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1. About the Patient Reference Group (PRG)

Eastview Surgery invited patients to form a patient reference group from May 2011 the aim was to involve patients more closely and so improve the way patients’ needs are looked after.

Patients were invited to join through face to face contact and posters in the waiting room.
The current PRG has 8 members.  They range in age from 31-83.
The practice realise that the group is not wholly representative of the practice population, and are engaging with patients so all practice population is covered.
Opinions from The Patient reference Group were invited via email and post on the content of the questionnaire, the PRG felt that the initial questionnaire was to long and suggestions were made that certain questions were omitted and rephrased to eliminate confusion.

Once the questionnaire’s had been completed and all the information collated this was sent to the PRG for their thoughts. The PRG were invited to consider appropriate actions following the collated information. The PRG concluded that the agreed action plan (Appendix 2) has “achievable targets which clearly show in the out come of the survey”  
2. Wider practice survey

A key objective of the PRG is to understand and improve the way the practice cares for its patients.  To assist this, the practice carried out a survey of the practice population during February 2012 

The questions asked were based on access, patient satisfaction, and practice facilities 
The survey was carried out over a 3 week period, 90 survey forms were given out and 52 forms were returned. The survey forms were made available in practice.  This method was chosen as it was thought important to hear the views of the patients that use the service. 
3. Survey results and action plan overview
The survey results showed that…. On the whole patients were satisfied with the service they receive from the practice, but did find it difficult to contact the surgery by phone; 13% of patients would prefer to be able to book appointments online whilst 73% of patients would still prefer to book appointments over the telephone, with 6% of patients wanting to book appointments in person.

The Practice will endeavour to look into ways of facilitating the use of online appointment booking, which we would expect to have a positive effect on the ability to contact the surgery by telephone as 32% of the patients said that they did not find it easy getting through to the practice by telephone.
The full action plan is provided at appendix 2.

4. Summary
The development of a Patient Reference Group and carrying out a patient survey has helped the practice identify some key areas for action.  The practice and PRG will continue to work together to understand patients’ views about their practice, and how it can be where improvement can be made
Appendix 1 – Action plan

	Issue identified
	Action to be taken 

(or reason why this cannot be addressed in the near future)
	Success criteria – 

how will we know our action has led to improvement
	Timetable

	
	
	
	When will we implement
	When will we measure progress

	29% of Patients found it not very easy to get an appointment with the practice nurse
	The practice will conduct a separate practice nurse survey as to ascertain if the difficulties were due to the time of year the survey was conducted to get a true picture of it.  The practice perception is different from what the patient surveys reported on. The practice is aware that at certain times of the year the practice nurse appointments  are fully booked up due to Qof requirements 
An audit of Practice nurse appointments will be undertaken to measure appointment availability 
	Once the results of a further Practice Nurse Survey is back the practice will consider an appropriate  action plan 
The practice will analyse the Practice Nurse appointment audit.


	The Survey will be conducted may 2012
The Practice Nurse Appointment Audit will be conducted in May 2012 to run concurrently with the Practice Nurse appointment survey to ascertain if the audit and perception of the patients match.
	May 2012

	32% of patients found it was “Not very easy” getting through to the practice on the telephone
	The practice is considering looking into different ways of patients being able to contact the  surgery, with 13% of the patients wanting to be able to book appointments on line , this is something the practice will explore 
	The Practice will conduct a further survey to see if patients who book their appointments on the telephone feel it is easier to get through, since the start of the online booking service 
	The Survey will be conducted June 2012

	September 2012

	13% of patients expressed an interest in being able to book an appointment online
	The Practice will consider  looking into providing an on line appointment booking facility for patients to book appointments, the practice considers that if this service is proven popular, it may alleviate the phone lines from being busy , and therefore according to the patient survey figures 32% patients found it “Not very easy” to getting through on the phone 
	Once this service is on offer the practice will audit how many appointments are booked through an online facility to ascertain if this is an improvement to the service, 
	
	

	The PRG and the patient’s completing the survey felt it was to long
	The Practice will consult with the PRG and ask them to prioritise between 5-15 questions.
	The practice will  look at the amount of surveys fully completed, and feed back to the PRG the findings for their thoughts and comments  
	March 2013 
	March 2013

	
	
	
	
	

	
	
	
	
	


Appendix 2 - survey results

Q1 – When did you last see a doctor at the surgery?
· 52 people responded to this question, out of 52 survey forms returned

· 33 people (63%) answering the question said they had attended in the past 3 months
· 8 people (15 %) answering the question said they had last attended between 3-6 months
· 11 People (  21  %  ) answering the question  said they had last attended more than 6 months
.

Q2.  How do you normally book your appointments to see a doctor or nurse at the Surgery?   
· 51 people responded to this question, out of 52 survey forms returned

· 6 people (11 % )  answering the question said they normally book appointments in person

· 45 people (88%) answering the question said they normally book appointments by phone 

Q3.  Which of the following methods would you prefer to use to book an appointment at the Surgery?  
· 48 people responded to this question, out of 52 survey forms returned
· 3 people (6%) answering to this question said they would prefer to book appointments in person 
· 38 people(79%) answering the question said the would prefer to book appointment by phone
· 7 people (14%) answering the question said they would prefer to book appointment on line 
 Getting through on the phone

Q4.  In the past 6 months how easy have you found the following?  
Not all questions were answered in this section, some questionnaires had multiple answers 

· 10(18%) people answering the question said they found  getting through on the phone Very Easy

· 20(38%) people answering the question said they found  getting through on the phone Fairly Easy

· 17(32%)people answering the question said they found  getting through on the phone Not Very Easy

· 4 (8%)people answering the question said they found  getting through on the phone Not at all Easy

· 2(4%) people answering the question said they found  getting through on the phone Don’t Know

Seeing a Doctor

Q5.  In the past 6 months have you tried to see a Doctor fairly quickly? 
· 52 people responded to this question, out of 52 survey forms returned
· 37 people (71%)answering the question said Yes

· 14 people (26%)answering the question said No 

· 2   people (3%)answering the question said Can’t Remember 

Q6.  Think about the last time you tried to see a doctor fairly quickly.  Were you able to see a doctor on the same day or in the next two weekdays that the GP was open?

· 52 people responded to this question, out of 52 survey forms returned
· 46 people (88%)answering the question said Yes
· 6   people (12%)answering the question said No
· 0   people (%)answering the question said Can’t Remember
Q7.  If you weren’t able to be seen during the next 2 weekdays that the GP

· 24 people responded to this question, out of 52 survey forms returned
· 12 people(50%)  answering the question said  there weren’t  any appointments 

· 1  person(4%) answering the question said the times offered didn’t suit

· 6  people(25%) answering the question said the appointment was with a Dr they didn’t want to see 

· 1 person(4%) answering the question said Another reason    

· 4 people(16%) answering the question said  Can’t remember 
Q8.  In the past 6 months, have you tried to book ahead for an appointment with a Dr? By ‘booking ahead’ we mean booking an appointment more than two weekdays in advance.
· 49 people responded to this question, out of 52 survey forms returned
· 34 people (69%)answering the question said Yes
· 15  people (31%)answering the question said No
· 0   people (%)answering the question said Can’t Remember
Q9.  Last time you tried, were you able to get an appointment with a Dr more than 2 weekdays in advance? 

· 24 people responded to this question, out of 52 survey forms returned
· 20 people (83%)answering the question said Yes
· 2 people (8%)answering the question said No
· 2  people (8%)answering the question said Can’t Remember
Arriving for your appointment

Q10.  How clean is the GP surgery?

· 51 people responded to this question, out of 52 survey forms returned
· 26 people(50%)  answering the question said  Very Clean
· 22 people(44%)  answering the question said  Fairly Clean
· 3 people(6%)  answering the question said  Not Very Clean
Q11.  How helpful do you find the receptionists at the Surgery?
· 49 people responded to this question, out of 52 survey forms returned
· 33 people(67%)  answering the question said Very Helpful
· 16 people(33%)  answering the question said Fairly Helpful
· 0 people(0%)  answering the question said Not Very Helpful
Q12.   How long after your appointment time do you normally wait to be seen?

· 52 people responded to this question, out of 52 survey forms returned
· 3 people(6%)  answering the question said I don’t normally have appts at specific time
· 3 people(6%)  answering the question said I am normally seen on time
· 1 person (2%)  answering the question said Less than 5 minutes
· 30 people(57%)  answering the question said 5 to 15 minutes
· 11 people(21%)  answering the question said 15-30 minutes
· 3 people(6%)  answering the question said More than 30 minutes 
· 1 person(2%)  answering the question said Can’t remember 
· Q13.   How do you feel about how long you normally have to wait?
· 51 people responded to this question, out of 52 survey forms returned
· 31 people(61%)  answering the question said I don’t normally have to long wait
· 9 people(18%)  answering the question said I have to wait a bit too long
· 3 people(6%)  answering the question said I have to wait far too long
· 8 people(15%)  answering the question said No opinion/doesn’t apply
Seeing the Doctor you prefer

Q14.   Is there a particular Dr you prefer to see at the GP Surgery?

· 52 people responded to this question, out of 52 survey forms returned
· 35 people(67%)  answering the question said  Yes

· 17 people(33%)  answering the question said  No
Q15.   How often do you see the Dr you prefer?

· 47 people responded to this question, out of 52 survey forms returned
· 21 people(45%)  answering the question said  Always or most of the time

· 7 people(15%)  answering the question said  A lot of the time

· 11 people(23%)  answering the question said  Some of the time

· 4 people(8.5%)  answering the question said  Never or almost never

· 4 people(8.5%)  answering the question said Not tried at this GP Surgery    

Seeing a Doctor at the GP Surgery or Health Centre

Q16.   The last time you saw a Dr at the surgery how good was the Dr ?  

· 42 people responded to this question, out of 52 survey forms returned
· 25 people(59%)  answering the question said Very Good

· 14 people(33%)  answering the question said Good

· 1 person (2%)  answering the question said  Neither Good nor Poor

· 1 person (2%)  answering the question said  Poor
· 1 person (2%)  answering the question said  Doesn’t apply

Q17.   Did you have confidence and trust in the doctor you saw?
· 52 people responded to this question, out of 52 survey forms returned
· 38 people(73%)  answering the question said Yes, definitely

· 11 people(21%)  answering the question said Yes ,to some extent
· 2 people(4%)  answering the question said No, not at all

· 1 person(2%)  answering the question said Don’t know/can’t say 

Seeing a Practice Nurse at the GP Surgery or Health Centre

Q18.   How easy is it for you get an appointment with a Practice Nurse at the surgery?
· 51 people responded to this question, out of 52 survey forms returned
· 14 people(27%)  answering the question said   Haven’t tried

· 19 people(37%)  answering the question said  Very Easy

· 2 people(4%)  answering the question said  Fairly Easy

· 15 people(29%)  answering the question said  Not Very

· 1 person(2%)  answering the question said Don’t Know

Q19.   Last time you saw a Practice Nurse at the Surgery, how good did you find the Practice Nurse?   

· 46 people responded to this question, out of 52 survey forms returned
· 31 people(67%)  answering the question said Very Good

· 3 people(7%)  answering the question said Good

· 12 people(26%)  answering the question said Doesn’t apply

Your Overall Satisfaction

· Q20.   In general, how satisfied are you with the care you get at the Surgery? 
·  46 people responded to this question, out of 52 survey forms returned
· 32 people(70%)  answering the question said Very

· 11 people(24%)  answering the question said Fairly

· 2 people(4%)  answering the question said Neither Satisfied nor dissatisfied

· 1 person(2%)  answering the question said Quite dissatisfied

Q21.   Would you recommend the Surgery to someone who has just moved to your local area.?  

· 49 people responded to this question, out of 52 survey forms returned
· 37 people(76%)  answering the question said Yes

· 10 people(20%)  answering the question said Might

· 2 people(4%)  answering the question said Not sure

Planning your care
Q22.   Do you have any long-standing health problem, disability or infirmity? Please include anything that has troubled you over a period of time or that is likely to affect you over a period of time.  

· 50 people responded to this question, out of 52 survey forms returned
· 28 people(56%)  answering the question said Yes (Go to Q23)

· 22 people(44%)  answering the question said No (Go to Q27)

Q23.   Have you had discussions in the past 12 months with a Doctor or Nurse about how best to deal with your health problems?  

· 35 people responded to this question, out of 52 survey forms returned
· 28 people(80%)  answering the question said Yes (Go to Q24)

· 7 people(20%)  answering the question said No (go to Q27)

· Q24.   In these discussions…..  
“Did the doctor or nurse take notice of your views about how to deal with your health problem?”
· 26 people responded to this question, out of 28  who answered Yes to Q24 
· 24 people(92%)  answering the question said Yes 
· 1 person(4%)  answering the question said Don’t Know

· 1 person(4%)  answering the question said N/A

“Did the doctor or nurse agree how best to manage your health problem?

· 13 people responded to this question, out of 28  who answered Yes to Q24 
· 11 people(85%)  answering the question said Yes 

· 2 people(15%)  answering the question said No 

Q25.   Do you think that having these discussions with your doctor or nurse has helped improve how you manage your health problems?

· 14 people responded to this question, out of 28  who answered Yes to Q24 
· 6 people(43%)  answering the question said Yes

· 6 people(43%)  answering the question said To Some Extent

· 1 person(7%)  answering the question said No

· 1 person(7%)  answering the question said  Don’t Know/Can’t remember 

Q26.   In the past 6 months have you had enough support from local services or organisations to help you manage your long-term health condition(s).  Please think about all services and organisations, not just health services. 
· 13 people responded to this question, out of 28  who answered Yes to Q24 
· 6 people(46%)  answering the question said Yes 

· 4 people(31%)  answering the question said To Some Extent

· 1 person(8%)  answering the question said No

· 2 people(15%)  answering the question said I have not needed such support

Diversity monitoring

90 survey forms were given out over a 3 week period and 52 forms were returned.  Of these, 23 people had completed or partially completed monitoring questions –

Gender

· 14(61%) completing the monitoring question were female, 9 (39%) were male

Age

· 1 person(5%)  answering the question said 25-34

· 4 people(19%)  answering the question said 35-44 

· 2 people(10%)  answering the question said 45-54

· 5 people(24%)  answering the question said 55-64

· 4 people(19%)  answering the question said 65-74

· 2 people(9%)  answering the question said 75-84

· 3 people(14%)  answering the question said 85 and over 

Ethnic group

What is your ethnic group? (Chose one section from A to E below, and then select the appropriate option to indicate your ethnic group)

· 22 people responded to this question, out of 52 survey forms returned
· 20 people(90%)  answering the question said  White British

· 1 person(5%)  answering the question said White Irish

· 1 person(5%)  answering the question said White & Black Caribbean

Disability

In general, would you say that your health is …

· 19 people responded to this question, out of 52 survey forms returned
· 4 people(21%)  answering the question said Excellent

· 1 person(5%)  answering the question said Very Good

· 6 people(31%)  answering the question said Good

· 5 people(26%)  answering the question said Fair

· 3 people(16%)  answering the question said Poor

Do you have any of the following conditions?  Please include problems due to old age.  Please tick all the boxes that apply to you
· 27  responses were given to this question, Some survey forms having Multiple answers 
· 5 people(19%)  answering the question said “Deafness or severe hearing impairment”

· 9 people(33%)  answering the question said “ A condition that substantially limits one or more basic physical activities, such as walking,       climbing stairs, lifting or carrying”

· 2 people(7%)  answering the question said “ A long standing psychological or emotional condition”

· 7 people(26%)  answering the question said “ Other ,including any long standing illness”

· 4 people(15%)  answering the question said “ I do not have any long standing condition”

Caring responsibility

Are you a parent or a legal guardian of any children aged under 16 years currently living in your home?

· 22 people responded to this question, out of 52 survey forms returned
· 4 people(18%)  answering the question said Yes

· 18 people(82%)  answering the question said No

Do you have carer responsibilities for anyone in your household with a long-standing health problem or disability?

· 22 people responded to this question, out of 52 survey forms returned
· 4 people(18%)  answering the question said Yes

· 18 people(82%)  answering the question said No

These returns suggest that the respondents were broadly in line with the practice list, though no returns from age range Under 18 and  18-24, and Ethnic Groups Asian or Asian British, Black or Black British, Chinese or other ethnic group mean that the views of those patients may be unrepresented. 
Appendix 3

Practice opening hours

Eastview Surgery premises are open:

Monday 8.30-1pm - 2pm - 9.15pm 

Tuesday-Friday 8:30am -1pm -2pm - 6:30pm 
During opening hours, patients are able to access services in the following ways – 

Appointment booking 

Telephone – 0151 920 7255
Repeat prescriptions (House Bound Patients Only)
Telephone – 0151 928 8849
Other services
Out of hours

Out of hours, patients can contact the Out of Hours service on 0845 070 4422

This phone number is given on the practice answering machine message.
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