle Bridges Commissioning Consortium was discussed, across Newcastle there are two commissioning groups which will take the place of Primary Care Trusts when these are dissolved.  The Bridges Commissioning Consortium covers the west and centre of Newcastle, 17 practices with approximately 130,000 patients.  A great deal of money approximately £200 million pounds will be available for the provision of healthcare and it is thought that GPs are the best people to identify the commissioning of appropriate services and they will have a greater say over what health services are available for local people.


Patient Survey


The results of the recent patient survey had been collated and analysed..  The results will be published on the Practice website and printed copies in the waiting room.


Many thanks to JC and PS for their help in promoting the survey to patients in the waiting area, assisting patients with completion, discussing the services at Throckley Primary Care and collating the results.


The survey’s will be done annually and the information collated.   


The results will be publicised on the practice website and copies left in the waiting room for the patients to see.


Telephoning the Surgery


The PPG felt it would be useful for patients to know where they are in the telephone queue when contacting the practice.  This will help the caller to decide whether to continue holding or call back at another time.  Marie will discuss with the telephone provider.  Marie informed the PPG at present 2 lines are answered while 4 lines are queued, thereafter callers would get the engaged tone.


It was suggested to play patient related information whilst waiting in the telephone queue.


Action:  Marie


Appointment System


The existing appointment system was discussed.  There are more same day appointments available on Monday’s to cope with increased demand following a weekend.  


Requests for appointments our managed by our reception staff who offer patients:-


a) the first available appointment with the GP of choice 


b) the first available appointment with any GP


If the patient feels they are unable to wait for the next available appointment with any doctor, the receptionist will arrange for the “on-call” doctor to telephone the patient to assess the condition, they can then arrange the most appropriate appointment/treatment plan for the patient.


The difficulty of getting to see a GP of choice was discussed and how it is better for continuity of care but this depends on which days your usual GP works.  


The PPG thought it would be helpful to a surgery timetable more readily available for patients.


Action:  Marie


Telephone consultations are well received by patients as this avoids unnecessary visits to the practice, especially in poor weather conditions.


Double appointments – patients with more than one problem should be encouraged to book a double appointment which may prevent GP’s running late and causing an inconvenience to other patients.


Medication reviews discussed, some of which can be dealt with by a telephone consultation appointment, although of course some reviews do need to have blood tests and BP readings done first.  If in doubt arrange a telephone consultation appointment to discuss.   Medication reviews are predominantly done for patient safety.


Consultations


Patients like to see the same GP whenever possible which builds confidence and trust and provides continuity of care.   


Opening Hours


The practice opening hours were discussed, the majority of patients found the opening hours convenient to them.  Some patients were unsure of the opening hours, however the PPG felt this information was readily available from the practice leaflet, website and by telephone the practice.


Extended Hours

The PPG felt it would be useful to have more information available to patients with details of the extended hours.  The local pharmacy opening hours were raised as they are not open the same hours as the practice.  This has been raised with the pharmacist in the past who is unable to open earlier on weekdays.   


Thinking about the future


There has been an increased demand over recent weeks for appointments.  Patient demand and capacity are regularly measured and any shortfalls taken into account.  The practice is planning to review the appointment system in May 2012 with a view to GP’s triaging all appointment requests  with the aim of patients being given the most appropriate appointment, length of appointment with the most appropriate clinician.  


A radio article was played to the PPG from a practice who has recently implemented this new system and they advised that it is more efficient for the most senior person (GP) to do the telephone assessments rather than a Practice Nurse or Nurse Practitioner.   


The radio interview went on to say that once the patients were used to the system of a receptionist merely taking their name and telephone number and being advised they would get a call back, the management and flow of patients through the practice improved and this system became very time efficient.  National statistics show Accident & Emergency attendances can be reduced by at least 20% using this system.


The PPG would prefer patients to be informed of any changes to the appointment system before being implemented, so they could prepared for the changes.  


Training

Throckley Primary Care is a training practice, GP Registrars are usually with the practice for six months.  These registrars have regular teaching sessions with their trainers and new ideas are fed back into the practice.  


Training is considered very important which is why the practice is sometimes closed for training sessions one afternoon a month.


Patient Involvement

Newcastle Bridges Commissioning Group hold a locality patient participation group meeting on a quarterly basis, if anyone would be interested in taking part in a wider patient participation group with patients from different areas and localities, please let us know.


Terms of Reference


Discussed, agenda item for next meeting.


Patient Newsletter

The newsletter which had been started by the previous patient participation group was discussed, are members of the group willing to take this newsletter on board?  Copies of the newsletter once produced could then be left at the surgery, Lemington Clinic and Heddon Library, etc.


Any other business


A drinks dispenser was suggested for the waiting room, Marie raised concerns about spillages and the inappropriate use of drinks dispenser.  The practice would be happy to provide patients with a drink of water, if requested.


Date of Next Meeting: Group Room - Throckley Primary Care, Wednesday, 06/06/2012 @ 11.30a.m.
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To-do list

				Action Plan								Completed by:		Marie Bottomley

				Done		Patient Survey		Due By		Notes

				a		Results		31/03/2012		Published on website

				a		Results		31/03/2012		Published in waiting room

				Done		Telephoning the Practice		Due By		Notes

						Call Queuing		31/03/2012		To investigate with the Telephone System supplier whether the system could be enable to inform patients where they are in the queue

						Listening to Patient related messages		monthly review		To regularly review patient related messages & "hot topics"

				Done		Appointment System		Due By		Notes

						Surgery Timetable		31/03/2012		A surgery timetable to be more available, printed copies, website, life channel

						Review of the appointment system		31/05/2012		A review of the appointment system will take place in May 2012.

				Done		Appointment System		Due By		Notes

						Surgery Timetable		31/03/2012		A surgery timetable to be more available, printed copies, website, life channel

						Review of the appointment system		31/05/2012		A review of the appointment system will take place in May 2012.
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Patient Information Survey


Telephoning the Surgery


Do you find the automated option system helpful?


· Yes


· No


· Don’t know

How easy is it to get through on the telephone?

· Very easy

· Fairly easy

· Difficult

· Don’t know

· Haven’t tried

Appointment System

How important is it to be able to book your appointment in advance?


· Important


· Not important


· No preference


If you need to see a GP urgently, do you have access to a GP on the same day?


· Yes


· No


· Don’t know


For routine appointments, with any doctor, how quickly do you usually get seen?

· Same day


· Next day


· 2-3 days


· 4-5 days


· Over 1 week


· Don’t know


How do you rate this?


· Very good


· Good


· Fair


· Poor


· Very poor


· Don’t know


For routine appointments, with your choice of doctor, how quickly do you usually get seen?


· Same day


· Next day


· 2-3 days


· 4-5 days


· Over 1 week


· Don’t know


How do you rate this?


· Very good


· Good


· Fair


· Poor


· Very poor


Consultations


10. Who was your consultation with?


· Doctor


· Practice Nurse


· Other (please specify) …………………………………………………………………...

Thinking about your last consultation, how would you rate the following?


Giving you enough time


· Very good


· Good


· Fair 


· Poor


· Very poor


Listening to you


· Very good


· Good


· Fair 


· Poor


· Very poor


Explaining tests and treatment


· Very good


· Good


· Fair 


· Poor


· Very poor


Involving you in decisions about your care


· Very good


· Good


· Fair 


· Poor


· Very poor


Treating you with care and concern


· Very good


· Good


· Fair 


· Poor


· Very poor


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


· Yes


· No

· If No, how could we improve this …………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………......

Opening Hours

Do you know the Practice opening hours?


· Yes


· No


· Think so


· Don’t know

Are the opening hours convenient to you?


· Yes

· No

· If No, how could we improve this …………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………....

Thinking of the future:-


The appointment system is continuously monitored to meet patient demand.  In recent weeks GP’s have on occasions assessed appointment requests.  This appears to have worked well and we are therefore considering assessing all appointment requests.  

Would it be acceptable for you to speak to your usual GP on the telephone who would assess your condition and then arrange the most appropriate appointment / treatment plan for you:-


· Yes


· No

· Don’t know


ABOUT YOU:

Are you


· Male

· Female


How old are you


· Under 15


· 16 – 44


· 45 – 64


· 65-74


· 75+

Do you have a long standing health condition?

· Yes


· No

What is your ethnic group?

· White


· Black or Black British


· Asian or Asian British


· Mixed


· Chinese


· Other ethnic group


Which of the following best describes you?


· Employed (full or part time including self employed)


· Unemployed – looking for work


· At school or in full time education


· Unable to work due to long term sickness


· Looking after your home/family


· Retired from paid work


· Other…………………………………………

Thank you for completing the survey.
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The information you supply us will be used lawfully, in according 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

We would prefer to contact you by email. If you have an email address, please complete Box 1 only

 








If you do not have an email address, or would prefer to be contacted by letter, please complete Box 2 only












ABOUT YOU


We would like to make sure that our Patient Group includes a wide variety of patients. Please tell us:


		White                         (            

		Asian or Asian British                         (



		British

		

		Indian

		



		Irish

		

		Pakistani

		



		Any other White background

		

		Bangladeshi

		



		Mixed

		Any other Asian background

		



		White and Black Caribbean

		

		Black or Black British



		White and Black African

		

		Caribbean

		



		White and Asian

		

		African

		



		Any other mixed background

		

		Any other Black background

		



		Other ethnic groups



		Chinese

		

		



		Any other ethnic group (write in)

----------------------------------------------------------------------------------------------





Are you?

Male
□

Female
□


Under 16
□



17 – 24
□


25 – 34
□



35 – 44
□



45 – 54
□



55 – 64
□


65 – 74
□



75 – 84
□


Over 84
□






Box 1



Name	



Email address



Postcode		 	







Box 2



Name		



Address	



		



Postcode		 	
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   Tillmouth Park Road


Throckley


Newcastle upon Tyne


NE15 9PA


Tel: 0191 - 264 1014

Fax: 0191 - 210 6702


www.throckleyprimarycare.co.uk

Throckley Primary Care


Newcastle Bridges Commissioning Consortium


Patient Group


Dear Patient,


We would like to know how we can improve our service to you and what you think about our surgery and staff. 


To help us with this, we are setting up a patient group so that you can have your say.  We will ask the members of this group 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 or, if you prefer, by letter and we promise it won’t take too much of your time!

As the NHS changes over the next year, GPs will have a greater say in how health care is provided for their patients.  In the west of Newcastle, the decisions on how healthcare is provided will be made by the Newcastle Bridges Commissioning Consortium, of which this practice is a member.  So as well as having a say on how we run the practice, you will get the opportunity to have a say on what healthcare is commissioned. 


If you want to join our patient group please fill in your details on the back and hand it in to reception.

The information you supply us will be used lawfully, in according 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.


Further details on our Practice and the Newcastle Bridges Consortium are available in leaflets in the Practice, on our website www.throckleyprimarycare.co.uk or the Newcastle Bridges website www.newcastlebridges.net  


Thank you 


    M Bottomley


Marie Bottomley 


Practice Manager


Please note: the Patient Group cannot discuss individual medical concerns. If you have any questions at all about your own health or treatment, please speak to your doctor. 
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«SYSTEM_Date»

«PATIENT_Title» «PATIENT_Forename1» «PATIENT_Surname»

«PATIENT_House» «PATIENT_Road»

«PATIENT_Locality»

«PATIENT_Town»

«PATIENT_Postcode»

Dear «PATIENT_Title» «PATIENT_Surname»

 


Welcome to our new patient group, which now has over 60 members and would like to thank you for joining us!

 


Within the next few months we will be running our annual patient survey to find out what you really think of the practice.  We want to make sure we ask the right questions, so the first thing we need to know is what you think we should ask patients about.  

Which of the following should we ask about?    (Please tick up to three ()

· How long you have to wait to get an appointment    


· Satisfaction with your consultations





· Services provided e.g. Baby clinic, holiday injections 



· Our opening hours








· Phoning the surgery








· Accessing out of hours care







Is there anything else we should include?

Please specify :- ……………………………………………………………………………………………………………………………………………………………………………………

 


Unfortunately due to deadlines beyond our control all replies must be back by this coming Friday, 20th January 2012.   We apologise for the short notice and hope you find time to reply. 

 


What next?


We will collate the information from your responses and create a survey covering the items you believe to be most important. This will then be distributed to at least 350 patients at the end of January and early February.

 


A Patient Participation Group meeting will be held on Wednesday, 29th February 2012 at 12 noon.   At this meeting we will discuss the results of the patient survey and together form an action plan what we can do to improve the patient services at Throckley Primary Care. 


Could you please let us know if you are able to attend as we may need to hold the meeting at an alternative venue depending upon numbers?

 


Thank you for your support.


Yours sincerely

 


M Bottomley

Marie Bottomley


Practice Manager






















































