HILL LANE SURGERY PATIENT PARTICIPATION DES 12/13
Hill Lane Surgery signed the Patient Participation DES in April 2011.  Its aims and objectives are illustrated below:-
The aim of the Patient Participation Scheme DES is to ensure that patients are involved in decisions about the range and quality of services provided and over time, commissioned by their practice.

The objectives are:

· To encourage and reward practices for routinely asking for and acting on the views of their patients.

· Involving patients in decisions that lead to changes to the services provided or commissioned either directly or as gatekeeper to other services

· Promote the proactive engagement of patients through the use of effective Patient Reference Groups (PRGs)

· Seek views from practice patients through the use of a local practice survey

· To share outcomes of the engagement and views of patients by publishing on the practice website

· Maintain excellent access to services

1. Develop a structure that gains the views of Patients and enables the practice to obtain feedback from the Practice Population:-

1.1 We decided as a practice early on that we were going to create a virtual participation group.  One reason for this was the demographics of our patient population running this search enabled us to identify our practice profile.  We at Hill Lane also have a very well utilised practice website, and we felt that this would be a useful tool to use at the hub of our group.  

[image: image1.emf]demographics2.xls


The company that we use to host our site also provides some very useful tools to help with a PPG, including a membership link, pre written questionnaire and an analysis tool.
1.2 Initially we created a flyer inviting patients to join our group we gave this out to all patients attending the surgery over a 3 month period.  
We created a display on our notice board inviting patients to join the group.  We put a piece in our newsletter we emailed a copy of the newsletter to all patients for whom we hold an e-mail address, and the newsletter was also available on our practice website (www.hilllanesurgery.co.uk).
We handed out the invitations to all patients who attended our flu clinics, as many of these patients do not normally attend the surgery, especially Asthmatics, who tend to be our younger cohort of patients, who do not normally attend the surgery.
In order to continue to attract patients to our group, any patient who joins the surgery, is added to our patient contact group, unless they opt out we have added a section to our new registration form We periodically contact these patients using the method they have specified to invite them to be part of the Patient reference group.  
During the second year we have continued to advertise our group as above and on the practice notice board, website and have an ongoing piece in the practice newsletter. 
1.3 The current size and profile of the group is: 
[image: image2.emf]Hill Lane Surgery PPG  Profile.doc


2. Agree areas of priority with the PRG

2.1  On the 4th Feb we sent a letter to all our PPG members via email asking for their opinion on what they would like to see in the next practice survey.  
2.2 We had some useful feedback from our group on the type of questions they wanted to be included in our next survey We used these responses to draft a questionnaire.  We circulated this questionnaire to our group and asked for feedback. the feedback received  
2.3 All of these discussions were carried out virtually

2.4 The discussions took place between  11th Feb &  22nd Feb 2013
3. Collate the views through the use of a survey

3.1 Once our survey had been agreed, we issued it to our patient contact group electronically; we put the survey on the website, and gave one to every patient who attended the surgery over a 1 week period.

3.2 As per 2.2, the date that we carried out our practice survey was 3rd – 10th March  2013
3.3 Survey Results 

[image: image3.emf]eSurveysPro_com -  Survey Summary Report.mht


4. Provide the PRG with the opportunity to discuss the findings and reach agreement with the PRG on changes to service.
We contacted our patients through e –mail and letter to give them the results of our practice survey, we asked for any feedback, regarding our proposed improvements/changes, and requested that we receive this by the 22nd March 2013.
5. Agree action plan with the PRG and seek PRG agreement to make changes
After receiving responses from our PPG regarding improvement, we sent further correspondence highlighting the agreed improvements  to all members, this is also available on our website.

[image: image4.emf]letter to group with  tiemline 13.doc


6.
Publicise actions taken and subsequent achievement 

· A description of our Practice Participation group is available in reception, should patients wish to review

· An A1 poster with our results is also displayed in our waiting room 

· The results of the survey are publicised on our practice website

· Opening hours including extended hours are also clearly displayed in our waiting room and on the practice website. Our opening hours are 8 – 6.30 Monday to Friday, with extended hours from 7.40am Monday to Friday, and one Saturday per Month (Appointment only)
· Once all the improvements on our timeline have been completed, we will publicise this in our newsletter, on our website and as a notice board display.
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          			   Page 1. Hill Lane Surgery 

            Patient Survey February 2013




        

          			

            

              

              

                			     1. Would you like 

                  more information on how to book your appointments and request 

                  your repeat prescriptions online?



                			% 

                  of
 Respondents 

                			Number 

                  of
 Respondents 




              

                			Yes 

                			[image: ]

                			41.63%

                			87




              

                			No 

                			[image: ]

                			57.89%

                			121




              

                			Is it 

                  possible to book nurses appointment on line? 

                			[image: ]

                			0.48%

                			1




              

                			Number of respondents

                			208




              

                			Number of respondents who skipped 

                  this question

                			5










        

          			

            

              

              

                			     2. Do you know 

                  who you need to contact, should you need to see or 

                  speak to a Doctor out of surgery hours?

                			% 

                  of
 Respondents 

                			Number 

                  of
 Respondents 




              

                			Yes 

                			[image: ]

                			55.07%

                			114




              

                			No 

                			[image: ]

                			44.93%

                			93




              

                			Number of respondents

                			207




              

                			Number of respondents who skipped 

                  this question

                			6










        

          			

            

              

              

                			     3. Are you aware 

                  that we have appointments available from 7.40am, and that we 

                  also run a Saturday morning clinic once a month?

                			% 

                  of
 Respondents 

                			Number 

                  of
 Respondents 




              

                			Yes 

                			[image: ]

                			53.11%

                			111




              

                			No 

                			[image: ]

                			46.89%

                			98




              

                			Number of respondents

                			209




              

                			Number of respondents who skipped 

                  this question

                			4










        

          			

            

              

              

                			     4. Do you find 

                  the waiting room accessible to all patients? If not do you 

                  have any suggestions on what improvements we could 

                  make?

                			% 

                  of
 Respondents 

                			Number 

                  of
 Respondents 




              

                			Yes 

                			[image: ]

                			87.86%

                			181




              

                			No 

                			[image: ]

                			12.14%

                			25




              

                			Number of respondents

                			206




              

                			Number of respondents who skipped 

                  this question

                			7










        

          			

            

              

              

                			     5. Would you like 

                  to be kept more informed if the Doctor or nurse you are seeing 

                  is running late?

                			% 

                  of
 Respondents 

                			Number 

                  of
 Respondents 




              

                			Yes 

                			[image: ]

                			89.32%

                			184




              

                			No 

                			[image: ]

                			10.68%

                			22




              

                			Number of respondents

                			206




              

                			Number of respondents who skipped 

                  this question

                			7










        

          			

            

              

              

                			     6. In general are 

                  you able to see your preferred Doctor for routine 

                  appointments?

                			% 

                  of
 Respondents 

                			Number 

                  of
 Respondents 




              

                			Yes 

                			[image: ]

                			95.10%

                			194




              

                			No 

                			[image: ]

                			4.90%

                			10




              

                			Number of respondents

                			204




              

                			Number of respondents who skipped 

                  this question

                			9










        

          			

            

              

              

                			     7. Overall are 

                  you happy with the service that you receive at the 

                  surgery? If not please let us know of any concerns or 

                  suggestions that you have in order for us to improve our 

                  service to our patients.

                			% 

                  of
 Respondents 

                			Number 

                  of
 Respondents 




              

                			Yes 

                			[image: ]

                			93.24%

                			193




              

                			No 

                			[image: ]

                			6.28%

                			13




              

                			During 

                  my visits to my GP I feel like he does not want to listen to 

                  all my health concerns and that he would be happy to say 

                  goodbye ASAP. 

                			[image: ]

                			0.48%

                			1




              

                			Number of respondents

                			207




              

                			Number of respondents who skipped 

                  this question

                			6










        

          			

            

              

              

                			     8. Do you have 

                  any other comments or suggestions?

                			% 

                  of
 Respondents 

                			Number 

                  of
 Respondents 




              

                			Can 

                  rarely see my own Doctor, if i want to be seen in the next few 

                  days - always more than a week wait 

                			[image: ]

                			1.61%

                			1




              

                			Last 

                  time i was kept less than 10 minutes but told I had to take a 

                  second appointment to complete appointment 

                			[image: ]

                			1.61%

                			1




              

                			all 

                  very helpful thank you 

                			[image: ]

                			1.61%

                			1




              

                			waiting 

                  room feels dated 

                			[image: ]

                			1.61%

                			1




              

                			Overall 

                  i am satisfied with the service, but it would be good if i can 

                  get an appointment on shorter notice. The pattern i have seen 

                  is need to wait for a week. 

                			[image: ]

                			1.61%

                			1




              

                			long 

                  waiting time for routine appointments 

                			[image: ]

                			1.61%

                			1




              

                			I am a 

                  very happy patient, Good, actually the best surgery i have 

                  been with 

                			[image: ]

                			1.61%

                			1




              

                			Would 

                  like more things for children to do in waiting room. I often 

                  prefer to see a female doctor but there seems to be a problem 

                  with this as you dont have one every day. Water cooler for 

                  refreshments, tv screen with news. 

                			[image: ]

                			1.61%

                			1




              

                			Perhaps 

                  a clear signpost to each DR's room/the toilet so as not to 

                  bother the receptionists 

                			[image: ]

                			1.61%

                			1




              

                			i've 

                  always been really pleased with the service, and it is always 

                  nice to see the same GP - I know that's rare 

                			[image: ]

                			1.61%

                			1




              

                			Sometimes hard to hear which name is being 

                  called, when children are running on the wooden floor, but 

                  that is a minor problem 

                			[image: ]

                			1.61%

                			1




              

                			A water 

                  fountain for the waiting room would be good. Never find my 

                  Doctor to be running very late. Definately very happy with the 

                  service thank you 

                			[image: ]

                			1.61%

                			1




              

                			thanks 

                  for this 

                			[image: ]

                			1.61%

                			1




              

                			I think 

                  you are all doing a super job.. I came to the surgery 3 years 

                  ago. I thought my old surgery was brilliant.. but you are all 

                  exceptional... helpful kind and very 

                  organised..thanks! 

                			[image: ]

                			1.61%

                			1




              

                			staff 

                  and doctors give an excellent service 

                			[image: ]

                			1.61%

                			1




              

                			up to 

                  date magazines 

                			[image: ]

                			1.61%

                			1




              

                			Evening 

                  appointments would be very useful The surgery staff are 

                  helpful and polite 

                			[image: ]

                			1.61%

                			1




              

                			sometimes there are communication with certain 

                  reception staff but generally satisfied 

                			[image: ]

                			1.61%

                			1




              

                			waiting 

                  times should be improved on - especially with a 

                  nurse 

                			[image: ]

                			1.61%

                			1




              

                			You 

                  seem to have a well run practice Kind regards John Anderson 

                  286 Hill Lane 

                			[image: ]

                			1.61%

                			1




              

                			Great 

                  GPS 

                			[image: ]

                			1.61%

                			1




              

                			keep up 

                  the good work! 

                			[image: ]

                			1.61%

                			1




              

                			i think 

                  you shouldn have to wait till 12.00 for an afternoon 

                  appointment, especially when you have tried to get a morning 

                  one. Not always convenient to be able to ring at 12 if in a 

                  meeting/lecture or at work, you're always clock 

                  watching. 

                			[image: ]

                			1.61%

                			1




              

                			It 

                  would be very helpful to have an automatic door, so that you 

                  could get wheelchairs and prams in easier. I wouls also be 

                  nice to be able to get an appointment within a week, instead 

                  of two . Overall service excellent. 

                			[image: ]

                			1.61%

                			1




              

                			At ny 

                  kast appointment i was waiting for 50 minutes after the time 

                  pf my appointment to see the nurse. It would have been helpful 

                  to know why she was running so late. 

                			[image: ]

                			1.61%

                			1




              

                			i am 

                  very happy with the service 

                			[image: ]

                			1.61%

                			1




              

                			I think 

                  Question 5 is important. Being kept informed about running 

                  late. I was booked in for Smear test. I waited over half an 

                  hour (not knowing she was running late) and then when I 

                  eventually saw the nurse she told it wasn't due for another 6 

                  months - undue stress then. I didn't know about Sat am clinic 

                  this would be useful for husband and more often on Sat if 

                  poss. Thanks! you generally do a good job! 

                			[image: ]

                			1.61%

                			1




              

                			more 

                  saturday appointments would be helpful 

                			[image: ]

                			1.61%

                			1




              

                			Doctors 

                  should make sure their phones are off the intercom when 

                  patietns are in their rooms 

                			[image: ]

                			1.61%

                			1




              

                			I guess 

                  due too many people being registered it can take 9 days 

                  fromphone to seeing the Dr. This has increased greatly over 

                  the years 

                			[image: ]

                			1.61%

                			1




              

                			telephone manners from the new staff are very 

                  unfriendly 

                			[image: ]

                			1.61%

                			1




              

                			no 

                			[image: ]

                			1.61%

                			1




              

                			(No 

                  other answer provided) 

                			[image: ]

                			3.23%

                			2




              

                			Lovely 

                  reception staff compared with other GP 

                surgeries 

                			[image: ]

                			1.61%

                			1




              

                			more 

                  flexibility when booking appointments 

                			[image: ]

                			1.61%

                			1




              

                			New 

                  sliding doors at the front would be beneficial for 

                  pushchairs/wheelchairs 

                			[image: ]

                			1.61%

                			1




              

                			First 

                  appointment with surgery 

                			[image: ]

                			1.61%

                			1




              

                			I have 

                  been very satisfied over many years - no 

                  complaints 

                			[image: ]

                			1.61%

                			1




              

                			Sometimes the delay in picking up the telephone 

                  is much too long - i.e. the phone goes off air, so you have to 

                  re-dial. Maybe there should be a target for picking up within 

                  3 rings or similar. 

                			[image: ]

                			1.61%

                			1




              

                			Very 

                  happy with the surgery 

                			[image: ]

                			1.61%

                			1




              

                			More 

                  than happy with service 

                			[image: ]

                			1.61%

                			1




              

                			My 

                  first appointment with the surgery 

                			[image: ]

                			1.61%

                			1




              

                			sometimes it is difficul to hear patient names 

                  of the tunnoy and often only half a surname 

                			[image: ]

                			1.61%

                			1




              

                			Dr 

                  Bentley does not have the best communication with patients, 

                  that is why I see Dr Keaney 

                			[image: ]

                			1.61%

                			1




              

                			it is 

                  very difficult to get an appointment on the day you ring. 

                  Sometimes impossible to get through early in the morning as so 

                  busy. Two phone numbers/lines would help. 

                			[image: ]

                			1.61%

                			1




              

                			Both 

                  doctors and staff are very helpfuk, good service all 

                  round 

                			[image: ]

                			1.61%

                			1




              

                			Generally happy - can feel a bit fobbed off with 

                  drugs on back pain, seeming reticent to refer, but understand 

                  there must be a lot of people presenting with 

                  symptoms 

                			[image: ]

                			1.61%

                			1




              

                			There 

                  is too long a wait to make non urgent 

                appointments 

                			[image: ]

                			1.61%

                			1




              

                			Good 

                  service 

                			[image: ]

                			1.61%

                			1




              

                			This is 

                  my 2nd appointment in 3 years and you have all been 

                  great. 

                			[image: ]

                			1.61%

                			1




              

                			In 

                  relation to Q.1, I am fully informed about the current online 

                  services but it would also be useful to be able to book an 

                  appointment with with the nurse in appropriate circumstances 

                  ie annual asthma checks. As routine appointments have been 

                  running up to 2 weeks recently, although I know urgent same 

                  day appointments are made, some more info regarding degree of 

                  urgency would be useful if patient feels they need somewhere 

                  in the middle of immediate and 2 weeks. Could they request to 

                  see online if another doctor is available 

                sooner? 

                			[image: ]

                			1.61%

                			1




              

                			Many 

                  thanks for over 40 years of care for me and my 

                  family 

                			[image: ]

                			1.61%

                			1




              

                			Perhaps 

                  more info when i joined the surgery about how routine aspects 

                  work 

                			[image: ]

                			1.61%

                			1




              

                			More 

                  chairs with arm rests in waiting area would be 

                  helpful. 

                			[image: ]

                			1.61%

                			1




              

                			car 

                  park spaces need to be marked out as never enough spaces and 

                  some people park badly 

                			[image: ]

                			1.61%

                			1




              

                			automatic door - wider door 

                			[image: ]

                			1.61%

                			1




              

                			Need 

                  brighter colours to be more inviting - tv or music quietly on 

                  in one space. Better magazines and clean onNeed more friendly 

                  staff. Glass frontage is a huge barrier if you are talking 

                  confidentially 

                			[image: ]

                			1.61%

                			1




              

                			Put the 

                  Practice Nurses on the Appointments booking 

                system 

                			[image: ]

                			1.61%

                			1




              

                			The 

                  front door doesnt close properly making it cold and drafty in 

                  the waiting room. 

                			[image: ]

                			1.61%

                			1




              

                			i'm 

                  happy 

                			[image: ]

                			1.61%

                			1




              

                			A phone 

                  waiting system so that you wait when lots of peaople are 

                  calling. Otherwise you just get user busy 

                			[image: ]

                			1.61%

                			1




              

                			Number of respondents

                			62




              

                			Number of respondents who skipped 

                  this question

                			151
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		Age		Males		Females

		00-04		392		380

		05-16		1031		967

		17-24		1009		1251

		25-34		3107		4046

		35-44		3822		3936

		45-54		2162		1663

		55-64		1337		1033

		65-74		879		735

		75-84		568		580

		85-89		257		343

		90+		621		1128
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		Total Patients

		37



		Male

		13



		Female

		24



		Under 16
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		17 – 24

		1
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		3



		35 – 44

		5



		45 – 54

		3
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		White British
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		Other
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HILL LANE SURGERY


Dr I J Lang








162 Hill Lane, Shirley

Dr I S Bentley







Southampton, SO15 5DD


Dr C M Thompson







Telephone:  023 80223086


Dr K E Shaw








Facsimile:    023 80235487

Dear


Following on from the recent practice survey that you contributed to please find below a list of the proposed improvements we are going to make in relation to the responses that we received


I hope you have found this exercise useful, and we will be contacting you again for your input regarding future surveys and improvements as the surgery, regarding both clinical care, and surroundings.


· Inform Patients if clinics are running more than 15 minutes late
Immediate

· More chairs with arms in waiting room




Aug 2013

· More information regarding online booking



Immediate

Please do not hesitate in contacting me, if you have any further questions or ideas, that will help us to continue to provide the high level of service we provide our patients. 


Yours sincerely


Louise Moore


Practice Manager



