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The Friends of Highgate Surgery is the name of the Patient Participation Group (PPG) of the practice.  We are pleased to report that we have 8 active members: 5 female, 3 male.

The practice and the PPG recognise the need to increase awareness of the Group in an effort to listen to the views of our patients and improve services where needed. To this end, posters have been placed around the surgery premises and the practice website has been updated as well. 

All staff  have been encouraged to ask patients/carers about joining the PPG on an opportunistic basis and the practice leaflet advertises the Group. 
The patient experience survey questionnaire
On 12th September 2012, the PPG met with the practice to discuss which questions should be included in the patient experience survey for 2012.  It was agreed that the questions used in the survey for 2011 were all relevant. It was noted that although last year it was decided not to include a question on cleanliness of the surgery, we should include this question this year. It would help the practice towards CQC compliance. The questionnaires would follow the same format for distribution capturing a variety of service users. Questionnaires to be distributed week commencing 17th September 2012.

The Process

It was agreed that the Patient Experience Survey Questionnaire  would be done as follows:

· 50 questionnaires to be given to all patients/carers attending the practice during the week commencing 17th September 2012.
· This would include patients seeing a GP, nurse practitioner, midwife, mental health facilitator, patients with learning disability attending for review, childhood immunisation clinic, phlebotomist. This would therefore capture various groups of patients.
· A randomly selected group of housebound patients would be sent the questionnaire along with stamp addressed envelopes to encourage responses.

· The questionnaire would be posted on the practice website

The Results

The response rate was:

· 50 out of 50 for questionnaires handed out within the practice

· 4 out of 6 for questionnaires sent to randomly selected housebound patients

· 0 questionnaire was completed online

The results of the survey were analysed and written up by the practice and distributed to members of the PPG.  On 9th November 2012, the PPG and the practice met again to discuss the results and prepare an action plan.
There was an excellent response rate and it was good that housebound patients had been sent questionnaires as well.
It was noted that the results were positive. The PPG were keen to help the practice in managing the next patient survey to ensure a larger group of patients were targeted. It was also suggested that we allow more time for patients to complete the questionnaire on-line as most patients would only access the website possibly monthly to order repeat prescriptions.
The PPG felt the results were a good reflection on the excellent care provided by the whole team.

Observations 
The following observations were made between 2011 and 2012 surveys:

· No increase in on-line booking of appointments – need to review
· Patients finding is easier to get appointments when they want
· Increased use of pharmacy when unable to get appointment of choice
· 91% found premises very clean, 9% fairly clean (new question)
· Getting through on the phone – fairly static , need to review
· Opening times – 96% very or fairly satisfied

· Drop in figures for nurse consultations – need to review

· Telephone consultations – 98% aware of this facility (increase from 76%)

· Helpfulness of receptionist – improvement to 83% very helpful
· The reception team were highly commended: all staff were pleasant, efficient and very helpful

· Service advertisements – big change here, could be due to time of survey (flu clinics , whooping cough vaccinations clinics etc)

· 93% would recommend practice to friends/family – 92% last year

Actions

· No increase in on-line booking of appointments. There had been issues with the on-line facility since the computer change at the practice in May 2012.  Although the practice manager believed these to now be resolved, 2 PPG representatives confirmed there was still a problem with advance booking of appointments

Actions: May to review Emis Access again and use a ‘live’ patient to test system

· Drop in figures for nurse consultations for minor illness. Patients unaware of extended role of nurse practitioners

The actions following the patient survey focused very much on increasing awareness of the practice website and online facilities:

· Quarterly newsletter to have practice website and on line facilities details

· encouraging staff to promote on line facilities during consultations/over the telephone

· posters in the surgery

A draft 1st newsletter was presented to the group by Liz. This was very well received and it was agreed that a quarterly newsletter would be issued and copies placed in the waiting room and a copy on the website. Only 3/4 items would be included in each newsletter. 
It was decided that this report would be put on the practice website and copies made available in the practice in the waiting room.
The Action Plan

	Area for development
	Action required
	When by

	Majority of appointments booked by telephone. It was agreed that patients should be encouraged to book online

	
Practice Manager to ensure that the on-line facility is working correctly and all staff have on-line booking slots

Practice to advertise the online facility within the practice eg newsletters, posters, verbally, opportunistically.


	Immediate
ongoing

	Promoting the varied role of the nurse practitioner
	Posters/newsletters/new patient packs - advertise various minor illnesses that nurse practitioners can see and prescribe for.

	April 2012

	Advertising services, new developments, ‘hot topics’ eg flu clinics 

	Quarterly newsletters

	1st one published November 2012. Next one to be done March 2013 by the PPG

 


