Newton Surgery Patient Participation DES.
Practice Survey and Action Plan 2012/13.

Newton Surgery has two GP Partners, Dr Claire Renwick and Dr Gulrez Khan. Both doctors work eight sessions a week. The chart below details the surgery days and times each individual partner is available for consultations. Patients can access the surgery between the hours of 0800-1800 Monday to Friday either in person or on our surgery telephone number 0113 2953737. The surgery is also open on Monday morning from 0700 providing extended hours to those patients who have difficulty attending during our core hour surgeries.
	Day
	Dr C Renwick
	Dr G Khan

	Monday Morning
	0700-1300
	0700-1300

	Monday Afternoon
	ADMIN
	1500-1730

	Tuesday Morning
	0800-1200
	0800-1200

	Tuesday Afternoon
	1500-1730
	ADMIN

	Wednesday Morning
	0800-1200
	0800-1200

	Wednesday Afternoon
	ADMIN
	1500-1730

	Thursday Morning
	0800-1200
	0800-1200

	Thursday Afternoon
	1500-1730
	ADMIN

	Friday Morning
	0800-1200
	0800-1200

	Friday Afternoon
	1300-1530 or 1500-1730 alt weeks 
	1300-1530 or 1500-1730 alt weeks 


Prior to this DES, Newton Surgery already had an active Patient Participation Group so we have built on the pre-existing group and have new members who were recruited through an active recruitment campaign using notice boards and leaflets within the surgery and the distribution of leaflets via the pharmacy providing repeat prescriptions and enclosing leaflets with those prescriptions that are collected from the surgery. 

Our patient group currently has 12 members whose profiles are as follows:

4 Male
Age range: 
 17-60

2





60-80

2

8 Female
Age range: 
17-60 

4





60-80

4 
Our practice patient population is currently 4000. We have a multicultural practice with many nationalities and this is reflected by the ethnic origins of our patient representatives as follows:
White British / Irish / Other White 

2
Black Caribbean / African


3
Asian British / Indian / Pakistani

7


We are attempting to recruit more Afghani and Somalian patients via the website and by 

Invitation to ensure greater representiveness. 
We have tried to make contact with as many of our patients as possible though various means of communication. We have advertised our group within the surgery using notice boards and flyers. Staff have spoken to patients and explained what the group is about and how it will be involved with the practice. 

We asked our Local Pharmacies if they would distribute our advertising material to our patients when they visit the Pharmacy, we have put messages on the right hand side of prescriptions and the GPs asked patients who were attending face to face appointments if they would like to join the group.

We acknowledge that there are gaps in our representative patient groups and we are continuing to advertise the PPG through leaflets in the surgery, advertising on the right hand side of prescriptions and through face to face contact with patients. 

There are significant language challenges within the surgery which we feel contribute to the lack of interest in joining the group along with childcare issues as well as a lack of confidence, making certain patient groups very difficult to reach. 

As we acknowledge the diverse languages spoken within the practice by our patients we will endeavour to translate some of our Patient Group advertising documents so as to try to reach a better cross section of our practice community and get them involved.
Our meetings are currently held during the evening, however, should we have a show of interest from difficult to reach patient groups, we would be happy to hold the meetings during the day if this would help to increase representation.

We have recently created a practice website (www.newtonsurgery.co.uk) and will be extending our advertising of the group to the website. We hope that this will improve our contact with patients and will help reach some of those difficult to reach groups. 
The patient group agreed to the practice using the same format for the patient survey as 2011/12, that being the CFEP survey. The PRG felt comfortable using a well established questionnaire (IPG/CFEP) and supported the practice with this option of questionnaire rather than creating our own local survey. The cost to the practice was £280.00, and the group felt that by using an external source we would be more objective and that the analysis of the results would be independent and would be presented in a more coherent way.
All patients attending surgery during a one week period were offered the opportunity to complete a questionnaire. By using this method of data collection we felt that we would reach a representative portion of the practice population as this was a normal working week. We felt that those patients who declined to complete the questionnaires were either unable to read English or were not able to give the time to complete the survey. During the aforementioned week, 88 questionnaires were completed and returned to the surgery. 

The responses were sent to CFEP for analysis. The analysis report was compiled by CPEP. CFEP surveys have been used for several years within General Practice and are accepted as a credible survey/company. 
We have chosen to focus on the need for: 

1. A more timely response to telephone answering 

2. Customer service training for staff

3. Need for refurbishment of the building. This is in progress with ongoing renovation of     the waiting room and offices. There are constraints as this work needs to take place outside office hours.

4. Addressing the ongoing problem of patients who Do Not Attend (DNA) for their appointments 

The practice has already started carrying out some of the actions and re decoration is now in progress. Our action plan is as follows:

Continued >>>>>>>

	
	Issue
	Action needed
	How we will achieve changes
	Responsible person
	Expected timescale

	
	Access
	
	
	
	

	1
	Issue

Telephone engaged or not answered
	Ensure telephone answered within 5 rings
	a. 3 reception staff  answering telephone every morning

b. 2 incoming telephone lines available

c. Look into call waiting service from telephone supplier
	GP Partners

Office Manager

Office Manager


	Ongoing

April 2014

April 2014

	2


	Issue

Attitude of reception staff


	Improve customer focus
	a. Discuss survey with staff.

b. Improve customer service training.

c. Improve reception desk


	Office Manager

Office Manager

Office Manager


	April 2013

Ongoing

Ongoing



	3
	Issue

Complaints about building appearance
	Improve the general appearance of the interior of the building
	a. Re decorate whole inside of the

    premises

b. Installation of new reception desk

c. New chairs in waiting room

d. New carpet to stairs, reception,

    clinical rooms and waiting room
	Partners

Partners

Partners

Partners
	Ongoing but before December 2013

	4
	Issue

DNA 

(Did not attend) appointments average at about 250 each month. This is despite some bookings made on the day. 
	To reduce number of DNA’s 
	a. Increase the use of text message appointment reminders. This is done automatically through the clinical system the night before the appointment

b. .Telephone reminders for repeated DNAs.

c. Text message and/or Letter to patient’s who DNA each day

d. Remind patients to cancel unwanted appointments


	Office Manager

Office Manager

Receptionists

Receptionists


	Ongoing

Ongoing

Ongoing

Ongoing

Ongoing




