Selborne Road Medical Centre

Dr Sarah Zadik • Dr Anil Gill • Dr Lisa Morris (Salaried GP) • Dr Sarah Wilkinson (Salaried GP)

LOCAL PATIENT PARTICIPATION REPORT 2012 - 2013
A. Patient Reference Group (PRG) Members Profile: This year 12 patients were part of our PRG, which is 3 more than last year due to our advertising campaign. PRG members were either involved in person at meetings or via email. The profile of the PRG is as follows: 
· Sex: 42% male, 58% female
· Age: 25% 45-54, 17% 55-64, 42%65-74, 17% 75-84
· Employment: 25% Part time work, 8% Permanently Sick or Disabled, 67% retired.
· Carers: 25% are carers
· Parents: 8% parent/guardian for someone under 16 years of age
· Ethnicity: 100% British
Although this PRG does not exactly represent the practices registered patient population (as no members are under the age of 40 or from an ethnic background other than British) the group actively considers all 3024 registered patients in all its discussions. (See appendix)
B. Representation in the PRG: Despite our best efforts, the PRG is not entirely representative of our practice population (See appendix). To encourage a representative PRG, new members were encouraged to join as well all members of the PRG last year. As the PRG last year had no parents/guardians, no disabled patients or any patients under 40 years old we tried to include these groups of patients in our PRG this year to make it more representative. It is positive to see that this year our PRG did include parents/guardians and disabled patients. Although no patients under 40 years old attended, they were actively invited. On 24/01/2013, 66 patients under 40 who had recently attended the Practice were sent a text message inviting them to be part of the PRG. The invitation read as follows: “SelborneRd Medical Centre invites you to be part of our PatientGroup to help identify ways we can improve. A meeting will be held at SelborneRd Medical Centre on Thursday 31/01/13 at 12.30; alternatively you can be involved via email. If you'd like to be involved please contact the surgery on 011426869292”As a result, patients from the underrepresented groups did confirm that they would attend. Unfortunately, they did not come for the meetings or get involved via email.
Further, our PRG only included patients from a British ethnic background. To try and diversify the group, the patients who were sent a text message as detailed above included patients from a variety of ethnic backgrounds including Asian, British, Chinese, Indian and others. Last year a patient from an Indian background was part of the PRG, unfortunately they were not able to be part of the PRG this year.
C. Agreeing priority issues: At the meeting on 31st January 2013, the PRG discussed the issues that were a main priority to patients. The results of last year’s PRG designed patient questionnaire and the actions taken were also discussed, with the results and outcomes of that report helping to shape this year’s main priorities (for further information please see the Local Patient Participation Report 2011 – 2012). The agreed main priorities were as follows: The functions and content of our website, whether patients would like water in the waiting room, privacy at the reception desk, general satisfaction with the care provided, if the Practice would be recommended, what patients like about the surgery and what patients like and think could be different about the surgery. As well as these agreed priority areas, general questions would also be involved to ensure our response came from a cross-section of our patients. All the questions for the local practice survey were decided upon at this meeting.
D. Obtaining the views of registered patients: Once the questionnaire was designed, it was handed out to patients to complete when they attended the surgery. This made sure that we had up to date responses from patients who recently accessed our services. 102 questionnaires were also posted to a random stratified sample of patients. This was done in order to try and make sure that the questionnaire was given to cross section of the registered patient community. We had around a 40% response rate from the posted questionnaires which is very high, although down from last year. In total we had 71 questionnaires completed which represents 2.4% of the practice population which is in line with previous CFEP practice questionnaire sample sizes and what was agreed with the PRG. The PRG felt that the responses were valid as they were from a cross-section of patients (see responses to questions 8-13 in section G).
E. Discussing the results with the PRG: A meeting was held on 21st March 2013 to discuss the questionnaire results with the PRG. An action plan based on the results was also discussed and agreed upon. If any PRG member was unable to attend they were offered involvement via email.
F. Action Plan: 
1) Based on the responses of what patients wanted to see on our website, it was decided that although we have the majority of what patients want, it could do with updating on a monthly basis, have extra sections for Healthy Living and Health News, as well as an area for local health news. The online appointment booking website will also be updated explaining why Nurse Appointments cannot be booked online.
2) 63% of patients surveyed said they would like to have water available in the waiting room. As a result the surgery will look into what options are available. Funding may not be available for a water cooler system, but posters could be put up offering patients to ask if they need a drink. These options will be discussed with the Partner GPs.
3) 17% felt that in the Reception Area, other patients can overhear what you say to the Receptionist and are not happy about it. For question 7, 13% said that they would like more privacy at the reception desk. This area was raised last year and is a problem for the majority of GP Surgeries in converted houses. The action plan from last year was implemented, namely the Life Channel TV in waiting room back was switched on to stop patients overhearing and a more prominent poster was put in the waiting room and entrance hall telling patients to inform reception if they would like a private word and they can come round to the other side of reception away from the waiting area. The Surgery discussed this with all the staff. The Life Channel TV is currently not working correctly and this has been reported to the supplier but we are still waiting for them to fix the issue. The posters will be reviewed to make sure they are visible and clear. Changing the layout of the surgery was discussed but is not currently practical. The privacy at the reception desk will be considered in any future renovations of the surgery. 
4) For question 7, 7% said that they would like waiting times to be improved and 7% would like to be told if the GP is running late. Last year this was brought up and it was decided that receptionists would tell patients who arrive for an appointment how many patients are waiting before them. This was implemented but seems to have now stopped. The Practice will now ensure that this is done routinely. The PRG feels that this would be a helpful service to patients. 
5) From question 7, 7% would like more out of office hours available. The PRG discussed the fact that we used to have an evening clinic but there was very little demand with an average of 1 patient per week. As a result this clinic was stopped as there was no demand. We do offer appointments as early as 8.30am and 6pm. The surgery currently diverts calls to an Out Of Hours service (OOH) between 12-3.30 each day and the PRG wondered if this could also be a problem for patients. The Surgery will look into the feasibility of stopping diverting calls to our OOH at lunch times and keeping calls coming through to receptionist in the surgery. However, this was considered as a result of last year’s Local Patient Participation Report and it was decided that during these times we often have only 1 receptionist working and if the phones were not diverted then there may staffing issues as the jobs set aside for that time period may not be completed if we were taking calls. Funds were not available to increase staffing levels during these times. The PRG were sympathetic with this.
G. Statistical evidence: These are the results of the Patient Questionnaire:
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	4b What would make you more satisfied?
	No.

	Reduced appointment waiting times
	7

	we are very satisfied
	3

	The GP looks up symptoms on a website, I could do that.
	1

	More Out of hours slots
	1

	Earlier appointments
	1

	late evening GP appointments
	1

	Dr Morris taking more surgeries
	1

	Make appointments with Nurse online
	1

	ability to contact surgery by phone between 12-3.30
	1

	phones answered promptly
	1

	Being kept up to date with how late a clinic is running
	1

	repeat prescriptions available within 25h not 48h
	1

	post days clinics in centre
	1

	More time with GPs
	1

	Ordering prescriptions for family online
	1

	For the GPs to listen
	1

	more friendly reception staff (feels like us and them)
	1

	Receptionists phone back when they say they will
	1

	Getting an appointment
	1
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	5b if not why?

	Just seems to give lip service…we need real doctors

	frequent changes of Doctors

	not referred to hospital in time for operation

	long waiting times after appointment made, very unhappy with a particular GP who was a locum
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	Comments

	Excellent service

	I am very satisfied with the service

	I am very satisfied with the practice

	No experience of OOH service or Home Visit

	Thank you for all the care over the years

	I don't visit much but when I do I am generally satisfied

	I am very happy with care given by all staff. Our family has no complaints

	Continued improvement


H. Details of Action: 
1. Make a member of the Practice Team responsible for updating the website at least on a monthly basis by 31st March 2013. Add this to their Job Description. In April 2013, add new areas to the site promoting healthy living, health news and local health issues. Update the Online Booking System to explain that Nurse Appointments aren’t available to book online due to the appointment lengths varying depending on what the appointment is for.
2. In April 2013 discuss with the GP partners the options of having water available for patients in the waiting room. If a water cooler can’t be provided, discuss whether staff give patients water if patient is unwell and put up a poster advertising this.
3. The Life Channel TV Company will be contacted again before 31st March 2103 to fix the TV. By 31st March 2013, check the posters informing patients of where to go if they want more privacy with a receptionist, improve or reposition them if necessary.
4. By 31st March2013 instruct all receptionists to inform patients how many people are waiting to see the GP/Nurse/HCA before them. This is to be done routinely for all patients. 
5. During April 2013 the GP Partners will discuss staffing levels between 12-3.30pm and will consider the possibility of taking calls during these times.
I. Opening Hours:  The surgery is open from 8.30am to 6.00pm Monday to Friday (the building does not close at lunch times), except on Thursdays when we are open 8.30am to 1pm. The telephone lines are open 8.30am to 12 noon and then again 3.30pm to 6.00pm Monday to Friday, except Thursday when the lines are only open 8.30am to 12 noon. If you call outside of these hours your call will be forwarded to our Out Of Hours service provider. Appointments can be made by telephone, in person at reception or through the Internet. Repeat prescription requests can be made in person, by post using the white side of your previous prescription, by telephone, by fax, via a pharmacy or through the Internet. Signed prescriptions will be ready 2 days later and can be collected, posted out if a SAE is provided by the patient or patients can arrange for a local Pharmacy to collect prescriptions on their behalf.
J. Extended Hours Access Scheme: We no longer provide Extended Hours Access due to extremely low demand for appointments when it was available.
This Report has been made available to everyone from 27th March 2013 at:

www.selborneroadmedicalcentre.co.uk
Appendix
Practice Population Profile
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Note: Although we do not record patients who are parents using readcodes, the high number of Children under 18 show us that there is a larger proportion of parents in our practice population.
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*Note: Patients with no ethnicity recorded were removed from this chart. This chart represents the 54% of patients for whom we have ethnicity recorded. Recording ethnicity is something we routinely do in practice and when registering patients so as to improve our record.

Carers: 2% of our practice population are recorded as being carers.

Employment status: We do not routinely record employment status of patients as it is not clinically relevant.
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		Ease of getting appointments
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		good prescription service
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Questionnaire data

				1 What would you like to see on our website?		2 When visiting the surgery would you like to have water available in the waiting room?		3 In the Reception Area, can other patients overhear what you say to the Receptionist?		4 In general, how satisfied are you with the care you get at the Practice ?		4b What would make you more satisfied?		5 Would you recommend the Practice to someone who has just moved to your local area?		5b if not why?		6i Please tell us 2 things you like about the practice		6ii Please tell us 2 things you like about the practice		7i Please tell us 2 things you think could be different about the practice		7ii Please tell us 2 things you think could be different about the practice		8 Are you male or female?		9 How old are you?		10 Which of these best describes what you are doing at present?		11 Are you a parent or a legal guardian of any children aged less than 16 years currently living in your home?		12 Do you have carer responsibilities for anyone in your household with a long-standing health problem or disability ?		13 What is your ethnic group?		14.Comments

		1				Don't Know		.Yes and I am not happy about it		.Very Dissatisfied		The GP looks up symptoms on a website, I could do that.		Definitely not		Just seems to give lip service…we need real docotors		Convenient								Female		55-64		Full time paid work		No		No		British		NA

		2		Opening times, emergency contacts, contact details		Yes		Yes, but don't mind		Very		NA		Yes		NA		On way to work		Ease of getting appointments						Male		35-44		Full time paid work		Yes		No		British		NA

		3				Yes		Yes, but don't mind		Very		NA		Yes		NA		Friendly		Homely		Put the radio back on				Male		25-34		Doing something else		No		No		British		NA

		4		FAQs on common illnesses. Opening times. Link to book appointments and prescriptions		Yes		Yes, but don't mind		Very		Reduced appointment waiting times		Yes		NA		Online service		Friendly		Bright Colours		Clock		Female		35-44		Part time work		Yes		No		British		NA

		5				Yes		Yes, but don't mind		Very		Reduced appointment waiting times, stagger appointment times		Yes		NA																No		No		British		NA

		6		Book appointments. Test results		Yes		Yes, but don't mind		Fairly		More Out of hours slots		Might		NA		New local number		Ease of getting appointments		drab-too many leaflets		feel services offered are for financial gain rather than clinical need		Male		25-34		Full time paid work		No		No		British		NA

		7		Available appointments		Yes		Yes, but don't mind		Fairly		Earlier appointments		Yes		NA		Local				Earlier appointments				Male		45-54		Full time paid work		Yes		No		British		NA

		8		Available appointments		Yes		Yes, but don't mind		Very		NA		Yes		NA		Friendly		local						Female		25-34		Full time paid work		No		No		British		NA

		9		Book appointments. Appointment times		No		Yes, but don't mind		Very		NA		Yes		NA		Friendly		Availability of appointments		Annual health checks				Female		35-44		Full time paid work		No		No		British		NA

		10				Don't Know		No, other patients can't overhear		Very		NA		Probably not		NA

		11		Opening times, doctors available		Yes		Yes, but don't mind		Fairly		Reduced appointment waiting times		Might		NA

		12				Yes		Yes, but don't mind		Very		NA		Yes		NA

		13				No		Yes, but don't mind		Very		NA		Yes		NA		Attitude		Efficiency		Waiting times				Male		65-74		Retired		No		No		British		Excelent service

		14		Service Changes. Email for prescriptions		Yes		.Yes and I am not happy about it		Very		NA		Yes		NA		Ease if prescription service		Ease of getting appointments		More privacy at reception		news papers		Male		55-64		Retired		No		No		British

		15				Yes		Yes, but don't mind		Very		NA		Yes		NA

		16				Yes		Yes, but don't mind		Very		NA		Yes		NA		Helpful staff		Ease of getting appointments						Female		45-54		Full time paid work		No		No		British

		17				Yes		Yes, but don't mind		Very		On time		Probably not		NA																No		No		British

		18				Yes		Yes, but don't mind		Very		NA		Yes		NA		Friendly receptionists		Good Doctors						Female		45-54		Part time work		Yes		No		British

		19				Yes		Yes, but don't mind		Very		NA		Yes		NA		Friendly		Helpful						Female		35-44		Full time paid work		Yes		No		Pakistani

		20				Don't Know		.Yes and I am not happy about it		Very		NA		Yes		NA		Helpful staff		professional and caring GPs		More privacy at reception				Female		45-54		Full time paid work		No		No		British

		21		Opening times, important info		Don't Know		Yes, but don't mind		Fairly		NA		Yes		NA		Friendly and welcoming		professional		Waiting times		don't prescribe antibiotics with out propper testing		Male		25-34		.Full time education		No		No		Any other white background

		22				Don't Know		Don't know		Very		NA		Yes		NA		Polite Receptionists		Phones answered promptly						Female		65-74		Retired		No		No		British

		23				Yes		Yes, but don't mind		Very		NA		Yes		NA		Friendly receptionists								Female		65-74		Retired		No		Yes		British

		24		Out of hours contact info. Home visits. Emergency contact numbers. Order prescriptions		Yes		Yes, but don't mind		Quite dissatisfied		shorter waiting times		Not Sure		frequent changes of Doctors																No		No		British

		25				Yes		Yes, but don't mind		Very		NA		Yes		NA		Welcoming		Friendly						Female		18-24		Full time paid work		Yes		No		British

		26				Yes		.Yes and I am not happy about it		Very		NA		Yes		NA		Convenient		personal feeling						Female		75-84		Retired		No		No		British

		27				Yes		Yes, but don't mind		Very		NA		Yes		NA

		28		GP rota, clear contact numbers. General Health Advice		Yes		Yes, but don't mind		Very		NA		Yes		NA		Calm atmoshere		professional outlook						Male		35-44		Full time paid work		No		No		British

		29		Surgery times and GPs available		Yes		Yes, but don't mind		Fairly		NA		Yes		NA

		30				Yes		Yes, but don't mind		Very		NA		Yes		NA		Helpful staff		Helpful GPs						Female		25-34		Full time paid work		No		No		British

		31				Yes		Yes, but don't mind		Very		NA		Yes		NA		Helpful staff		Thorough		Waiting times				Female		75-84		retired		No		No		British

		32		Staff profiles		No		.Yes and I am not happy about it		Very		Dr Morris taking more surgeries		Yes		NA		Dr Morris		Ease of getting appointments		Don't like Health Service TV		Tell patients when GP running late		Male		55-64		Retired		No		No		British

		33		Move info from notice boards onto website		No		Yes, but don't mind		Very		Make appointments with Nurse online		Yes		NA		Helpful staff		online prescriptin service		too many notices		Tell patients when GP running late		Female		55-64		Part time work		No		No		British

		34		Surgery times, times of GP on duty. Special Clinic eg sleep disorder workshops, baby clinics, counselling		Don't Know		.Yes and I am not happy about it		Very		NA		Yes		NA		Helpful staff		Dr Zadik and Morris		More privacy at reception		Tell patients when GP running late		Male		75-84		Looking after the home		No		No		British

		35		opening hours. Services offered		yes		Yes, but don't mind		Very		NA		Yes		NA		Getting appointment same day		Friendly						Female		35-44		Part time work		Yes		No		British

		36		GP rota. Health advice. Local health info ie infections etc		No		Yes, but don't mind		Very				Yes		NA		Pleasant staff		Ease of getting appointments		update online health info				Female		55-64		Part time work		No		No		British

		37				No		Yes, but don't mind		Very		NA		Yes		NA		Good GPs		Helpful staff						Male		75-84		Retired		No		No		British

		38				Yes		.Yes and I am not happy about it		Very		NA		Yes		NA										Female		45-54		Full time paid work		No		No		British

		39				No		Yes, but don't mind		Very		NA		Yes		NA		Good GPs		Good Nurses						Female		65-74		Retired		No		No		British

		40				Don't Know		Yes, but don't mind		Very		NA		Yes		NA		Courteous receptionists on phone		Ease of getting appointments						Male		85+		Retired		No		No		British		I am very satisfied with the service

		41		Profiles of GPs-qulaifications, photos, length of service. Details of Dr Wilkinson missing. Regular updates		Yes		.Yes and I am not happy about it		Fairly		ability to contact surgery by phone between 12-3.30		Might		NA		Receptionists		Ability to speak to a GP over the phone		Phones available throughout the day		update website regularly		Female		55-64		Retired		No		No		British

		42				No		Yes, but don't mind		Very		NA		Yes		NA		Confident in GPs		Never rushed		having mastitus checked without feeling they are taking up valuable GP time				Female		65-74		Retired		No		No		British		I am very satisfied with the practice

		43		The webiste is comprehensive1		No		Yes, but don't mind		Very		NA		Yes		NA		appointment remider SMSs		Ease of getting appointments				Tell patients when GP running late		Female		55-64		Retired		No		No		British		No experience of OOH service or Home Visit

		44		Link to NHS direct		Don't Know		Yes, but don't mind		Very		NA		Yes		NA		Clincial staff professional & caring		clinical staff coming out of room to call patients						Female		45-54		Part time work		No		No		British		Thank you for all the care over the years

		45		Book appointments		Yes		.Yes and I am not happy about it		Quite dissatisfied		phones answered promptly. Receptionists phone back when they say they will. Getting an appointment		Definitely not		NA		Local				better availabilty of appointments		evening clinics		Female		25-34		Full time paid work		No		No		British

		46				No		No, other patients can't overhear		Very		NA		Yes		NA		understanding GPs, don’t rush		helpful friendly receptionists		Nothing				Female		75-84		Retired		No		Yes		British

		47		book appointments		No		.Yes and I am not happy about it		Fairly		NA		Might		NA		local		friendly and efficient GPs		easier to get appointments		no buttons to press when calling		Female		45-54		Full time paid work		No		No		British

		48		link to NHS choices. Local hospital services, health advice inc. children		Yes		Yes, but don't mind		Very		NA		Yes		NA		quick appointments		good quality care		improve speed of repeat prescriptions		magazines in waiting area		Male		25-34		Full time paid work		Yes		No		Any other Asian background

		49		Keep it up to date		Yes		Yes, but don't mind		Very		Being kept up to date with how late a clinic is running		Yes		NA		Online service		Dr Zadik gives you time you need		book nurse appointments online		sort notice boards		Female		45-54		Permanently sick or disabled		No		No		British

		50		hours and availability of GPs		No		Yes, but don't mind		Very		repeat prescriptions available within 25h not 48h		Yes		NA		Excellent clinical care by GPs and Nurse		Ease of getting appointments		Saturday opening		SMS lab results to patients		Male		55-64		Retired		No		No		British

		51		all services offered. Diet advice eg for diabetics		No		Yes, but don't mind		Very		post days clinics in centre		Yes		NA		Local		friendly		TV while waiting		heating		Male		65-74		Full time paid work		Yes		No		British

		52				Yes		Yes, but don't mind		Very		NA		Yes		NA										Female		45-54		Full time paid work		No		No		British

		53				Yes		.Yes and I am not happy about it		Very		More time with GPs		Yes		NA		pleasant and efficient receptionists		Ease of getting appointments		More privacy at reception				Female		55-64		Retired		No		No		British

		54		current news on kids bugs, opening times, book appiontments, medical break throughs		Yes		Yes, but don't mind		Fairly		late evening GP appointments		Yes		NA		Dr Zadik		Helpful staff		books for older children		you can hear everything about another patient		Male		45-54		Part time work		Yes		Yes		British

		55				No		.Yes and I am not happy about it		Very		NA		Yes		NA		Prescriptions going to chemist		sympathetic attitude of staff		ventalations		more privacy at reception		Male		65-74		Retired		No		No		British

		56		up to date messages, news, staff info		Yes		Yes, but don't mind		Very		we are very satisfied		Yes		NA		health care		pleasant enthusiasm of staff		message when surgery closed during day		a lot of surplus info  in waititng room		Male		65-74		Retired		No		No		British

		57				Yes		Yes, but don't mind		Very		NA		Yes		NA		Online service		prescription line		SMS reminders for appointments				Male		55-64		Full time paid work		No		No		British

		58		info on current problems, epidemics, holiday advice, flu jabs		Yes		Yes, but don't mind		Very		NA		Yes		NA		good prescription service		Practice Nurse Facilities		Open receptin counter				Male		65-74		Retired		No		No		British

		59				Yes		Yes, but don't mind		Neither satisified nor dissatisfied		NA		Yes		NA										Male		65-74		Retired		No		No		British		I don't visit much but when I do I am generally satisfied

		60		surgery times. Link to online service.email link to surgery. Healthy recipe section. Firsty aid section. Staff profiles. Links to NHS choices, Health Quiz		Yes		Yes, but don't mind		Very		Ordering prescriptions for family		Yes		NA		friendly helpful receptionists		good quality care		improve décor		reception would be better without window, creates us and them feel		Female		45-54		Part time work		Yes		Yes		British		I am very happy with care given by all staff. Our family has no complaints

		61				No		Yes, but don't mind		Very		Nothing, very happy		Yes		NA		Appointments are swift, don't have to wait long		Staff and GPs nice, especially Dr Morris		Nothing				Female		45-54		Part time work		Yes		No		British

		62				Don't Know		Yes, but don't mind		Quite dissatisfied		For the GPs to listen		Definitely not		not referred to hospital in time for operation		Helpful staff								Female		85+		Retired		No		No		British

		63				Yes		Yes, but don't mind		Neither satisified nor dissatisfied		shorter waiting times, more friendly reception staff (feels like us and them)		Probably not		long waiting times after appointment made, very unhappy with a particular GP who was a locum		Good afercare from some GPs				more privacy at reception		more out of office hours available		Female		45-54		Full time paid work		No		No		British

		64				Yes		Yes, but don't mind		Very		NA		Yes		NA		pleasant staff		Helpful staff						Female		75-84		Doing something else		No		No		British

		65		links to health coditions, Q&A section		Yes		Yes, but don't mind		Fairly		NA		Yes		NA		convenient to where I live		Knowledgable GPs		not being able to book for same day appointments		parking problems`		Male		45-54		Full time paid work		Yes		No		British

		66		Website looks great, comprehensive		Yes		Yes, but don't mind		Very		n		Yes		n		Friendly informal feel		consiferate staff						Male		35-44		Full time paid work		No		No		British

		67		opening times, surgery hours, services availabel, book appointments, order prescriptions		Yes		No, other patients can't overhear		Very		I am happy, no complaints		Yes		n		good prescription service		Ease of getting appointments		updated magazines		waiting times		Female		45-54		Part time work		Yes		No		British

		68				Don't Know		Don't know		Fairly		n		Might		n		Dr Gill		Receptionists						Male		65-74		Retired		No		No		British		Continues improvement

		69				No		Yes, but don't mind		Very		n		Yes		n		Local		Friendly		parking				Female		55-64		Retired		No		No		British

		70		surgery times, services available		Yes		Yes, but don't mind		Very		shorter waiting times		Yes		n		Helpful staff		Ease of getting appointments						Female		55-64		Retired		No		Yes		British

		71				Don't Know		Yes, but don't mind		Very		n		Yes		n		Care from GPs		Ease of getting appointments						Male		55-64		Retired		No		No		British

		72				Yes		Yes, but don't mind		Very		n		Yes		n		Practice is not religious		Nice staff						Male		35-44		Full time paid work		Yes		No		British





Analysis

		

		1 What would you like to see on our website?		Opening times, emergency contacts, contact details

		34 responses = 47%		FAQs on common illnesses. Opening times. Link to book appointments and prescriptions

				Book appointments. Test results

				Available appointments

				Available appointments

				Book appointments. Appointment times

				Opening times, doctors available

				Service Changes. Email for prescriptions

				Opening times, important info

				Out of hours contact info. Home visits. Emergency contact numbers. Order prescriptions

				GP rota, clear contact numbers. General Health Advice

				Surgery times and GPs available

				Staff profiles

				Move info from notice boards onto website

				Surgery times, times of GP on duty. Special Clinic eg sleep disorder workshops, baby clinics, counselling

				opening hours. Services offered

				GP rota. Health advice. Local health info ie infections etc

				Profiles of GPs-qulaifications, photos, length of service. Details of Dr Wilkinson missing. Regular updates

				The webiste is comprehensive1

				Link to NHS direct

				Book appointments

				book appointments

				link to NHS choices. Local hospital services, health advice inc. children

				Keep it up to date

				hours and availability of GPs

				all services offered. Diet advice eg for diabetics

				current news on kids bugs, opening times, book appiontments, medical break throughs

				up to date messages, news, staff info

				info on current problems, epidemics, holiday advice, flu jabs

				surgery times. Link to online service.email link to surgery. Healthy recipe section. Firsty aid section. Staff profiles. Links to NHS choices, Health Quiz

				links to health coditions, Q&A section

				Website looks great, comprehensive

				opening times, surgery hours, services availabel, book appointments, order prescriptions

				surgery times, services available

		2 When visiting the surgery would you like to have water available in the waiting room?

		Yes		45		63%

		No		16		22%

		Don't know		11		15%

		3 In the Reception Area, can other patients overhear what you say to the Receptionist?		Yes, but don’t mind		55		76%

				Yes and am not happy about it		12		17%

				No, other patients can’t overhear		3		4%

				Don’t know		2		3%

				blanks

		4 In general, how satisfied are you with the care you get at the Surgery ?		Very		56		78%

				Fairly		10		14%

				Neither satisfied nor dissatisfied		2		3%

				Quite dissatisfied		3		4%

				Very dissatisfied		1		1%

		4b What would make you more satisfied?

		The GP looks up symptoms on a website, I could do that.

		Reduced appointment waiting times		7

		we are very satisfied		3

		More Out of hours slots

		Earlier appointments

		late evening GP appointments

		Dr Morris taking more surgeries

		Make appointments with Nurse online

		ability to contact surgery by phone between 12-3.30

		phones answered promptly. Receptionists phone back when they say they will. Getting an appointment

		Being kept up to date with how late a clinic is running

		repeat prescriptions available within 25h not 48h

		post days clinics in centre

		More time with GPs

		Ordering prescriptions for family online

		For the GPs to listen

		more friendly reception staff (feels like us and them)

		5 Would you recommend the Pracrice to someone who has just moved to your local area?		Yes		60		83%

				Might		5		7%

				Not sure		1		1%

				Probably not		3		4%

				Definitely not		3		4%

				Don’t know		0		0%

						72		100%

		5b if not why?		Just seems to give lip service…we need real docotors

				frequent changes of Doctors

				not referred to hospital in time for operation

				long waiting times after appointment made, very unhappy with a particular GP who was a locum

		6i Please tell us 2 things you like about the practice		Convenient

		115 responses out of 144 = 80%		On way to work

				Friendly

				Online service

				New local number

				Local

				Friendly

				Friendly

				Attitude

				Ease if prescription service

				Helpful staff

				Friendly receptionists

				Friendly

				Helpful staff

				Friendly and welcoming

				Polite Receptionists

				Friendly receptionists

				Welcoming

				Convenient

				Calm atmoshere

				Helpful staff

				Helpful staff

				Dr Morris

				Helpful staff

				Helpful staff

				Getting appointment same day

				Pleasant staff

				Good GPs

				Good GPs

				Courteous receptionists on phone

				Receptionists

				Confident in GPs

				appointment remider SMSs

				Clincial staff professional & caring

				Local

				understanding GPs, don’t rush

				local

				quick appointments

				Online service

				Excellent clinical care by GPs and Nurse

				Local

				pleasant and efficient receptionists

				Dr Zadik

				Prescriptions going to chemist

				health care

				Online service

				good prescription service

				friendly helpful receptionists

				Appointments are swift, don't have to wait long

				Helpful staff

				Good afercare from some GPs

				pleasant staff

				convenient to where I live

				Friendly informal feel

				good prescription service

				Dr Gill

				Local

				Helpful staff

				Care from GPs

				Ease of getting appointments

				Homely

				Friendly

				Ease of getting appointments

				local

				Availability of appointments

				Efficiency

				Ease of getting appointments

				Ease of getting appointments

				Good Doctors

				Helpful

				professional and caring GPs

				professional

				Phones answered promptly

				Friendly

				personal feeling

				professional outlook

				Helpful GPs

				Thorough

				Ease of getting appointments

				online prescriptin service

				Dr Zadik and Morris

				Friendly

				Ease of getting appointments

				Helpful staff

				Good Nurses

				Ease of getting appointments

				Ability to speak to a GP over the phone

				Never rushed

				Ease of getting appointments

				clinical staff coming out of room to call patients

				helpful friendly receptionists

				friendly and efficient GPs

				good quality care

				Dr Zadik gives you time you need

				Ease of getting appointments

				friendly

				Ease of getting appointments

				Helpful staff

				sympathetic attitude of staff

				pleasant enthusiasm of staff

				prescription line

				Practice Nurse Facilities

				good quality care

				Staff and GPs nice, especially Dr Morris

				Helpful staff

				Knowledgable GPs

				consiferate staff

				Ease of getting appointments

				Receptionists

				Friendly

				Ease of getting appointments

				Ease of getting appointments

				practice is not religious

		7i Please tell us 2 things you think could be different about the practice		Put the radio back on

		57 responses out of pssible 142=40%		Bright Colours

				drab-too many leaflets

				Earlier appointments

				Annual health checks

				Waiting times

				More privacy at reception

				More privacy at reception

				Waiting times

				Waiting times

				Don't like Health Service TV

				too many notices

				More privacy at reception

				update online health info

				Phones available throughout the day

				having mastitus checked without feeling they are taking up valuable GP time

				better availabilty of appointments

				Nothing

				easier to get appointments

				improve speed of repeat prescriptions

				book nurse appointments online

				Saturday opening

				TV while waiting

				More privacy at reception

				books for older children

				ventalations

				message when surgery closed during day

				SMS reminders for appointments

				Open receptin counter

				improve décor

				Nothing

				more privacy at reception

				not being able to book for same day appointments

				updated magazines

				parking

				Clock

				feel services offered are for financial gain rather than clinical need

				news papers

				don't prescribe antibiotics with out propper testing

				Tell patients when GP running late

				Tell patients when GP running late

				Tell patients when GP running late

				update website regularly

				Tell patients when GP running late

				evening clinics

				no buttons to press when calling

				magazines in waiting area

				sort notice boards

				SMS lab results to patients

				heating

				you can hear everything about another patient

				more privacy at reception

				a lot of surplus info  in waititng room

				reception would be better without window, creates us and them feel

				more out of office hours available

				parking problems`

				waiting times

				nice staff

		8 Are you male or female?		Male		26		36%

				Female		37		51%

				blank		9		13%

												population

		9 How old are you?		Under 18		0		0%		0 - 17		580		19%

				18 – 24		1		1%		18 - 24		221		7%

				25 – 34		7		10%		25 - 34		276		9%

				35 – 44		8		11%		35 - 44		385		13%

				45 – 54		15		21%		45 - 54		498		16%

				55 - 64		13		18%		55 - 64		440		15%

				65 - 74		11		15%		65 - 74		331		11%

				75 - 84		6		8%		75 - 84		180		6%

				85 and over		2		3%		85+		113		4%

				blanks		9		13%		Total		3024

						72

		10 Which of these best describes what you are doing at present?		Full-time paid work (30 hrs or more per week)		23		32%

				Part-time paid work (under 30 hrs per week)		10		14%

				Full-time education (school, college, university)		1		1%

				Unemployed		0		0%

				Permanently sick or disabled		1		1%

				Fully retired from work		25		35%

				Looking after the home		1		1%

				Doing something else		2		3%

				blanks		9		13%

						72		100%

		11 Are you a parent or a legal guardian of any children aged less than 16 years currently living in your home?		Yes		15		21%

				No		51		71%

				blanks		6		8%

						72		100%

		12 Do you have carer responsibilities for anyone in your household with a long-standing health problem or disability ?		Yes		5		7%

				No		61		85%

				blanks		6		8%

						72

		13 What is your ethnic group?		British		63		88%

				Irish				0%

				Any other white background		1		1%

				White & Black Caribbean				0%

				White & Black African				0%

				White & Asian				0%

				Any other Mixed background				0%

				Indian				0%

				Pakistani		1		1%

				Bangladeshi				0%

				Any other Asian background		1		1%

				Caribbean				0%

				African				0%

				Any other Black background				0%

				Chinese				0%

				Any other ethnic group				0%

				Prefer not to say				0%

				blanks		6		8%

		Comments		Excelent service

				I am very satisfied with the service

				I am very satisfied with the practice

				No experience of OOH service or Home Visit

				Thank you for all the care over the years

				I don't visit much but when I do I am generally satisfied

				I am very happy with care given by all staff. Our family has no complaints

				Continued improvement





Q1 break down

		Book appointments Prescriptions online		15

		GP rota/ Surgery times		11

		Opening times		7

		Health/ diet advice.		6

		List of services offered		5

		Info on common illnesses		4

		GP and Staff profiles		4

		Up to date health news, medical break throughs		4

		Out of hours/ emergency contact info.		3

		Regular updates		3

		Link to NHS direct		3

		The webiste is comprehensive		2

		Contact details		2

		Move info from notice boards onto website		1

		First aid section		1

		Local hospital services		1

		Test results		1

		Email for prescriptions		1

		Home visits.		1

		holiday advice		1

		1 What would you like to see on our website?

		34 responses = 48%

						flu jabs

						email link to surgery.





Q6 breakdown

		6i Please tell us 2 things you like about the practice?

		Friendly, Pleasant GPs and staff		24		21%		122 responses out of 142 = 86%

		Ease of getting appointments		15		13%

		Helpful GPs and staff		14		12%

		Convenient / Local		10		9%

		Professional and caring GPs		7		6%

		good prescription service		5		4%

		good quality care		5		4%

		Online service		4		3%

		professional		4		3%

		Dr Morris		3		3%

		Receptionists		3		3%

		Never rushed, thorough		3		3%

		Appointments are swift, don't have to wait long		2		2%

		Dr Zadik		2		2%

		Calm, Homely atmoshere		2		2%

		Ability to speak to a GP over the phone		1		1%

		appointment remider SMSs		1		1%

		clinical staff coming out of room to call patients		1		1%

		Confident in GPs		1		1%

		Dr Gill		1		1%

		Efficiency		1		1%

		Good Nurses		1		1%

		New local number		1		1%

		personal feeling		1		1%

		Phones answered promptly		1		1%

		practice is not religious		1		1%

		Practice Nurse Facilities		1		1%

				115





Q7 breakdown

		7i Please tell us 2 things you think could be different about the practice						57 responses out of pssible 142=40%

		More privacy at reception		8		14%

		more out of office hours available		4		7%

		Tell patients when GP running late		4		7%

		Waiting times		4		7%

		better availabilty of appointments		3		5%

		Decoration		3		5%

		Re organise notice boards		3		5%

		magazines / news papers in waiting area		3		5%

		Nothing		2		3%

		parking		2		3%

		update website regularly		2		3%

		Phones available throughout the day		2		3%

		Annual health checks		1		2%

		book nurse appointments online		1		2%

		books for older children		1		2%

		Clock		1		2%

		Don't like Health Service TV		1		2%

		don't prescribe antibiotics with out propper testing		1		2%

		feel services offered are for financial gain rather than clinical need		1		2%

		having mastitus checked without feeling they are taking up valuable GP time		1		2%

		heating		1		2%

		improve speed of repeat prescriptions		1		2%

		message when surgery closed during day		1		2%

		nicer staff		1		2%

		no buttons to press when calling		1		2%

		Open receptin counter		1		2%

		Radio		1		2%

		SMS lab results to patients		1		2%

		SMS reminders for appointments		1		2%

		TV while waiting		1		2%

		ventalation		1		2%

				59





Q1

		Book appointments Prescriptions online		1		Book appointments Prescriptions online

		GP rota/ Surgery times				GP rota/ Surgery times

		Opening times				Opening times

		Health/ diet advice.				Health/ diet advice.

		List of services offered				List of services offered

		Info on common illnesses				Info on common illnesses

		GP and Staff profiles				GP and Staff profiles

		Up to date health news, medical break throughs				Up to date health news, medical break throughs

		Out of hours/ emergency contact info.				Out of hours/ emergency contact info.

		Regular updates				Regular updates

		Link to NHS direct				Link to NHS direct

		The webiste is comprehensive				The webiste is comprehensive

		Contact details				Contact details

		Move info from notice boards onto website				Move info from notice boards onto website

		First aid section				First aid section

		Local hospital services				Local hospital services

		Test results				Test results

		Email for prescriptions				Email for prescriptions

		Home visits.				Home visits.

		holiday advice				holiday advice



1 What would you like to see on our website?

1 What would you like to see on our website?

15

0

11

7

6

5

4

4

4

3

3

3

2

2

1

1

1

1

1

1

1



Q2

		2 When visiting the surgery would you like to have water available in the waiting room?

		Yes

		No

		Don't know



2 When visiting the surgery would you like to have water available in the waiting room?

45

16

11



Q3

		Yes, but don’t mind

		Yes and am not happy about it

		No, other patients can’t overhear

		Don’t know



3 In the Reception Area, can other patients overhear what you say to the Receptionist?

0.7638888889

0.1666666667

0.0416666667

0.0277777778



Q4

		Very

		Fairly

		Neither satisfied nor dissatisfied

		Quite dissatisfied

		Very dissatisfied



4 In general, how satisfied are you with the care you get at the Surgery ?

0.7777777778

0.1388888889

0.0277777778

0.0416666667

0.0138888889



Q4b

		4b What would make you more satisfied?		No.

		Reduced appointment waiting times		7

		we are very satisfied		3

		The GP looks up symptoms on a website, I could do that.		1

		More Out of hours slots		1

		Earlier appointments		1

		late evening GP appointments		1

		Dr Morris taking more surgeries		1

		Make appointments with Nurse online		1

		ability to contact surgery by phone between 12-3.30		1

		phones answered promptly		1

		Being kept up to date with how late a clinic is running		1

		repeat prescriptions available within 25h not 48h		1

		post days clinics in centre		1

		More time with GPs		1

		Ordering prescriptions for family online		1

		For the GPs to listen		1

		more friendly reception staff (feels like us and them)		1

		Receptionists phone back when they say they will		1

		Getting an appointment		1





Q5

		Yes

		Might

		Not sure

		Probably not

		Definitely not

		Don’t know



5 Would you recommend the Pracrice to someone who has just moved to your local area?

0.8333333333

0.0694444444

0.0138888889

0.0416666667

0.0416666667

0



Q5b

		5b if not why?

		Just seems to give lip service…we need real docotors

		frequent changes of Doctors

		not referred to hospital in time for operation

		long waiting times after appointment made, very unhappy with a particular GP who was a locum





Q6

		Friendly, Pleasant GPs and staff

		Ease of getting appointments

		Helpful GPs and staff

		Convenient / Local

		Professional and caring GPs

		good prescription service

		good quality care

		Online service

		professional

		Dr Morris

		Receptionists

		Never rushed, thorough

		Appointments are swift, don't have to wait long

		Dr Zadik

		Calm, Homely atmoshere

		Ability to speak to a GP over the phone

		appointment remider SMSs

		clinical staff coming out of room to call patients

		Confident in GPs

		Dr Gill

		Efficiency

		Good Nurses

		New local number

		personal feeling

		Phones answered promptly

		practice is not religious

		Practice Nurse Facilities



6 Please tell us 2 things you like about the practice?

0.2086956522

0.1304347826

0.1217391304

0.0869565217

0.0608695652

0.0434782609

0.0434782609

0.0347826087

0.0347826087

0.0260869565

0.0260869565

0.0260869565

0.0173913043

0.0173913043

0.0173913043

0.0086956522

0.0086956522

0.0086956522

0.0086956522

0.0086956522

0.0086956522

0.0086956522

0.0086956522

0.0086956522

0.0086956522

0.0086956522

0.0086956522



Q7

		More privacy at reception

		more out of office hours available

		Tell patients when GP running late

		Waiting times

		better availabilty of appointments

		Decoration

		Re organise notice boards

		magazines / news papers in waiting area

		Nothing

		parking

		update website regularly

		Phones available throughout the day

		Annual health checks

		book nurse appointments online

		books for older children

		Clock

		Don't like Health Service TV

		don't prescribe antibiotics with out propper testing

		feel services offered are for financial gain rather than clinical need

		having mastitus checked without feeling they are taking up valuable GP time

		heating

		improve speed of repeat prescriptions

		message when surgery closed during day

		nicer staff

		no buttons to press when calling

		Open receptin counter

		Radio

		SMS lab results to patients

		SMS reminders for appointments

		TV while waiting

		ventalation



7 Please tell us 2 things you think could be different about the practice

0.1355932203

0.0677966102

0.0677966102

0.0677966102

0.0508474576

0.0508474576

0.0508474576

0.0508474576

0.0338983051

0.0338983051

0.0338983051

0.0338983051

0.0169491525

0.0169491525

0.0169491525

0.0169491525

0.0169491525

0.0169491525

0.0169491525

0.0169491525

0.0169491525

0.0169491525

0.0169491525

0.0169491525

0.0169491525

0.0169491525

0.0169491525

0.0169491525

0.0169491525

0.0169491525

0.0169491525



Q8

		Male

		Female

		blank



8 Are you male or female?

26

37

9



Q9new

		Under 18		Under 18

		18 – 24		18 – 24

		25 – 34		25 – 34

		35 – 44		35 – 44

		45 – 54		45 – 54

		55 - 64		55 - 64

		65 - 74		65 - 74

		75 - 84		75 - 84

		85 and over		85 and over

		blanks		blanks



Age of respondants

Age of population

9 How old are you?

0

0.1917989418

0.0138888889

0.0730820106

0.0972222222

0.0912698413

0.1111111111

0.1273148148

0.2083333333

0.1646825397

0.1805555556

0.1455026455

0.1527777778

0.109457672

0.0833333333

0.0595238095

0.0277777778

0.0373677249

0.125



Q10

		Full-time paid work (30 hrs or more per week)

		Part-time paid work (under 30 hrs per week)

		Full-time education (school, college, university)

		Unemployed

		Permanently sick or disabled

		Fully retired from work

		Looking after the home

		Doing something else

		blanks



10 Which of these best describes what you are doing at present?

0.3194444444

0.1388888889

0.0138888889

0

0.0138888889

0.3472222222

0.0138888889

0.0277777778

0.125



Q11

		Yes

		No

		blanks



11 Are you a parent or a legal guardian of any children aged less than 16 years currently living in your home?

0.2083333333

0.7083333333

0.0833333333



Q12

		Yes

		No

		blanks



12 Do you have carer responsibilities for anyone in your household with a long-standing health problem or disability ?

0.0694444444

0.8472222222

0.0833333333



Q13

		British

		Any other white background

		Pakistani

		Any other Asian background

		blanks



13 What is your ethnic group?

0.875

0.0138888889

0.0138888889

0.0138888889

0.0833333333
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