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Patient Participation Report- January 2012

The following report outlines how the Practice established a Patient Participation Group, the work the Group has done in gathering patients’ views and changes instigated as a result of this.

Practice Demographics

Polkyth Surgery is a large Practice based in St Austell.  We currently have 10.200 patients.  Our Practice population covers a wide range of people, both from deprived backgrounds and more affluent.  18.84% of our patients are over 65.

The Practice currently has 6 GPs, 4 Practice Nurses and 2 Healthcare Assistants providing appointments throughout our core opening hours.

Profile of PPG Members

The Practice used a number of different ways to recruit members to the PPG, including putting information on the waiting room screen and Practice website as well as designing flyers and GPs and staff actively approaching people to ask them if they would like to join.

Initially 10 people turned up to the first meeting.  One of the first items on the agenda was the format of the group and how to look at making the group more representative.

The Group themselves decided to actively recruit members when they attended the annual flu immunisation clinics.  They also decided to alternate the meetings between Thursday afternoons and Saturday mornings to maximise attendance.

The Group now has 20 patient members, along with 2 practice staff members.

The average age of the current Group is 61, the oldest member being 75 and the youngest 25.  We are aware that we do not have any teenage representation at present.

There is a good balance of both male and female patients.  The patients themselves have used a wide range of both Primary and Secondary care services, including metal health, long term condition services, disability and mobility services.  

We are aware that we do not have any representatives from our ethnic minority patients and we hope that our continued drive to ensure the group is truly representative will encourage patients from these communities to come forward.

Patient Survey

The PPG agreed that a patient survey was the best way to obtain current views on the services offered and ascertain whether any changes were necessary.

The questions were drawn up by the Patient Group and they agreed that they wished to hand these out at the annual Flu Immunisation Clinics.  This would give Group members an opportunity to meet patients, inform them of their existence and recruit new members.

The Survey itself covered many aspects of Practice services including: ability to make an appointment; telephone access; length of consultation; access; opening hours and complaints.  A copy of the patient survey questionnaire can be found at Appendix 1.

It was agreed that approximately 10% of the population should be surveyed and therefore 1000 questionnaires were handed out.

The Practice received a return of 330 completed surveys.

The results of the survey were discussed by the PPG at their December meeting and an action plan was agreed.

The survey results and agreed actions were published on the Practice internet site, the Waiting Room screen and leaflets were produced and handed out by the Reception Team.

A copy of the leaflet can be found at Appendix 2.  This gives details of the results and subsequent actions taken by the Practice.

The Patient Group noted that the majority of respondents were of the older age group and therefore it was agreed to carry out a further survey in October 2012 to target a wider population.

Practice Opening Hours and Access arrangements

The Practice is open as follows:

Monday and Wednesday 8am – 6.30pm

Tuesday, Thursday and Friday 8am – 7pm

Saturday 8am – 11am

The Practice does not close for lunch.

Patients access services by making an appointment either by telephoning or in person.

We do not allow patients to book appointments via the internet as yet as the survey results showed that the majority of patients would not use this service.  However, we may consider introducing this in the future.

Extended Hours

The Practice is open until 7pm 3 days a week and Saturday mornings.  GP appointments are available at these times for those patients who are unable to attend during core hours.

Patient Population

	Age Range
	%
	Number

	 
	
	 

	.   0->4    
	5.62%
	    571 .

	 
	
	 

	.   5->14   
	11.26%
	   1144 .

	 
	
	 

	.  15->19   
	6.41%
	    651 .

	 
	
	 

	.  20->24   
	6.58%
	    668 .

	 
	
	 

	.  25->34   
	11.62%
	   1180 .

	 
	
	 

	.  35->44   
	3.03%
	   1324 .

	 
	
	 

	.  45->54   
	14.10%
	   1432 .

	 
	
	 

	.  55->64   
	12.32%
	   1251 .

	 
	
	 

	.  65->74   
	10.15%
	   1031 .

	 
	
	 

	.  75->84   
	6.31%
	    641 .

	 
	
	 

	.  85->94   
	2.42%
	    246 .

	 
	
	 

	.  95 >>>   
	0.19%
	     19 .


Appendix 1
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	14 Carlyon Road

St Austell

Cornwall

PL25 4EG

Tel: 01726 75555

Fax: 01726 71217


14 September 2011 

Dear Patient

Polkyth Surgery Patient Participation Group would be very grateful if you could complete the enclosed Patient Questionnaire.

This will enable the Practice to evaluate our current service and see if there are any areas that need improvement.

We are very grateful to you for taking the time and trouble to fill in this survey and help us to improve the service we are offering.

Yours sincerely

Mrs Katrina Clemes

Practice Manager (Patient Services)

POLKYTH SURGERY PATIENT QUESTIONNAIRE

The Doctors, staff and Patient Participation Group are keen to understand your views and experiences of the Practice.

We would be very grateful if you could complete this survey so we can review the services we offer and look at ways of improving those areas where we are doing less well.

A. Appointments at the Practice
Q1.  When did you last see a Doctor at the Practice?

	In the past 3 months
	

	Between 3 and 6 months ago
	

	More than 6 months ago
	

	I have never been seen at the Practice
	


Q2.  If you haven’t seen a doctor in the past 6 months, why is that ?  Please tick all  that apply

	I haven’t needed to see a doctor
	

	I couldn’t be seen at a convenient time
	

	I couldn’t get to my appointment easily
	

	I didn’t like or trust the doctors
	

	I had to cancel
	


Q3.  How do you normally book your appointments to see a doctor or nurse at the Surgery  ?   Please tick all that apply

	In person
	

	By phone
	

	Doesn’t apply
	


Q4.  If the Practice allowed patients to book their appointments via the internet would you use the service?

	Yes
	

	No
	


B. Getting through on the phone

Q5.  In the past 6 months how easy have you found the following ?   Please put a tick in one box for each row

	
	Haven’t
tried
	Very

Easy
	Fairly 
easy
	Not very

easy
	Not at
all easy
	Don’t 
know

	Getting through on the phone
	
	
	
	
	
	

	Speaking to a Doctor on the phone
	
	
	
	
	
	

	Speaking to a Nurse on the phone
	
	
	
	
	
	

	Obtaining test results by phone
	
	
	
	
	
	


C. Seeing a Doctor

Q6.  Thinking of times when you are willing to see any doctor, how quickly are you usually seen (non-urgent appointment)?
	Same Day
	

	Next Working Day
	

	Within 2 working Days
	

	Within 1 week
	

	Within 2 weeks
	

	Does not apply
	


Q7.  How do you rate this?
	Excellent
	

	Very Good
	

	Good
	

	Fair
	

	Poor
	

	Very Poor
	

	Does not apply
	


Q8.  If you need to see a GP urgently can you normally get an appointment the same day?
	Yes
	

	No
	

	Does not apply
	


Q9.  Have you ever had a telephone consultation with the GP?
	Yes
	

	No
	

	Can’t remember
	


Q10.  What was the telephone consultation for?

	Urgent Problem requiring same day advice
	

	Routine problem requiring advice
	

	Follow-up 
	

	Other
	

	Does not apply
	


Q11.   Did the telephone consultation resolve your problem?

	Yes
	

	No
	

	Can’t remember
	

	Partially
	


Q12.   In what circumstances would you use the telephone consultation service again?

	Urgent Problem requiring same day advice
	

	Routine problem requiring advice
	

	Follow-up 
	

	Obtaining Results
	

	Would not use
	


D. Arriving for your appointment

Q13.  How easy do you find getting into the building at the surgery ?

	Very easy
	

	Fairly easy
	

	Not very easy
	

	Not at all easy
	


Q 14.  How would you rate the waiting area:

	Excellent
	

	Very Good
	

	Fairly Good
	

	Not very Good
	


Q.15  What improvements, if any, would you like to see in the waiting room?

__________________________________________________________________

Q16.  How helpful do you find the receptionists at the Surgery ?

	Very
	

	Fairly
	

	Not very
	

	Not at all
	


If you did not find them helpful, could you please explain why

__________________________________________________________________

__________________________________________________________________

Q17.   How long after your appointment time do you normally wait to be seen?

	I am normally seen on time
	

	Less than 5 minutes
	

	5 to 15 minutes
	

	15-30 minutes
	

	More than 30 minutes
	

	Can’t remember
	


Q18   If you had a long wait, were you advised by the Receptionist that there was a delay?

	Yes
	

	No
	

	Can’t remember
	


Q19   How do you feel about how long you normally have to wait?

	I don’t normally have too wait long
	

	I have to wait a bit too long
	

	I have to wait far too long
	

	No opinion/doesn’t apply
	


Q20.   How long did your consultation last?

	Less than 5 minutes
	

	5 to 15 minutes
	

	15-30 minutes
	

	More than 30 minutes
	

	Can’t remember
	


Q21.   How do you rate this?

	About Right
	

	Would have preferred longer
	


Q22  Were you aware that you could book a double appointment if you felt you needed longer with the doctor?

	Yes
	

	No
	


Q23.  Thinking about your last appointment with the Doctor, please rate the following:

	
	Excellent
	Very

Good
	Good
	Poor
	Very 

Poor
	Does

Not

Apply

	How thoroughly the doctor asked you about your symptoms and how you were feeling
	
	
	
	
	
	

	How well the doctor listened to you
	
	
	
	
	
	

	How well the doctor explained any tests that were needed
	
	
	
	
	
	

	How well the doctor explained any treatment that was needed
	
	
	
	
	
	


E. Seeing the Doctor you prefer

Q24.   Is there a particular Doctor you prefer to see at the GP Surgery?

	Yes
	

	No
	


Q25   Which doctor do you normally prefer to see?

	Dr Travis
	

	Dr Tempest
	

	Dr Senior
	

	Dr Marsden
	

	Dr Cooper
	

	Dr Ristic
	

	Dr Warren
	


Q26.   How often do you see the Doctor you prefer ?

	Always or most of the time
	

	A lot of the time
	

	Some of the time
	

	Never or almost never
	

	Not tried at this GP Surgery 
	


F. Seeing a Practice Nurse
Q27  Have you had an appointment with  a Practice Nurse in the last 6 months?

	Yes
	

	No
	


Q28  Did you find it easy to make an appointment with a Practice Nurse?

	Yes
	

	No
	

	Haven’t tried
	


Q29.   Last time you saw a Practice Nurse at the Surgery, how good did you find the Practice Nurse at each of the following?   Please put a tick in one box for each row

	
	Very
good
	Good
	Neither good nor poor
	Poor
	Very 
poor
	Doesn’t apply

	Giving you enough time
	
	
	
	
	
	

	Asking about your symptoms
	
	
	
	
	
	

	Listening 
	
	
	
	
	
	

	Explaining tests and treatments
	
	
	
	
	
	

	Treating you with care and 
concern
	
	
	
	
	
	


G. Opening Hours

Q30.  How satisfied are you with the opening hours at the surgery ?

	Very
	

	Fairly
	

	Neither satisfied nor dissatisfied
	

	Quite dissatisfied
	

	Very dissatisfied
	

	Don’t know opening hours
	


Q31.  As far as you know is the surgery open …   Please put a tick in each row
	
	Yes
	No
	Sometimes
	Don’t 
know

	Before 8am ?
	
	
	
	

	At lunchtime ?
	
	
	
	

	After 6.30pm ?
	
	
	
	

	On Saturdays ?
	
	
	
	


Q32.  Would you like the surgery open at additional times?

	Yes
	

	No
	


Q33.  What additional times would you like to see the surgery open?

	Before 8am 
	

	At lunchtime 
	

	After 6.30pm 
	

	On Saturday 
	


H. Your Overall Satisfaction

Q34.   In general, how satisfied are you with the care you get at the Surgery?  

	Very
	

	Fairly
	

	Neither satisfied nor dissatisfied
	

	Quite dissatisfied
	

	Very dissatisfied
	


Why? ____________________________________________________________________

_________________________________________________________________________

Q35.   Have you ever had to use the Practice Complaints Procedure?

	Yes
	

	No
	

	Can’t remember
	


If Yes did it prove satisfactory in resolving your complaint?

	Yes
	

	No
	

	Can’t remember
	


Q36.   Would you recommend the Surgery to someone who has just moved to your local area?  

	Yes
	

	Might
	

	Not sure
	

	Probably not
	

	Definitely not
	

	Don’t know
	


I. Some questions about you
The following questions will help us to see how experiences vary between different groups of the population.  We will keep your answers completely confidential

Q37.   What sex are you?

	Male
	

	Female
	

	Other
	


Q38.  How old are you ?

	Under 18
	
	55 - 64
	

	18 – 24
	
	65 - 74
	

	25 – 34
	
	75 - 84
	

	35 – 44
	
	85 and over
	

	45 – 54
	
	
	


Q39.  If you need to see a doctor at your GP surgery or health centre during your typical working hours, can you take time away from your work to do this?

	Yes
	

	No
	

	Does not apply
	


Q40.  Do you have any of the following conditions?  Please include problems due to old age.  Please tick all the boxes that apply to you
	Severe hearing impairment
	

	Severe visual impairment
	

	A condition that substantially limits one or more basic physical activities, such as walking, climbing stairs, lifting or carrying
	

	A learning disability
	

	A long-standing psychological or emotional condition
	

	Other, including any long-standing illness
	


Q41.  Are you a hearing impaired person who uses sign language?

	Yes
	

	No
	


Q42.  Are you a Carer:

	Yes
	

	No
	


OTHER COMMENTS
If there is anything else you would like to tell us about your experience in hospital please do so here
	Any other comments ?




Thank you for taking the time to complete this survey.

Please hand it back to the  Reception Team at your earliest convenience

Appendix 2

General Overview
The Polkyth Surgery Patient Participation Group has recently carried out a survey seeking patients views on their experiences of Polkyth Surgery.

Over 330 patients completed and returned the Patient Survey Questionnaire.

The results were very encouraging with over 84% of patients saying they were likely to recommend the Practice to someone else.

The following pages show some of the issues raised and the actions being taken by the Practice to help resolve these.
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Practice Opening Times
Many patients were unaware of when the Practice was open and when it is closed.  The Practice is open as follows:

Monday 8am— 6.30pm

Tues 8am—7pm

Wed 8am—6.30pm

Thurs 8am—7pm

Fri 8am—7pm

Sat 8am—11am

The Practice is open throughout the day and does not close for lunch.

15% of patients surveyed wanted the Practice to open after 6.30pm.  Therefore in direct response to this we are now open until 7pm on Tuesdays, Thursdays and Fridays

Reception Staff

Although 95% of patients felt the Reception Staff were helpful, there were some less than complimentary comments.  

The Reception staff have undergone further training since the Survey was carried out and will be more proactive in ensuring patients are informed if the clinics are running late

Appointments

It was clear from the survey results that those patients seen within the last 3 months had a much more positive experience than those patients seen prior to this.  We believe this accurately reflects the positive changes that have been made within the Practice.

Internet Booking

Whilst some patients welcomed the idea of being able to book appointments via the internet, 61% of those surveyed felt they would not use this service.  The Practice has therefore deferred introducing this and will re-survey patients next year.

Appointment Length

63% of patients surveyed were unaware that they could book a longer appointment if they felt it was necessary.  Appointments are currently 10 minutes in duration but patients can ask for a “double” appointment if they have more than one thing to discuss or feel they need more time.

Access to a GP for routine appointments

It was clear from the survey results that those patients that had not been seen recently had felt that they had to wait too long for a routine appointment, even when willing to see any GP.

It was felt by the Patient Participation Group that the majority of patients needing a routine appointment, who were willing to see any GP, should be offered an appointment within one week.

Appointments Continued
In response to this, the Practice has re-arranged the working day and can now offer an additional 100 appointments per week.

Next Steps

The Patient Participation Group, along with the Practice, will be monitoring the impact of these changes.

We will be carrying out a further Patient Satisfaction Survey next year.

In the meantime if you have any comments you wish to make about the service received, please use the comments book available in Reception

Thank you


Patient Survey Results
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