SUMMERTOWN HEALTH CENTRE 
PATIENT PARTICIPATION REPORT 2012/13
Introduction 
For the past 2 years, Summertown Health Centre has been participating in the Patient Participation Direct Enhanced Service (the DES). As part of this, we are required to produce this report outlining the actions we have taken to engage patients and how we have complied with the requirements of the DES. 

The practice have found the discussion and feedback we have had from our patients via our Patient Reference Groups of great value and we would like to take this opportunity to thank every patient who has contributed in the past year. 
Our Patient Reference Group (PRG) runs by an invited group who meet 3 times a year and an on-line group via our website www.summertownhealthcentre.co.uk. The website also gives any patient the opportunity to email comments, suggestions and complaints to the practice manager. 
The PRG meetings are attended by; over 65’s, disabled people, mothers with young children, people from ethnic minorities. We have recruited additional members in 2012/13 to ensure continued representation from our list.

Our virtual group continues to grow and we now have over 150 members. Involving our younger and student population in patient participation continues to be a challenge. Those that are involved prefer to join the virtual group rather than attend meetings. 

2.   The 2012/13 Patient Survey 
2.1.  Formulating the survey

The survey used in 2011/12 (agreed with our PRG) was reviewed at a meeting on 11.12.12. Following the recommendations of the meeting, the rating system was changed and the format of the survey was changed to make it shorter. A copy of the survey form is attached at Appendix 1.         
2.2.  Running the survey 
        The patient survey was run between 28.1.13 and 15.2.13. 

Every patient coming into the surgery was invited to fill in a survey form. It was also available on-line. College nurses were asked to distribute the survey at the college surgeries to gain the views of students.  97 survey forms were returned.

The survey results were analysed and a report produced by an independent assessor. This year, the results were split between the 3 different sites; Summertown, Cutteslowe and Wolvercote. The report is available on our website and was sent electronically to our virtual PRG. The summary page of the report is attached at Appendix 2. 
2.3.   Formulating an action plan from the survey results
The PRG met on 26.3.13 to discuss the survey results and advise on action points to be taken forward.  The resulting action plan is attached at Appendix 3, is available on our website and was sent electronically to our virtual PRG.

4.      Access to Services

The DES requires the practice to set out the opening hours, methods of gaining access and extended hours surgeries as part of its Patient Participation Report. These are set out below. 

          Summertown Health Centre 

          The surgery is open Monday to Friday from 8.30 to 6.30 (except for Public Holidays). Details of GP surgeries and specialist clinics during core hours are available in our practice leaflet and on our website. Practice nurse clinics cover core hours. The range of services they provide is described in the practice leaflet and on the website. 
           Appointments may be booked by telephone or at the reception desk during the hours above. For every surgery, some appointments are bookable via the Emis Access system.  Patients are reminded about their appointment by text if they have provided us with a mobile phone number. 
           Repeat prescriptions may be ordered on-line (website link or Emis Access), by post, fax or in person. We do not routinely take telephone requests for repeat prescriptions.  Prescriptions are ready within 72 hours of request and may be collected in person from reception or sent to a nominated pharmacy. 

           Blood test and other results are available by telephone after 11 am or at the reception desk. 

           Extended hours surgeries are available at Summertown Health Centre as follows:

           Saturday morning surgery, GP only  0830-1045
           Late evening surgery once a week,  GP and nurse, 1830-1930

           Early morning surgeries once a week, 2 GPs 0700-0800.


Reception is open during these times for the collection of repeat prescriptions. Note that these times may vary from 1.4.13. 

Cutteslowe Surgery 

            The surgery is open from 0830 to 1830 Monday to Friday (except for 

             Public Holidays).

             GP and Nurse surgeries are as follows:

              Monday a.m.         GP Surgery 

              Monday p.m.
Nurse clinic

               Tuesday a.m.       Nurse clinic


   Tuesday p.m.       GP Surgery and Nurse Clinic

               Wednesday a.m.  GP Surgery and Nurse Clinic/Midwife

               Wednesday p.m.  GP Surgery and Nurse Clinic

               Thursday a.m.      GP Surgery and Nurse Clinic


   Thursday p.m.       Nurse Clinic


   Friday a.m.          GP Surgery and Nurse Clinic

                Friday p.m.          Nurse Cliinic

             Other Surgery services, except extended hours surgeries, may be 
             accessed as described for Summertown Health Centre.  

             Wolvercote Surgery 

             Core opening hours are:

             Monday  0830-12.30
Nurse Clinic

  Tuesday 0900-1300         GP Surgery 

              Wednesday 0900-1300   Nurse Clinic/Midwife

              Friday 1200-1830             GP Surgery 

             Other Surgery services, except extended hours surgeries, may be 

             accessed as described for Summertown Health Centre.   
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APPENDIX 1
Thank you for participating in our annual patient survey. We are very keen to hear the views of our patients and will respond to feedback in order to try to improve our services for our patients. 

We have used similar questions in previous questionnaires, but have altered the questionnaire, in line with feedback from our new patient reference group. 

	Q1
	Are You?
	
	
	

	
	Male ………………….
	
	Female ………………
	


ABOUT YOU

	Q2
	Are You?
	

	
	Under 18 …………..
	

	
	19–35 ………………..
	

	
	36-50 …………………
	

	
	51-65 …………………
	

	
	66 or over ………….
	

	Q3
	How often do you use the Surgery, including yourself or a dependent?
	

	
	Once a year or less ……………………………………
	

	
	2-5 times a year ………………………………………..
	

	
	6-9 times a year ………………………………………..
	

	
	10 or more times a year…………………………..
	


FOR EACH OF THE FOLLOWING QUESTIONS PLEASE INDICATE HOW YOU THINK WE ARE DOING IN THE FOLLOWING AREAS. IF YOU DON’T KNOW THE ANSWER TO A QUESTION, OR IT DOES NOT APPLY TO YOU THEN PLEASE LEAVE IT BLANK

THE SURGERY 

Please indicate the surgery you are providing feedback for:  Summertown Health Centre, Cutteslowe Surgery, Wolvercote Surgery. 

Surgery name:

	
	
	VERY GOOD
	GOOD
	FAIR
	POOR

	Q4
	Access to  the surgery building
	
	
	
	

	Q5
	The welcome and helpfulness of the receptionists at the desk
	
	
	
	

	Q6
	The cleanliness of the surgery
	
	
	
	

	
	
	
	
	
	


ACCESSING OUR SERVICES
	
	
	VERY GOOD
	GOOD
	FAIR
	POOR

	Q7
	Accessing the surgery by telephone
	
	
	
	

	Q8
	The range of appointment times offered by the surgery
	
	
	
	

	Q9
	The helpfulness of our receptionists on the telephone
	
	
	
	

	Q10
	Making an appointment with the doctor for an urgent matter
	
	
	
	

	Q11
	Making an appointment with the doctor for a routine matter


	
	
	
	

	
	
	VERY GOOD
	GOOD
	FAIR
	POOR

	Q12
	Making an appointment with the nurse for an urgent matter
	
	
	
	

	Q13
	Making an appointment with the nurse for a routine matter
	
	
	
	

	Q14
	Making an appointment or ordering a repeat prescription via our web services
	
	
	
	

	Q15
	The information provided on our website 
	
	
	
	

	Q16
	Being able to speak to a doctor or nurse by telephone
	
	
	
	

	Q17
	Getting text message reminders about your appointment time
	
	
	
	


	
	
	VERY GOOD
	GOOD
	FAIR
	POOR

	Q18
	The waiting time at the surgery to see the doctor
	
	
	
	

	Q19
	How the doctor communicated with you
	
	
	
	

	Q20
	How the doctor addressed your problems
	
	
	
	

	Q21
	The extent to which the doctor involved you in decisions about your care
	
	
	
	

	Q22
	Overall how you felt the appointment with the doctor was
	
	
	
	


THE DOCTORS APPOINTMENT 
THE NURSES APPOINTMENT 
	
	
	VERY GOOD
	GOOD
	FAIR
	POOR

	Q23
	The waiting time at the surgery to see the nurse
	
	
	
	

	Q24
	How the nurse communicated with you
	
	
	
	

	Q25
	How the nurse addressed your problems
	
	
	
	

	Q26
	The extent to which the nurse involved you in decisions about your care
	
	
	
	

	Q27
	Overall how you felt the appointment with the nurse was
	
	
	
	



The results of the survey and actions taken will be displayed in the waiting room and on our website. 

THANK YOU
APPENDIX 2

There were 97 respondents to the Patient Survey questionnaire, with 63.54% female and 36.46% male. 96.70% of respondents stated that they attended their surgery 2 or more times per year.

Access to the surgery building received mixed results. Cutteslowe Surgery and Wolvercote Surgery scored very highly for access with 100% of respondents rating it as either very good or good. Respondents for Summertown Health Centre found access to the building more difficult with 21.88% scoring it as either fair or poor. Parking was a particular issue that was raised in the final comments section. 

Respondents rated the welcome and helpfulness of the receptionists at Cutteslowe Surgery very highly with 100% of respondents scoring it as either very good or good. Respondents found the welcome and helpfulness of the receptionists at Summertown Health Centre and Wolvercote Surgery a little more mixed with 8.33% scoring it as fair at Wolvercote Surgery and 19.67% scoring it as either fair or poor at Summertown Health Centre.  

Overall respondents were happy with the cleanliness of their surgery, with over 90% scoring it as either very good or good.

Access to the surgery by telephone had a mixed response. The majority of respondents were happy with telephone access at Cutteslowe Surgery, with 95% of respondents rating it as either very good or good. In contrast 16.13% of patients were dissatisfied with the telephone access available at Summertown Health Centre, rating it as poor. This was also mentioned by a number of respondents in the final comments section.

Respondents from Cutteslowe Surgery and Wolvercote Surgery were fairly pleased with the range of appointment times offered at their surgery, with 75% or more scoring it as either very good or good. However, there were a number of comments in the final section from respondents at Cutteslowe Surgery who find it difficult to get appointments and have to travel to Summertown Health Centre to see a Doctor. Respondents from Summertown Health Centre were less satisfied with the appointment times available, with over 50% rating them as either fair or poor.

The helpfulness of the receptionists on the phone scored well with 79% or more of respondents from each surgery rating them as either good or very good. 

80% or more of respondents found it easy to book an urgent Doctors appointment. Respondents found it harder to book routine Doctors appointments, particularly at Summertown Health Centre, where 43.55% scored this as either fair or poor. This was also highlighted in the comments section. 

The majority of respondents found making both urgent and routine Nurses appointments easy, with over 85% scoring this as either very good or good. 

For those respondents who use the surgery website, over 87% found the information and services available online to be either good or very good. 

Respondents from Cutteslowe Surgery and Wolvercote Surgery found it easy to speak to a Doctor or Nurse on the telephone with 100% rating this as either very good or good.  The majority of respondents from Summertown Health Centre also found it easy, however 16.98% or respondents did rate this as either fair or poor.

The text messaging service reminding patients about appointments scored well with 90% or more rating it as either very good or good. 

Respondents were generally happy with their appointments with a Doctor. 90% of respondents scored all aspects of their appointment as either very good or good. The one exception to this was the waiting times, which saw 28.33% of respondents at Summertown Health Centre rating it as either poor or fair. 

Satisfaction with Nurses appointments was good with only 5% or less of respondents scoring aspects of their appointment as poor. 

. 
APPENDIX 3
 SUMMERTOWN HEALTH CENTRE 
ACTION PLAN ARISING FROM THE 2012/13 PATIENT SURVEY 

Introduction

This action plan has been drawn up using the results of the 2012/13 patient survey. The results are available on our website and have been displayed on the practice information notice board in the surgery.

The practice consulted its Patient Reference Group about the survey results and the actions we should take to improve on the issues that the survey has highlighted. 

The Patient Reference Group highlighted the fact that responses were received from a small number of the total patient population (0.69%). It was agreed that ways to improve the response rate should be identified for next year’s survey. It was also noted that the survey was conducted in the run up to the changeover to Emis Web, and the installation of a new telephone system. Both of these may have had a bearing on the results of the survey. 

Overall, it appears that the patient experience at Cutteslowe and Wolvercote is better than Summertown. It was felt that this is in part due to different patient groups using the surgeries and smaller numbers of people using Cutteslowe and Wolvercote. However, there are clearly lessons to be learnt from the two branch sites, to improve Summertown Health Centre.  

The Patient Reference Group felt that there are 4 areas the practice should look at:

· Appointments

· Waiting times to see the GP

· Improvement of the surgery environment at Summertown, including access issues.

ACTION PLAN 

1.  Appointments

1.1.  PRG discussion 
        The PRG recognised the increasing demands that are being put on all 

        Practices and that availability of appointments is an issue for many. 

        The ability of patients to get a routine appointment was an issue, as well as asking patients to “ring back at 8.30”.
         The practice manager summarised how the appointment system was set up, with a mixture of same day, appointments available within a week and routine (3/7 day) appointments. The PRG agreed that the same day appointment system, with an on-call doctor triaging and seeing anyone who needed to be seen urgently, worked well. 

         Patients being able to see the doctor of their choice was also discussed. This has been raised in the patient surveys over the years. It was agreed that it is a difficult problem to solve. The point was made that in the long run it can save time to see the same doctor as the patient does not need to go over history, or the doctor familiarise themselves with the patient record. 

1.2.  Appointments - Action Points
        Change the balance of routine and 3/7 day appointments
        The practice manager will discuss this with the practice team and change the number of appointments allocated to routine. 

Publicise appointment availability across 3 sites        
        The PRG recommended that more publicity is given to the availability of appointments across the 3 sites for all patients. Practice Manager to action. 

2.  Waiting Times to see the GP at Summertown 

2.1.  PRG Discussion 
        This relates to the time patients spend sitting in the waiting room and that 

        GPs often run late, causing a wait for patients. 

         The PRG acknowledged that more and more has to be fitted into the 10 

         minute appointment with the GP. If appointments were made longer then 

         there would be less available. The PRG agreed that communication 

         would ease many of the frustrations with waiting.

2.2.  Waiting Times – Action Points
         Improve information about waiting time

The new automated check-in gives patients information about the waiting times for each GP. Receptionists should tell patients who do not check in automatically if a GP is running more than 20 minutes late. 
Skill Mix within the Practice 
        The practice is implementing a number of changes to the nursing team to 

         help patients get the most appropriate and quickest access to services. 

         This includes the employment of a new phlebotomist  who will free more 

         senior nurses up to carry out specialist work and  take on tasks devolved 

          from the GPs. 

          Patient Education
         There is information on the practice website and in the waiting rooms about how patients can self care. 
3.  Improvement of access and the environment at Summertown   

4.1.  PRG discussion 
        It was felt that access to the surgery is a key issue. Frustrations start when patients have to negotiate 2 doors into the reception area. Sorting this out should be a priority. Also, the decoration needs refreshing. 
       Everyone recognises the problems with car parking at the surgery, but the PRG felt there was little that could be done about this. 

       With regard to access and car parking and in view of the positive results for Cutteslowe, it was agreed that patients should be encouraged to use that surgery, and the practice should expand the services available there. 

4.2.  Access and environment at Summertown Action Points 

Front Doors

The practice manager will review past suggestions for altering the front doors, including automated opening, moving the entrance and discuss with the Partners. Funding for any major alternations will need to be sourced. 

Redecoration
The practice manager will draw up a programme of redecoration for the building. 

Better use of Cutteslowe Surgery
Publicise the surgeries and services currently available at Cutteslowe and the fact that there is easier parking and access into the building. 

The practice team to discuss providing more services at both Cutteslowe and Wolvercote. Especially clinics for groups who need easy access, eg, mothers and children, elderly. 

5.  Reporting 

The Summertown Health Centre noticeboard will publicise this action plan and keep patients informed of progress. The PRG will also be updated on progress at their meetings. 
Report written by Jessica Newman Practice Manager

From discussion at Patient Reference  Group meeting 28.3.13    
Summertown Health Centre Patient Survey Results 2012-2013





Summertown Health Centre Patient Survey 2012 - 2013





FINALLY, please use this space to add any further comment about anything covered by this questionnaire or your experience of using the surgery. If you would like a response to your comments please include your name and a contact number.  








