Topsham Surgery & Glasshouse Medical Centre
Local Patient Participation Report

Date Published: March 2012
A description of the profile of the members of the PPG:

	Our Patient Participation Group is a virtual Group and consists of 87 members.  The breakdown is as follows 
Age
0-65 = 47 (54%)
66-74 = 29 (33%)
76+ = 11 (13%)


Sex

Male = 37 (44%)
Female = 48 (56%)
Ethnicity

White British = 82 (95%)
White Irish = 2

Mixed White & Black = 1

Declined to Give Ethnicity = 2



A description of what steps the Practice has taken to ensure that the PPG is representative of its registered patients and where a category of patients is not represented then what steps have been taken by the Practice in an attempt to engage with those patients:

	Practice Age Breakdown

0-65 = 5460 (77%)
66-75 = 855 (12%)
76+ = 789 (11%)
Our PPG is representative of our Practice age profile as is the ethnicity as 89.2% of our patients are recorded as being of White British origin.
Our recruitment process was as follows 

· Posters in the waiting rooms of both Surgeries

· Flyers on both Reception Desks

· Practice Website/Leaflet
· Notice on Repeat Prescriptions

· Notice on email acknowledgement – this was particularly successful as a large number of patients use email to request repeat prescriptions

· Recruitment is an ongoing process




A description to be entered in around how the Practice and the PPG determined and reached an agreement on the issues which had propriety within the Local Practice survey:

	We sent an initial email to our Virtual Group asking what they thought our key priorities should be and what areas we should focus on.  There was lots of feedback and it was agreed a patient survey would be issued to include questions on various aspects of clinical care; opening hours; appointments/telephone contact/waiting times; interpersonal skills of staff.  The three main areas to focus on were continuity of care, staffing levels, ability to book appointments online.




A description of how the Practice sought to obtain the views of its registered patients

	The questionnaire was based on various resources i.e. Survey Monkey, NAAP, GPAQ and the feedback from the initial consultation with the PPG.  The questionnaire was circulated to all patients attending the surgery over a couple of weeks.  We issued 160 questionnaires and 100 were returned.


A description of how the Practice sought to discuss the outcomes of the local survey and the Practice’s action plan together

	We used Survey Monkey to analyse the results from the Questionnaire and shared the results with our PPG.  We discussed the way forward on the three areas of concern and suggestions for an action plan were as follows :-

Continuity of Care
64.3% of patients said they would prefer to see the same GP to provide continuity of care.  This is something that the GPs have frequently discussed and agree that continuity of care is important.  The Practice has looked at this area many times before but has found it difficult to provide a solution as the majority of the GPs at the Practice work part time.  However at a recent Practice Away Day, the layout of the surgeries was discussed and it was decided to make changes to the Duty Doctor’s surgeries which would enable more routine appointments to become available for patients to book.

Staffing Levels

75.3% of patients said they rated the receptionists as very helpful.  However concern was raised that there was not a receptionist on the desk providing a friendly service and many felt uncomfortable having to summon the receptionist by ringing a bell.  Concern was also expressed that sometimes it was difficult to get through on the telephone.  Staffing levels have been discussed and it has been recognised that due to the increase in our Practice list size and the increase in work pressures, that additional staffing was required.  We had recently advertised for a Medical Secretary and have therefore appointed two new members of staff who will be commencing in April.  We also discussed the possibility of having a receptionist on the desk and approached Exeter College about offering an apprenticeship and we have another person starting at the beginning of June.

Online Booking of Appointments

Although initially online booking of appointments was not a high priority in itself, as discussions re the above evolved, it was thought that by having this option it would free up the telephone lines, especially first thing in the morning.  Also the Practice has quite a high level of DNA appointments and with the facility to cancel appointments, it was thought this would be a good idea.  This could then help with the continuity of care.  Enquiries were made about providing this service and the new computer system that the Practice moved to in November last year now has the facility to offer this service.  Therefore over the next month, our IT Manager will be looking at setting up this facility. 



A description of the opening hours of the Practice premises and the method of obtaining access to services through the core hours:

	Topsham Surgery is open 8.45 am – 6.00 pm Monday to Friday with extended hours from 6.30 – 7.30 pm Monday – Thursday.  Glasshouse Medical Centre is open 9.00 am – 1.00 pm Monday to Friday and 2.00 – 5.30 pm Monday, Tuesday and Thursday.  If Glasshouse Lane is closed, patients can ring Topsham where all services can be accessed.  
Our survey shows that 93% of patients thought the opening times of the Practice were good, very good or excellent.

By implementing the above system, patients will be able to make appointments online and will also be able to use the system to request repeat medications.  Requests for repeat medication can currently be made via the Practice email.  




A Description of the action which the Practice, the PCT intend to take as a consequence of discussions with the PPG in respect of the results, findings and proposals arising out of the local Practice survey.  If this is the second year of the scheme detail here any changes and issues since the 31st march 2012 local patient participation report was completed.
	1. Make alterations to the surgeries to enable more routine appointments to be available for booking.

2. Employ two additional members of staff to help with the increased workload.

3. To implement online booking of appointments.

This report and summary of the results will be available on the Practice website and notices will be put in both waiting rooms.  A Practice newsletter will also be published with the results.  

The Practice were delighted that the results showed that 75.5% were very satisfied with the care received from the Surgery and that 93.8% had a great deal of confidence and trust in the Doctor.
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