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Local Patient Participation Report 2012 – 2013

Practice and Patient Group Profile
Valley View Surgery is located in Undercliffe, an area on the outskirts of the city of Bradford, and serves a population of 6142 patients (March 2013).  Our Patient Representative Group was formed in 2011.

With the help of the Group, the doctors and staff in the Practice continue to improve the services offered to patients but educating patients about self help for minor illnesses still presents one of our biggest difficulties.

Unfortunately, we haven’t been able to grow the Group and attendance at meetings is proving sporadic.  We continue to send invitations to meetings and minutes of meetings to all those who expressed an interest in the Group.

Profile of the Patient Representative Group

The Group includes different age groups and different ethnic backgrounds.  Invitations to join the Group were distributed widely amongst our Practice population when it was first formed.  Further invitations have also been issued by the Chair of the Group.  Although patients have registered an interest most of them have been unable to attend meetings.  The agendas and minutes have been distributed to all those who registered such an interest.
Local Practice Survey

After discussion with the tPCT, the survey we used last year, with amendments to cover actions taken since the previous one, was used again this year.  The survey was again available for completion on the website.  Patients attending the surgery were also asked to complete the survey in paper form.  The results were analyzed by our website provider and the full survey details are available there and by request at the Practice.  The survey results will also be e-mailed to the members of the Group and those patients who have expressed an interest.
Survey Results 

Valley View Patient Survey 2012

Number of Responses: 176
Information about you

1. Are you:

Male  36%
Female  63%


2. Please select your age group:

16-25  19%
26-35  30%
36-50  28%
51-65  12%
65 and over  7%
No response  4%
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3. Please select your ethnic group:

Asian or Asian Black – Bangladeshi  9%
Asian or Asian Black – Indian  3%
Asian or Asian Black – other background  0%
Asian or Asian Black – Pakistani  57%
Black or Black British – Caribbean  0%
Black or Black British African  0%
Black or Black British – other background  0%
Mixed – Other background  0%
Mixed – White and Asian  2%
Mixed White  0%
and Black African  0%
Mixed – White and Black Caribbean  0%
Chinese  1%
White – British  22%
White Irish  1%
No response  5%
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Access
Thinking of the times you have phoned the surgery, how would you rate the following.

4. How easy was it to get through to book an appointment?

Very easy  10%
Fairly easy  18%
Neither easy or difficult  21%
Fairly difficult  25%
Very difficult  22%
Don't know / never tried  0%
No response  4%
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5. How easy was it to make an appointment with a doctor at the time you wanted?

Very easy  10%
Fairly easy  23%
Neither easy or difficult  18%
Fairly difficult  27%
Very difficult  16%
Don't know / never tried  1%
No response  5%
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6. Are you able to see the doctor you wanted?

Never  5%
Sometimes  60%
Always  22%
Don't know / never tried  7%
No response  6%
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7. How important is it to you that you see the doctor of your choice when coming to the surgery?

Very important  55%
Fairly Important  27%
Not very important  3%
Not important  6%
Don't know  4%
No response  5%
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8. How long after your appointment time do you normally have to wait to be seen by the doctor or nurse?

5 minutes or less  25%
6-10 minutes  47%
11-20 minutes  19%
21-30 minutes  3%
More than 30 minutes  1%
No response  5%
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9. How do you feel about how long you normally have to wait?

I don't normally have to wait long  60%
I have to wait a bit too long  30%
I have to wait far too long  1%
No opinion / doesn't apply  5%
No response  4%
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10. How do you feel about "telephone triage" (where a doctor/practitioner decides whether you need to be seen on the day)?

I would be satisfied  50%
I would not be satisfied  34%
Don't know / never used this service  14%
No response  2%
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Reception
11. How helpful do you find our receptionists at the surgery?

Very helpful  55%
Fairly helpful  37%
Not very helpful  4%
Very unhelpful  1%
No opinion / doesn’t apply  1%
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12. When you are in the reception area, can other patients hear what you say to the receptionists?

Yes  67%
No  31%
No response  2%
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13. If you answered yes to the above question, how do you feel about this?

It doesn’t bother me  16%
It only happens sometimes / it’s not really a problem  24%
I ask to speak privately  13%
I feel uncomfortable as I don’t want anyone to hear  13%
I feel uncomfortable so I don’t explain what I need properly  7%
Other  10%
No response  17%
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14. Do you feel that the new "wait here" sign has improved confidentiality in the reception area?

Yes  70%
No  26%
No response  4%
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Patient Information
15. How easy is it to find out about the opening hours and services offered by our surgery?

Very easy  50%
Fairly easy  41%
Not very easy Not at all easy  4%
No response  5%
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16. Are you aware of the surgery website and how to access it?

Yes  44%
No  53%
No response  3%
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If you answered yes, is there any other information that you would like to see included?
Appointments
17. Sometimes patients arrive late for their appointments which is a problem because it has a knock on effect to other patients. Thinking about those patients who arrive late for their appointments, how do you think the surgery should deal with this issue?

See them on arrival as soon as it is convenient  35%
See them at the end of the surgery  35%
Ask them to make an alternative appointment if possible  22%
No response  8%
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18. Following the results of last years survey, there is now a system in place where patients will not be seen if they attend 15 minutes or more late for their appointment. Up to 15 minutes late, patients may or may not be seen - at the discretion of the doctor or nurse their appointment is booked with. Do you think that this new system is:

Fair  86%
Not fair  9%
No response  5%
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19. Missed appointments are a big problem for us as it wastes clinical time that could have been allocated to other patients. How would you like to see us tackle this problem?

Undertake a campaign to highlight how important it is to keep appointments  13%
Send appointment reminders via phone  58%
Write to inform them of the missed appointment and warn of the consequences i.e. removal from the list  23%
No response  6%
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20. One of the ways we use to try to reduce the number of missed appointments is to remind patients about their routine appointments by phone and by text message to a mobile. How helpful do you / would you find this service?

Very helpful  81%
Fairly helpful  10%
Not very helpful  1%
Not helpful at all  0%
No opinion / doesn’t apply  2%
No response  6%
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If you wish to receive text reminders please complete a form at the reception desk.
Prescriptions
21. How satisfied are you with our current system for asking for repeat prescriptions?

Very satisfied  42%
Fairly satisfied  39%
Not very satisfied  7%
Not satisfied at all  5%
No response  7%
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22. Are you aware that you can now order repeat prescriptions on the web site?

Yes  30%
No  66%
No response  4%
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Other
23. How satisfied are you with the service you receive at the surgery?

Very satisfied  48%
Fairly satisfied  43%
Not very satisfied  5%
No response  4%

[image: image22.png]@ very satisfied
W Fairly satisfied
O Notvery satisfied
[ No response





24. Would you recommend the surgery to someone who has just moved into the local area?

Yes  82%
No  13%
No response  5%
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If no, please tell us why

Thank you

Thank you for taking the time to answer this survey. Your comments help us make decisions about how the practice is run.

 

Based on the results of the survey the following action plan will be presented to the Group:

· Patients seem to be keen to have a triage system for appointments.  We have tried this before and it wasn’t popular at that time.  We will look at different ways of implementing a triage system which may be more successful.

· The “please wait here” sign in reception has been readily accepted and seems to have improved confidentiality.  There may be other things which we could signpost in this clear and easy to understand manner.  This could be an item for discussion at a future Group meeting.
· Patients find reminders about their appointments are very helpful.  We will continue to try and increase the uptake of SMS reminders.  This service is convenient for patients and also means that receptionists can have more time for other tasks instead of telephoning patients to remind them of their appointments.

· We were surprised by the number of patients who found it difficult to access our opening times and will try to find other ways to advertise these.  

· Unfortunately, we still have a substantial number of DNA’s each month.  We remind all patients about their appointments either by phone or by SMS and this has been highlighted as useful by the survey results.  A letter to be sent to patients who consistently DNA will be drafted and shared with the Group.  This letter will not be threatening but will simply provide more information for patients about the effects of not attending/cancelling appointments.
· Although 82% of responders said that they were satisfied with the service they receive at the surgery, 13% said that they would not recommend the surgery to others.  This is obviously a worrying figure.  The majority of those who left a comment find it difficult to get appointments.  We will have staff training updates to discuss more rapid answering of the phones. One of the causes of this problem has already been mentioned – high numbers of DNA’s.  Another cause of the problem has also been mentioned earlier in this report - educating patients about self help for minor illnesses.  A large number of our Practice population are still reliant on the GPs, nurse practitioner and practice nurse for problems which they could easily and safely deal with themselves at home.  There doesn’t seem to be an easy solution to this but, hopefully, continued advice about self help from all our clinicians will have some results.  
· 66% of patients who responded to the survey weren’t aware that they could order prescriptions on the website.  We obviously need to advertise this more extensively.

· Only 55% of patients found the reception staff helpful.   This is an area of concern and updates in customer care will be arranged for all staff to attend.

Availability of the Local Patient Participation Report
A copy of this report has been made available to:

PRG members and other patients who expressed an interest

PRG notice board in the waiting area

Practice website

Our local tPCT
Access to services at Valley View Surgery

The Practice is open from 8.30am to 6pm (8pm on Tuesdays) Monday to Friday.  At 6pm each evening, including Tuesdays, the phones are put through to Local Care Direct to ensure that our patients can access medical advice or treatment.

Surgeries are provided morning and afternoon by the doctors, nurse practitioner, practice nurse, health care assistants and phlebotomists with extended access appointments provided by a doctor and the nurse practitioner on Tuesday evenings.
	
	Monday
	Tuesday
	Wednesday
	Thursday
	Friday

	Dr S Rafaquat


	9.30am-11.30am

+ 4 telephone consultations
	9am-11am

+ 4 telephone consultations
	9.30am-11.30am
+ 4 telephone consultations
1.30pm-3.30pm
	9.30am-11.30am
+ 4 telephone consultations
3pm-5pm
extras
5.10pm-5.40pm
	9.30am-11.30am

+ 4 telephone consultations

	Dr A El-Syed


	9am-11am
+ 4 telephone consultations
3pm-5pm
extras
5.10pm-5.40pm
	9am-11am

+ 4 telephone consultations
	
	9am-11am
+ 4 telephone consultations
1.30pm-3.30pm


	9am-11am
+ 4 telephone consultations
1.30pm-3.30pm



	Dr A Hafeez


	9am-11am
+ 4 telephone consultations
2.30pm-4.30pm


	9am-11am
+ 4 telephone consultations

	9am-11am
+ 4 telephone consultations
2.30pm-4.30pm
Extras
4.50pm-5.20pm
	
	9am-11am
+ 4 telephone consultations
3pm-5pm
Extras
5.10pm-5.40pm



	Advanced Nurse Practitioner
	8.30am-12.30pm

1.30pm-5.30pm
	1pm-5pm

5.30pm-8pm
	8.30am-12.30pm

1.30pm-5.30pm
	8.30am-12.30pm

1.30pm-5.30pm
	8.30am-1.30pm


Tuesday evening extended hours 6.30pm to 8pm will be covered by 1 GP and the Advanced Nurse Practitioner or 2 GP’s if the ANP is not available.

On Tuesday afternoons we have baby clinics and extra surgeries which are covered alternately by Dr Rafaquat and Dr El-Syed.

We also have clinical and staff meetings around lunch time on Tuesdays and the doctors also use this time for management sessions.

