Topsham Surgery & Glasshouse Medical Centre
Local Patient Participation Report

Date Published: March 2013
A description of the profile of the members of the PPG:

	Our Patient Participation Group is a virtual Group and consists of 139 members.  The breakdown is as follows 
Age
0-64 = 85 (62%)
65-74 = 39 (28%)
75+ = 15 (10%)


Sex

Male = 56 (40%)
Female = 83 (60%)
Ethnicity

White British = 129 (93%)
White Irish = 3
Mixed White & Black = 1

Declined to Give Ethnicity = 6



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

0-64 = 5449 (75%)
65-74 = 955 (13%)
75+ = 891 (12%)
Our PPG is representative of our Practice age profile as is the ethnicity as 93% of our patients are recorded as being of White British origin.
We continued with our recruitment process as last year and our PPG increased by 52 patients.  We had 11 patients withdraw for reasons ranging from ill health, working full time and no longer registered with the Practice.  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
· 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 email to our Virtual Group detailing the actions that we had implemented from last year’s survey and asking for their response and whether they thought the actions had made a difference.  We also carried out a CFEP Practice Survey and sent the responses of this survey to the PPG and asking what areas we should focus on.   There was lots of feedback and it was agreed the three main areas to focus on were again continuity of care and waiting times to see a GP, online facilities – not just booking appointments and the provision of services especially with the pending changes in the GP contract and Government cuts.


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

	The questionnaire was based on the findings of the CFEP Practice Survey, the responses from the PPG and then a questionnaire was circulated to all patients attending the surgery over a two week period.  We used Survey Monkey to record the responses and to analyse the findings.  We issued 225 CFEP questionnaires and 190 were returned.   We issued 200 Practice questionnaires and 163 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 CFEP to analyse the results from the Questionnaires 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
67% of patients said they would prefer to see a particular GP with 34% saying that they get to see this particular GP always or most of the time.  Last year the Practice made changes to the Duty Doctor’s surgeries and introduced a triage service for emergency appointments.  Although the PPG said that this had made some improvement it was acknowledged that further improvement needed to be made.  The Practice is considering introducing a Nurse Minor Illness Clinic to rung alongside the Duty Doctor’s surgery as 84% of patients said they would be happy to see a Nurse instead of a GP for a minor problem.  
Online Facilities

We asked patients whether they would like to book appointments online, order prescriptions, obtain test results and access their medical records.  The response was

57.4% would like to book appointments online

63.3% would like to order prescriptions

62.5% would like to obtain test results

53.6% would like have access to their medical records

The Practice does currently offer booking appointments online and ordering prescriptions.  However it was quite clear that not all patients knew this facility existed although this was advertised on the Practice website, in the Practice Leaflet, newsletters and posters in the waiting room.

It was agreed that a further campaign would be made to advertise these facilities including putting a message on the repeat prescription slip.  The Practice agreed to look further into patients being able to obtain test results online and accessing their medical records.  It was felt that care needed to be taken regarding results as sensitive results should only be conveyed by the Doctor personally.  The Practice would also look into updating their website. 
Provision of Services
Lots of comments were made with concerns about how the changes to the GP contract and Government cuts would affect the services provided by the Practice.  There were lots of positive comments about the Practice and it was felt that it was important to continue to provide these services.  Different clinics were suggested and it was agreed that the Partners would hold a meeting to look at all the different services provided and suggestions made.  The Partners confirmed that their main priority was to provide care for their patients and this will remain the overriding factor in any decisions.



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.  Appointments and prescription requests can be made through our online booking system.  Prescription requests can also be emailed or faxed.  



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.
	2012 Actions Completed

1. Alterations were made to the surgeries to enable more routine appointments to be available – this has improved but more work needs to be done on this.

2. Two additional members of staff were employed which has enabled a Receptionist to be on duty most of the time which has improved the service for patients.  Lots of comments were made that the additional staff had enabled the telephone to be answered more quickly.

3.  Online booking of appointments was implemented and 298 patients as at March 2013 had registered for this service and for those patients who had registered it was a great success.
2013 Action Plan

1.  To continue to discuss ways of improving continuity of care for patients and to look at introducing a Nurses Minor Illness Clinic.

2.  To further promote the online service of booking appointments and prescription requests plus looking at the possibility of providing basic test results and access of medical records.

3.  GPs to have a meeting to look at the overall service provision.   
The Practice were delighted that the results showed that 90% of patients were satisfied with their recent visit and 91% said they would recommend the Practice to another person.
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