

Dr Astbury & Partners Local Patient Participation Report (LLP Report)
Patient Participation Groups (PPG)
It has been increasingly recognised that having good communication channels with your patients is an incredibly useful and powerful tool. It provides the opportunity to ensure that patients are involved in decisions about the range and quality of services provided and, over time, commissioned by their practice. This includes patients being involved in decisions that lead to changes to the services their practice provides or commissions, either directly or in its capacity as gatekeeper to other services. 

PPG DES (Directly Enhanced Service)
The DES was introduced to promote the practice engagement of patients through the use of effective Patient Groups and to seek views from practice patients through the use of a local practice survey. The DES was rolled out in April 2011 and was set to run for 2 years.
Dr Astbury & Partners PPG

The practice has had an active PPG since 2006 who have been involved in a number of successful initiatives.  

Upon the commencement of the DES in 2011 the practice sought to expand its current PPG to include a more representative sample of its patient population and to create a Patient Reference Group (PRG). 

The PRG gives an opportunity for patients who would like to be involved with the practice but are unable to attend regular in house meetings. The practice communicates with the PRG via email a number of times per year to ask for their feedback on various issues and update them on the latest items that we are reviewing with the PPG.

Continued Development of the PPG
During the launch of this DES the practice looked at many ways of trying to engage its population to ensure that it had a representative sample of patients as part of the PPG. It is not always possible to have an entirely representative sample but the practice worked hard at trying to offer as many patients as possible the opportunity of becoming a member of either the PPG or PRG.

In addition to the work carried out at the commencement of the PPG DES, the practice continues to be proactive in engaging patients with both the PPG & PRG.  We have been advising patients of these groups via the following methods:

· Information in reception 

· Items in the practice newsletter

· Page on the practice website with an on line sign up form 

· Reference added in the practice booklet

· Patients attending the surgery for Chronic Disease Management Clinics

· Contacting ethnic minority associations

The demographics of the current PPG are set out in the attached document 
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The practice continues to try to improve the balance of the PRG and the PPG by offering to patients as outlined above.
Local Practice Survey

During 2011-12 and 2012-13 the practice generated its own local survey together with the PPG. For the 2013-14 survey we felt it would be helpful to use a standardised survey, and as such decided to use GPAQ (General Practice Assessment Questionnaire) which has been a nationally recognised tool for obtaining patient feedback since 2004. Given the size of the practice and number of doctors it was becoming increasingly difficult analyse the data collected.
Although we found the local survey gave us the flexibility to structure our own questions, the practice and the PPG felt it would be useful to see how we compared to national benchmarks. Whilst there are therefore some areas that we cannot directly compare year on year the questions are similar enough to enable us to carry out comparisons where appropriate.

The area’s that were agreed as priorities for the survey were:

· Reception and Telephones

· Appointments

· Clinicians – including the quality of care provided
· Opening Times

· Overall experience 
After discussion with the PPG the practice felt confident that GPAQ covered these priorities.

The Survey
The Local Practice Survey took place during January and February 2014. As with previous years the practice gave out 50 surveys per GP to patients randomly throughout January and February. We received a total of 477 completed surveys. Not all questions were answered by all respondents and so to clarify, the number answering each question has been stated at the bottom of each table in the survey results document. 
The practice would like to thank all those patients who took part. The survey has proved extremely useful in helping the practice to put together a Development Action Plan.

A full copy of the GPAQ survey results can be found on the practice website – www.drastburyandpartners.co.uk – or can be obtained via reception. The GPAQ summary can also be obtained via either of these methods.

The Survey Results  - Practice Summary
The results provided by GPAQ, where appropriate, show not only the results for the practice but general GPAQ benchmark and the benchmark for this year (V4) results. 
The results also enabled us to generate a Development Action Plan.

An overview of the various areas is included in the GPAQ report. The body of the report contains an analysis of the results of each question asked.

Just over 63% of the patients completing the survey were female and there was an excellent mix of age groups with the largest proportion of respondents falling into the 16-44 age bracket.  This is a very similar response grouping to those completing last years survey.

It is worth mentioning that the previous years survey commenced less than two months after the practice had closed the two sites at the Harlestone Road Surgery and the Duston Medical Centre and transferred all patients to the purpose built St Luke’s Primary Care Centre. As a results of this, the practice included some questions on the building itself to see how patients felt about the new building and if there were other items which they felt needed to be incorporated. As we were using the GPAQ survey, this years survey did not include the questions regarding the building but a number of patients did comment on how pleased they were with the new premises including the attached comments:

· Much better in new building

· Bright, well run

Shortly before the 2012-13 questionnaire the practice had changed its appointments system to try to improve access to a system called Dr First. This appointments system works by all patients who request an appointment being telephoned triaged by a doctor before the appointment is booked by the doctor where considered appropriate by the doctor and/or the patient.

This resulted in a significant change in the role of the doctors and receptionists. 

The new appointments system enables the practice to provide much improved access to the doctors.  The vast majority of patients are seen by the appropriate clinician on the same day.  

Whilst this system has now been running for almost 18 months, with 21,000 patients we still treat it as new system, and the results of this years survey demonstrate that some patients may still be uncertain of how the system can meet their needs. The appointment system is constantly being reviewed and the comments made in the survey will be reviewed as a part of the development of the Action Plan at the end of this document.

Reception

93% of patients found the receptionists to be either helpful or fairly helpful which is very encouraging. This result is slightly down on last years results, but those who did comment found the receptionists to be caring and friendly.

Some patients found the queues at reception long and inconvenient.  The practice will be reviewing these comments and this will form part of our action plan.

Some of the comments made:

· Staff on the front desk and telephones are very focused and friendly

· First Class!

· Receptionists are not all good at human skills

· More receptionists on front desk. Especially at busy periods

Telephones 

59% of patients felt that it was easy or fairly easy to get through on the telephones. The practice is aware that telephone access is an area that we need to improve on and we are currently implementing measures to try to ease congestion. This will require careful monitoring via the development action plan  to ensure it is improving the service we provide.

Some of the comments made:

· In the past it has not been easy to get through on the phone. Today was excellent!

· Current difficulty getting through on the phone line with long wait. Once through receptionists and doctors are very helpful and efficient

· Making an appointment by phone, not a good idea

· Not to be kept waiting when phoning
Appointments 

82% of patients felt that they could see a doctor urgently on the same day. Whilst we are unable to compare this directly with the previous years results, only 42% of patients in the 2012-13 survey felt that they would be seen on the same day. This improvement demonstrates that patients are beginning to understand how the appointment system works, and the benefits of it. Almost 82% of patients felt that it was important to be able to book ahead but only half found it easy to do so. Whilst the understanding of the appointment system has increased, we clearly still have work to do.

Some of the comments made:

· It is very useful that we can get an appointment on the day we phone. My GP can ring me back and speak to me. Very helpful

· Making an appointment and seeing GP was easy

· I work in a communal office and it is not easy to make private calls

· I do not like having to wait for a call back to see if I am eligible for an appointment

Doctors – Rating how quickly the patients get seen 

Just over 85% of patients felt that the current waiting times were good, very good or excellent. This is a very positive response but as the vast majority of patients can be seen on the day it is likely that the remainder of the patients wanted to book a particular GP. Most of our GP operate part time hours and the availability of particular doctors can influence patient’s responses.  The patient comments indicate that they build up strong relationships with particular GP’s.

Some of the comments made:

· She is an excellent doctor and I have complete trust and faith in her. 

· Excellent doctor. The practice are very lucky to have him.
· Always positive + willing to listen & explains pleasant and on level playing field does not talk down to you

· He is always courteous, thorough, professional & gentle. His ability to put me at ease is due to his manner & beyond that, his medical experience and knowledge offers me great confidence in his ability.
Opening Times 

90% of patients thought that the opening times were convenient compared to 91% in 2012.  Of those who wanted a change in hours, some wanted appointments before 8.30am, some after 6.30pm and some at lunchtimes. As the practice is already open during these times we will review our website and information boards to ensure patients are aware of our availability. Again, some patients may have wanted appointments with specific doctors at theses times, but may be satisfied to see a different doctor if the timing is more appropriate for them.

Experience of the surgery and recommendations to others?

Just over 94% of patients said that their experiences at the surgery were good, very good or excellent. We are delighted that 95% said that they would recommend the surgery to someone who had just moved into the area. 

Some of the comments made:

· I've found the service provided by the practice to be excellent & consider myself fortunate to be registered with it

· Keep up the great work you do everyday, it is very much appreciated indeed.

· The practice is excellent. The move to the new site went so quickly and smoothly and is now better than ever. I have recommended the surgery to quite a few friends & family members. A BIG thank you to all Doctors, Nurses, everyone!

· I'm very please with this GP practice I had been with you for over 42 years

· I have always been happy at this surgery don't change a thing. Many thanks

Development Action Plan

The LLP report and Development Action Plan were distributed to and discussed with the PPG to provide them with an opportunity to input into the final report and plan. The final report and action plan were also reviewed at a full Partners meeting. The minutes of the PPG meeting and the completed Development Action Plan are available via the practice website www.drastburyandpartners.co.uk or via reception.
Opening Hours and Access to Services
The patient survey established that the majority of patients were happy with our current opening hours. Our core hours are 8.00am to 6.30pm Monday to Friday. We also provide extended hours between 7.00am and 8.00am each day for pre-booked appointments and between 6.30pm and 8.00pm one day per week (Tuesday and Wednesday alternatively). During these times patients can contact the surgery by telephone or come in and speak to a member of staff face to face. 

The practice also offers an on line booking service for GP consultations and ordering of repeat prescription request service which is available on line 24/7.
Patients can sign up to this service at reception or can download a registration form from our website.
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