Local Patient Participation (LPP) Report 
December 2013
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.  The practice, with the support of the PPG, conducted its annual patient experience survey between September-November 2013.

The patient experience survey questionnaire
The PPG met with the practice to discuss which questions should be included in the patient experience survey for 2013.  It was agreed that the questions used in the survey for 2012 were all relevant with the addition this year of a question relating to telephone consultations. The main aim for this year was to ensure as many questionnaires as possible were completed. The PPG volunteered to assist in this matter and a member of the PPG was present at the surgery at varying times throughout the day to ensure a cross range of patients were approached. A randomly selected group of housebound patients were also sent a questionnaire. 

The Process

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

· No limit on number of questionnaires this year – as many as possible to be completed over a 2 month period from September to November 2013
· 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:

· 129 questionnaires were completed.
· 5 out of 6 for questionnaires sent to randomly selected housebound patients

· 1 questionnaire was completed online

The results of the survey were analysed and comments noted by the PPG.  On 15th January 2014, 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 and the practice agreed that the process worked very well this time with excellent rate of completed surveys and lots of useful comments.
The PPG felt the results were a good reflection on the excellent care provided by the practice team.
Observations 
The following observations were made:
· Majority of patients still booking appointments by telephone 
· The vast majority of  patients found the surgery very clean – 1 found the toilet dirty – needs review
· Waiting times – majority of patients had to wait up to 15 minutes after their appointment time, and 39 patients had to wait between 15-30 minutes -  needs review
· Opening times – majority very satisfied

· Booked telephone consultations with a GP (new question) – 103 patients aware of this facility, 
· Helpfulness of receptionist – 96 found the receptionists very helpful
· Advertising services we offer : change here. Majority would like a newsletter and practice leaflet more readily available.  Needs review

· 115 patients said they would recommend the surgery to their family and friends

Actions

· Need to increase on-line booking of appointments. Practice staff, especially nurses, to encourage patients to book review appointments on line.

· Advertise the practice website across the surgery waiting room

· Newsletter : all staff to contribute 1 item to put on the practice newsletter to ensure cross section of services/information covered. Newsletter to be advertised in the ‘Talk at Sileby’ – PPG to arrange this

· Notice for the toilet – ‘Please leave the toilet in a clean and tidy manner after use’

· Surgery clock – Dr Lakhani to train Jennie on winding up the clock on weekly basis
· PPG education event (March/April) – health education and diabetes: details to be confirmed

· Clinicians made aware of waiting times – keep patients informed when there are delays 
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

	All practice staff to encourage patients to book on-line
Practice to advertise the online facility within the practice eg newsletters, posters, verbally, opportunistically.


	Immediate


	Promoting practice website/facebook
	Banner for waiting room

	February 2014

	Patients toilet
	Notice to be done to leave it in a clean and tidy manner after use

	Immediate 


	Improved time keeping by clinicians


	This is not easy as all patients are different, but staff to ensure patients waiting are kept informed of delays wherever possible
	Immediate

	Practice newsletter advertising services/information


	Practice staff and PPG to work together to do this more regularly
	By May 2014


