Quayside Medical Practice 
Patient Survey Report 2013/14 
Background
The Quayside Patient Participation Group has met five times during 2013; 17th January, 13th March, 13th June, 4th September and 28th November. The first four meetings were chaired by the elected patient Chair, Mrs Margaret Whiting. At the September meeting Mrs Whiting tendered her resignation due to her forthcoming move out of area. Nominations were sought for a new patient Chair and Dr Alex Tait was duly elected at the November meeting. 
The agendas for meetings have been informed by discussions amongst the group and in response to patient requests. The Chair meets with Mrs Karen Ford, Practice Business Manager (Clerk to the PPG) in advance to confirm the items for discussion. The agenda is circulated to the group either via email or post. Hard copies are available to patients on request at reception. All meetings are published on the electronic display board in the waiting room and on the practice website.
As well as practice specific topics, such as the ongoing works in the car park, the agendas have included updates on the work of the High Weald Lewes Havens Clinical Commissioning Group and the Lewes Havens Locality Patient Participation Forum. The agendas have included a standing item for Patient Stories both at Practice Level and Provider Level which is an opportunity for patients to share both positive and negative experiences.

Meeting attendance during the year has varied with the minimum number of attendees being six. Dr Giles Hazan (GP Partner) and Mrs Karen Ford attend the meetings as practice representatives. Although some founding members of the group resigned during the course of the year for personal reasons, the group has welcomed new members, which has broadened the patient demographic. Any member of the group who feels they are no longer able to commit to attending meetings regularly is provided with the option of remaining on the agenda/minutes circulation list.

Members of the group range in age from 39 to 82 years, 75% of who are female. The demographic provides representation for patients with long term chronic conditions, disabilities, carers, mature citizens and young families. The group nevertheless remains committed to widening the membership and in particular encouraging engagement from the under 30s. 
At the November meeting, it was agreed to actively promote the group by refreshing the PPG slides on the electronic display board in the waiting room and updating the practice website. Since this has been done, two patients have come forward, both of whom are within the 39 to 82 years age range.
Patient Survey 2013 / 2014
The practice is committed to the continuous improvement of the care it provides to all patients and therefore recognises the value of obtaining patient feedback. This is sourced in a variety ways, including a Suggestions Box in the waiting room and the annual Patient Survey which is generally run in February.
The focus of the meeting held in January 2013 was to update the format of the practice survey in response to the feedback received from patients in 2012. This was achieved through small group working and the outcome was a more streamlined survey designed to canvass a broader opinion and give patients the opportunity to comment further. The survey results for 2012/13 showed that 99% of patients found it easy to complete. It was therefore decided to use the same format for 2013/14.
The patient survey was run throughout February 2014 and was publicised widely within the practice and on the website. Clinicians handed surveys to patients at the end of their consultation / treatment. Surveys were also available at reception.
The total number of surveys completed was 139, 4 of which were online. This represents 1.57% of the practice population of 8832 and a slight decrease on last year’s rate. 64% of respondents were female which is comparable to last year. 11.5% of respondents were 18 - 29 years and 23% (highest number of responses) were 41 – 54 years, both of which represent increases on last year.  

The survey results were presented and discussed at the Patient Participation Group meeting on 11th March 2014.

Survey Results
The survey demonstrated a consistently high level of patient satisfaction. In particular; clear explanation of the reasons for any treatment or action by the doctor or nurse during the consultation, provision of enough time to discuss your health issue with the nurse during the appointment, clear explanation of the nature of the treatment by the nurse during the appointment, helpfulness of reception team and overall satisfaction with the service the practice provides - all scored 100%.
Out of 23 questions, 2 had the same % achievement as last year; provision of enough time to discuss your health issue with the nurse during the appointment (100%) and ease of completing the survey (99%). 14 questions had a higher % achievement and 7 questions a lower %. 
Ability to access same day urgent face to face or telephone care from a doctor / treatment from a nurse had fallen by 3% to 86%. The highest rate of drop in satisfaction at 10% was the ability to get through to the practice on the phone, only scoring 51%. 
41 respondents chose to provide additional comments. These generally reinforced the high level of satisfaction with the care and service provided by the whole practice team. Suggestions for improving service included; increased availability of extended appointments, offer of annual health screening for all patients, availability of early morning / Saturday appointments, online access for booking appointments and ordering repeat prescriptions, improved car parking, reduced  waiting times and improved telephone access.
The full survey results can be viewed by clicking the links below:
Patient Survey Analysis - 2013-14.xls
Patient Survey Comments (Anonymised) - 2013-14.doc
The discussion identified key areas for further consideration and review. These are set out in the action plan below: 

Action Plan

	Area
	Action 
	By Whom
	By When
	Status

	Phone access
	Review of administrative rota to increase call handling capacity at peak times

	KF / CM
	5.6.14
	Ongoing

	Online access
	Monitor online appointment booking and repeat prescription service, including registration uptake and analysis of ratio between appointments booked online and over the phone

	KF / ZC
	5.6.14
	Ongoing

	Same day access
	Review of management of requests for urgent appointments

	Partners
	5.6.14
	Ongoing

	Communication of delays in surgery running times by reception 

	Implement improved system to inform patients of running times
	KF / CM
	5.6.14
	Ongoing

	Provision of additional hours
	Review of surgery hours post clarification of requirements of new GP contract

	Partners
	5.6.14
	Ongoing

	Moving the PPG forward
	Develop a strategy for the PPG to improve patient engagement and broaden the demographic

	PPG
	31.12.14
	Ongoing


