CROSSFELL HEALTH CENTRE
Patient Participation Report 2011/12
Introduction 
The purpose of the Patient Participation Directed Enhanced Service (DES) commissioned by the NHS is to ensure that patients are involved in decisions about the range and quality of services provided by their Practice. 
It aims to encourage and reward Practices for routinely asking for and acting on the views of their patients. 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 a gatekeeper to other services. 
The DES aims to promote the pro-active engagement of patients through the use of effective Patient Participation Groups (PPGs) to seek the views from Practice patients through the use of a practice survey. 

The outcomes of the engagement and the views of patients are then required to be published as a Report on the Practice website. 

This report summarises development and outcomes of Crossfell Health Centre (PPG) in 2011/12. 
Contents 
1. Establishing a Patient Participation Group (PPG) 
A summary of the recruitment process used to ensure that the PRG is of sufficient size to be as 

representative as possible of the Practice population. 
2. Method and Process for Agreeing Priorities for a Practice Survey 
The method the Practice adopted to seek the views of the PPG in determining the priority areas for the Practice to look at to include in a practice survey. 
3. Details and Results of the Practice Survey 
A description of the practice survey and how it was carried out, as well as details of the survey 

results. 
4. Discussing Survey Results with the Patient Participation Group (PPG) 
Details of how the Practice consulted with the Patient Participation Group (PPG) 
5. Agreeing an Action Plan with the Patient Participation Group (PPG) 
Details of the agreed action plan setting out the proposals arising out of the practice survey 

results and how they can be implemented. Details of any issues that arose in the survey that cannot be addressed in the action plan and the reasons why. 
6. Publishing the Patient Participation Report 
Details of where this Report has been published and also details of the Practices opening hours and how patients can access services 
7. Practice Declaration 
Confirmation that the Patient Participation Group Report is a true and accurate representation of the work undertaken to fulfill the requirements of the Patient Participation DES 2011/13 
1. Establishing a Patient Participation Group 
Develop a Structure that gains the views of patients and enables the Practice to obtain feedback from the Practice population e.g a Patient Participation Group (PPG) 
DES Component 1 
As part of component 1 of the DES Practices are required to establish a Patient Participation Group comprising only of Registered Patients and use best endeavours to ensure their PPG is representative. 
Recruiting to the Patient Participation Group (PPG) 
1.1 The Practice is required to confirm the process used In order to recruit to their PPG 
Put up Posters in Practice 

Offered leaflets to all patients attending practice 
Emailed patients 
PPG application form on the web site 
GP spoke personally to patients attending consultations 
1.2 The Practice is required to provide details of all other methods of engaging patients used: 
We decided that we would set up a “virtual” patient group as well as a face to face PPG. The website company have been very good at displaying forms and pages required to promote the PPG to our patients. We promoted the PPG to our patients via posters in the waiting room, in Newsletters and via word of mouth by the clinical staff. 

We finally used our two influenza vaccination sessions in October to promote the PPG by running a tombola, raffle and home made cake stall. We particularly promoted this to the younger male population as this appeared to be the most challenging group to approach as they rarely come to the surgery but a number do attend for their flu injections.
The Practice strived to engage and encourage feedback from patients that extended to a mix of age/sex and ethnic origin. These included patients from marginalised and vulnerable groups such as elderly patients, patients with a learning disability or other disability and those with various social factors such as working patterns, employment status and carers etc. Again we used the ‘flu clinics’ as our forum to promote the PPG to these groups.  

During the Easter holidays we intend to hold a ‘catch up’ child vaccination clinic which will attract young parents and their children.  The PPG will once again hold a raffle and tombola to help promote the PPG group with the intention of interesting this particular group of patients to become members.
1.3 The Practice is required to provide a brief summary of the patient groups represented in the Practices PRG and describe what steps they have taken to understand their own demographics in order to construct a PPG using a representative sample of the population. 
As of 28th November 2011 we had 14 patients in the group (we hope this will continue to increase) 
The group includes 4 males/10 female patients. All age groups are represented apart from 16-25. We plan to continue to promote this in our teenage health and ante-natal and ‘catch up’ child vaccination clinics. 
Step 2. Method and Process for Agreeing Priorities for the Local Practice Survey 
Agree areas of priority with the Patient Participation Group (PPG) 
Component 2 
As part of component 2 of the DES Practices are required to agree which issues are a priority and include these in a Practice Survey. 

The PPG and the Practice will shape the areas covered by the local practice survey. The areas covered in the local practice survey will, therefore, need to be agreed jointly based on key inputs including the identification of: 

 Patients priorities and issues 

 Practice priorities and issues including themes from complaints 

 Planned Practice changes 

 National GP and/or Local Patient Survey issues 

2.1 The Practice is required to describe the process it used to seek the views of the Patient Participation Group in identifying the priority areas for the survey questions i.e via email, letter, posters in the waiting room. 
We sent out emails and letters and put up posters in the Surgery with possible questions we could use for the patient survey.  Unfortunately we did not receive any responses to participate in the construction stage of the survey questions.
2.2 The Practice is required to list the priority areas and confirm how these match those set out by the PPG 
PPG had the following as their areas of Priorities
· Notice Board just for PPG items
· Poster informing patients they can book appointments in advance

· News Letter
We therefore used questions of a general nature within the Practice for the Patient questionnaire because the Priorities were areas that we could address at once ie a Notice Board to be dedicated just for the PPG, production a regular news letter, and putting up a poster stating there are pre-bookable appointments available.
Step 3. Details and Results of the Practice Survey 
Collate patient views through the use of a survey 
Component 3 
As part of component 3 of the DES Practices are required to collate patient views through a practice survey and inform the Patient Participation Group (PPG) of the findings. 

The Practice must undertake a Practice survey at least once per year. The number of questions asked in the local practice survey will be a matter for the Practice and the PPG to agree. Questions should be based on the priorities identified by the PPG and the Practice. 
3.1 The Practice is required to confirm how it determined the questions to be used in the survey?
We asked the PPG if they had any specific questions that they would like to have in the patient survey but they agreed that the questions we had included covered all areas.
3.2 The Practice is required to confirm what method it used to enable patients to take part in the survey? i.e Paper survey, email, website link. 
Emailed the survey or posted to the all the group members.  The receptionists handed hard copies to the patients, hard copies were left in the general reception area for patient to complete and add to the collection boxes.
3.3 The Practice is required to confirm how it collated the results 
We produced 150 copies of the survey and 103 were returned.  A receptionist ‘in put’ all the data onto a spread sheet and the Practice Manager analysed 100 with the formula of points used below.  
Any comments that were made were displayed on the collation for the group to view.
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3.4 The Practice is required to confirm the dates of when the survey was carried out and provide a copy of the survey to demonstrate how the Practice has reflected the priority areas in the questions used. 
The first survey was sent out via email and post on Thursday 4 August.  Hard copies were available in the waiting room and at reception. (Appendix 2, copy questions and results survey attached).
Step 4. Discussing Survey Results with the Patient Participation Group (PPG) 
Provide the Patient Participation Group (PPG) with the opportunity to discuss survey findings and reach agreement with the PPG of changes to services. 
Component 4 
As part of component 4 of the DES Practices are required to provide the Patient Participation Group (PPG) with the opportunity to comment and discuss findings of the local practice survey and reach agreement with the PPG of changes in provision and manner of delivery of services. 
4.1 The Practice is required to describe how it sought the views of the PPG on the findings of the survey and any proposed changes highlighted from it. 
All patients will have access to the results of our surveys on our website. We also have a copy of the results on the surgery notice-board and attached to the PPG news letter.
Step 5. Agreeing an Action Plan with the Patient Participation Group (PPG) 
Agree and Action Plan with the Patient Participation Group (PPG) and seek PPG/PCT agreement to implementing changes. 
Component 5 
As part of component 5 of the DES the practice is required to agree with the PPG an Action Plan setting out the priorities and proposals arising out of the patient survey. They are also required to seek agreement from the PPG to implement any changes and where necessary inform the PCT. 

5.1 The Practice is required to produce a clear Action Plan that relates to the survey results and attach a copy of the agreed Action Plan for 2011/12.  
The results of the survey will be available for all patients to view via the surgery website and a hard copy is displayed in the practice for patients without PC access. 

The PPG group members have been sent an email or a hard copy of the patient survey results. Our Newsletter also includes the outcome of the survey and any comments made. (Appendix 1)

5.2 The Practice is required to confirm how it consulted with the PPG to agree the Action Plan and how it sought agreement from the PPG to implement any changes. 
A meeting with the PPG was arranged in February to discuss the results of the patient survey and the free text comments also added to the survey via the patients.
The group members who attended the PPG meeting in February 2012 were involved with the discussions regarding the results. The group members’ present offered suggestions for improvements within the Practice and the Practice Manager produced an Action Plan to reflect these.
5.3 The Practice is required to advise whether there are any elements that were raised through the Survey that have not been agreed as part of the Action Plan and if so should outline the reasons why. 
We are not aware of any elements raised through the Survey that has not been agreed as part of the Action Plan.
5.4 The Practice is required to confirm whether there are any contractual changes being considered if so please give details, as these will need to be agreed by the PCT. 
No contractual changes were required and therefore none of the Action Plan would need to be agreed with the PCT before it could be implemented.
Step 6. Publishing the Patient Participation Report 
Publicise actions taken and subsequent achievement 
Component 6 
As part of component 6 of the DES the practices is required to publicise the Patient Participation Report on the Practice website and update the report on subsequent achievement. 

The Practice should publicise the report as extensively as possible and ensure it appears on the Practice website by no later 31/03/2012.
All points of the Action Plan have been completed before the report was compiled with the exception of the electronic patient name alert.  The GP’s agreed that they would 50% of the funding required for this electronic patient name alert if the PPG raised the remaining 50%
6.1 The Practice is required to provide details of where the Participation Report has been published (include the link to the Practice website) 
www.crossfellhealthcentre.co.uk   The PPG notice board and the PPG News Letter.
6.2 The Practice is required to provide any updates on progress against 2011/12 Action Plan 
The first patient survey was created and distributed in August 2011. The results have been published on the surgery website and hard copy put up on practice notice-board, and will update any progress made. In addition the Practice was required to give details of Practice opening hours and how Patients can access services through core hours and this information is available on the web site or on the PPG board.
7. Practice Declaration 
The Practice confirms that the above report is a true and accurate reflection of the work undertaken as part of the Participation DES 2011/13. 
Signed and submitted to the PCT and published on the Practice website on behalf of the Practice by: 
Name: Gillian Nodding  


Signed: G Nodding
Designation:
Practice Manager Date: 10th February 2012 
Appendix 1
CROSSFELL HEALTH CENTRE

PPG ACTION PLAN 03.02.12

	CONCERN
	CAUSE
	COUNTERMEASURE
	WHO
	WHEN


	WHAT WILL SUCCESS LOOK LIKE

	Speed of answering telephone is poor
	All patients still phone between 8.30-9.00am
	Ensure 4 receptionist always available to answer phones
	All receptionist on duty @ 8.30am
	Immediately & on going
	Improved patient survey next year

	Not enough pre-bookable appointments
	Appointment system split to have mixture of on day, 48 hr, & advance bookings
	Add 1 extra pre-bookable appointment per GP per day
	Office Manager
	After discussion with GP’s in February 2012
	More pre-bookable app

	Shortage of appointments caused by the number of DNA’s
	Patients forgetting they have an appointment when they pre-book
	Set up and use SMS service
	IT staff - Lisa
	impending
	Fewer DNA’s

	Poster to indicate name of GP & room number & whereabouts
	Patients confused to where GP’s room was
	Information available on entrance to GP corridor
	Practice Manager
	Immediately
	Fewer complaints.

Patients aware of location of GP

	Patient cant always hear the GP calling their name in the waiting room
	Noise from the other patients.

Patients who are hard of hearing
	Electronic patient calling system
	Funding raising via the PPG.

GP contribution
	Ongoing
	New Electronic patient calling system


Appendix 2
	Patient Questionnaire Calculations
	N/A
	 Poor
	Fair 
	 Good
	 V Good
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	Access
	
	
	
	
	
	
	

	1.     Speed at which the telephone was answered initially
	2
	33
	17
	19
	15
	14
	100

	2.     Speed at which the telephone was answered if call transferred
	46
	11
	11
	14
	13
	5
	100

	3.     Length of time you had to wait for an appointment
	
	17
	8
	30
	30
	15
	100

	4.     Convenience of day and time of your appointment
	1
	12
	13
	23
	25
	26
	100

	5.     Seeing the Doctor of your choice
	10
	20
	13
	17
	18
	22
	100

	6.     Length of time waiting to check in with Reception
	2
	5
	6
	26
	37
	24
	100

	7.     Length of time waiting to see the Doctor or Nurse
	1
	10
	12
	26
	28
	23
	100

	8.     Opportunity of speaking to a Doctor/Nurse on the telephone 
	38
	9
	5
	12
	24
	12
	100

	9.     Opportunity of obtaining a home visit when necessary
	48
	6
	4
	8
	16
	18
	100

	10.     Level of satisfaction with the after hours service
	47
	7
	5
	10
	14
	17
	100

	Scripts
	
	
	
	
	
	
	

	11.     Prescription ready on time
	10
	3
	5
	13
	32
	37
	100

	12.     Prescription correctly issued
	9
	2
	6
	11
	36
	36
	100

	13.     Handling of any queries
	9
	2
	8
	11
	33
	37
	100

	
	
	
	
	
	
	
	

	Results
	
	
	
	
	
	
	 

	14.     Were you told when to contact us for your results?
	15
	5
	4
	16
	30
	30
	100

	15.     Results available when you contacted us
	13
	5
	7
	16
	31
	28
	100

	16.     Level of satisfaction with the amount of information provided
	16
	9
	9
	14
	27
	25
	100

	17.     Level of satisfaction with the manner in which the result was given
	16
	7
	8
	13
	27
	29
	100

	Staff
	
	
	
	
	
	
	

	18.     The information provided by the Reception staff
	5
	5
	13
	21
	30
	26
	100

	19.     The helpfulness of the Reception staff
	2
	8
	14
	16
	29
	31
	100

	20.     The information provided by other staff
	23
	3
	10
	11
	34
	19
	100

	21.     The helpfulness of other staff
	19
	3
	10
	14
	31
	23
	100

	Overall satisfaction
	
	
	
	
	
	
	

	  22.   My overall satisfaction with this Practice
	0
	5
	15
	18
	28
	34
	100

	
	N/A
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	Fair 
	 Good
	 V Good
	 Excellent
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	Comments
	
	
	
	
	
	
	

	More Pre-bookable appt  (4)
	
	
	
	
	
	
	

	V happy, staff v helpful
	
	
	
	
	
	
	

	Should be toys for children
	
	
	
	
	
	
	

	telephone calls not always available
	
	
	
	
	
	
	

	Takes long time to get through on telephone (2)
	
	
	
	
	
	
	

	Dr's are amazing - born to do this job
	
	
	
	
	
	
	

	no appointments available when booking on the phones
	
	
	
	
	
	
	

	Every person here has hard job to do & has a lot to put up with
	
	
	
	
	
	
	

	Reception staff could be more welcoming
	
	
	
	
	
	
	

	Waited 3 wks for Dr Of choice
	
	
	
	
	
	
	

	don’t always get continuity of Dr
	
	
	
	
	
	
	

	internet booking
	
	
	
	
	
	
	

	Only allowed 10 mins for when late
	
	
	
	
	
	
	

	Dr's are v king, listen to worries, take concerns seriously
	
	
	
	
	
	
	

	Dr's seem to have problem with people who are overweight
	
	
	
	
	
	
	

	Waited 20 mins before saw Dr
	
	
	
	
	
	
	

	Is there only one phone line - always engaged
	
	
	
	
	
	
	

	Nurse has appalling attitude
	
	
	
	
	
	
	

	Name board of Dr's & Rooms would be good
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	


	speed telephone answered
	51.80%

	speed of call transfer
	56.30%

	time waited for appt
	63.60%

	convenience of appt
	68.08%

	seeing Dr of choice
	59.78%

	waiting time to check in
	74.08%

	waiting time to see GP
	63.23%

	ability to speak to GP
	68.06%

	Home visit availability
	73.85%

	out of hours times
	70.94%

	prescription ready on time
	81.11%

	prescription issue correct
	81.54%

	script queries
	80.88%

	Date offered for results
	77.88%

	availability of results
	76.09%

	result info adequate
	71.90%

	manner results given
	75.00%

	reception staff info given
	72.42%

	helpful receptionists
	72.45%

	info given by other staff
	74.55%

	helpfulness other staff
	75.06%

	practice satisfaction
	74.20%
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