CALDBECK SURGERY

Patient Participation Group Report 2013 – 2014
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Appendix 1: Results of patient survey February 2014
Minutes of the Meeting 3rd December 2013
1. Minutes of the last meeting were accepted.

Dr Hawkrigg updated the group on outcomes/developments since the last meeting;

· Mobile numbers/texting -Internal campaign to get mobile phone numbers started– all receptionists asking for details, and also registration update information leaflets in the WR

· Medication review reminders - New stickers highlighting medication review date due placed on the bags of prescriptions picked up at the surgery

· Medication review dates are also printed on right hand side of FP10 for medications picked up at other pharmacies

· The high demand for increased workload on Mondays for repeat prescription has been managed in the surgery by changes in staffing levels.

· Synchronizing medications- Doctors are changing what they say to patients when they change a drug – aiming to encourage them to finish the last packet before switching dose rather than changing immediately.

2. Update on the new NHS structure

The group watched a ‘Kings Fund’ you-tube video summarizing the changes to the NHS structure, and the role of the patient involvement in these changes was highlighted. The group felt this was informative.

3. Care Quality Commission

The group discussed the CQC guidelines.

They were made aware that they may be contacted to be available on the day of the visit with short notice. All agreed to this arrangement. The group discussed some of the likely questions they might get asked.

4. Productive General Practice

Dr Hawkrigg gave an update on the Productive General Practice Module. 

This is a module that the practice has been working on over the last 6 months to look at ways of delivering a more efficient and safe service to patients.

Outcomes were centred around telephone access, and how to make telephone access to doctors more manageable for the patient and the doctor.

The group had an idea about ‘stock ordering’ prescriptions which would reduce telephone contact to the surgery.

4. Topics for next patient survey

The group decided that they would like to focus the next survey on  finding out how they can be more useful, by asking the patients ‘What do they want the PPG to work on?’

It was agreed Dr Hawkrigg would draft a survey and circulate to members to agree based around the following questions;

· Are they aware there is a patient participation group?

· Would they be interested in joining?

· What work would they like the PPG to do?

· How would they tell the doctors if they weren’t happy or happy, or had issues?

Minutes of the Meeting 17th March 2014
1. Minutes of previous meeting accepted

2. Music in the waiting room

It was felt that music could be quite irritating for those waiting for an appointment and that some older patients could have difficulty hearing it. It is often played on a short loop. Lyn commented that her clients did not like music.  Matthew suggested an app-SPOTIFY where music can be downloaded for a particular setting. Matthew and Kate had a conversation in Ev’s room which could not be heard in the waiting room.
Action – partners will discuss and consider this feedback and make a decision on music continuing in the waiting room.

3. Care data
The group were informed of the various forms of data sharing. They felt it was sufficient to put information on the website /parish magazine and must come into the surgery to complete a form or fill it in on the web site
4. Patient survey (see attached survey results)
· 75% of respondents did not realise PPG existed

· 66% were over 60

· 7 respondents would be happy to join the group
5. Actions agreed from results of the survey
	Action
	Description
	Date to be reviewed

	1
	Ask those who would be happy to join the group if they would like to attend the next meeting


	17.6.2014

	2
	The group felt that it would be good to aim for seeing a named doctor within 2weeks and to be able to speak on the phone to their preferred doctor on the first day that was practicable.

The doctors agreed to try and work on achieving this within 6months.

Try and compare with other surgeries when the next appointment would be with preferred doctor.


	17.10.2014

	3
	Increase the awareness/role  of the PPG to the patients

Ways of doing this to be discussed at the next meeting when more members present


	Next meeting


6. Appendix 1

Results of PATIENT PARTICIPATION GROUP SURVEY Feb 2014

Questionnaire annotated with results:

We are a small group of Caldbeck patients that meet with the doctors at Caldbeck Surgery every 6 months to try and help improve the service provided by the surgery to the patient.

Please would you help by filling in this short survey?
64 q’aires returned
NOTE: percentages are rounded to nearest percentage of 64

1. Were you aware that this group existed?                Yes   13 (20%)     No 48 (75%)       

2. What is your age?  0- 20

   FORMCHECKBOX 
1 (2%)

             20- 40
 
   FORMCHECKBOX 
7 (11%)

      
  40-60 
 
   FORMCHECKBOX 
12 (19%)

        
  60+
 

   FORMCHECKBOX 
42 (66%)

3. What areas of Caldbeck Surgery services do you think the group should try and improve? 

Building/Maintenance 


 FORMCHECKBOX 

2  (3%)


Disabled patient need


 FORMCHECKBOX 
       2  (3%) 

Doctor/Nurse Appointments         

 FORMCHECKBOX 

17  (27%)

Carers needs



 FORMCHECKBOX 
        1  (2%)

           Younger Peoples Services


 FORMCHECKBOX 
 
3  (5%)

Cleaning 




 FORMCHECKBOX 
       1  (2%)

Medical issues.



 FORMCHECKBOX 
        3  (5%)

 Please comment on what action would you like to see taking place:- 

	1
	We think this surgery is very good, and do not see how it can be improved

	2
	I have no complaints

	4
	Fab place. Friendly, helpful

	5
	None

	6
	I can’t think of any. This is a superb medical practice

	7
	It’s a bit worrying that you can have to wait a week for an appointment

	8
	Groups re particular illnesses / specialisms

	9
	Return to more accessibility for 1 or 2 appts instead of having to have ‘emergency’ access. Used to be able to get a normal appt the same day or certainly the next day. 

Sat opening if possible would be a boon. 

Bigger room for Dave – difficult to keep stuff etc.

	10
	Synchronising routine checks with a less frequent doctor’s review

	11
	A return to emergency care provided by the practice rather than CHOCDOC. Improved hospital / practice liaison and information sharing

	12
	I have no knowledge of any problems in the above areas

	13
	I think that the service at this surgery is very good.

	15
	Everything is OK

	18
	A&E needs transferred from Cumberland Hospital to Caldbeck

	22
	Very happy with everything

	23
	More easy to see the doctor you would like to see more quickly

	25
	Coffee / tea  m/c in waiting room

Repaint reception

	26
	Have to wait a long time to get a normal appt.

Late night surgeries would be helpful

	27
	Very pleased with the service generally. I would like the surgery to offer complementary therapies like massage, reflexology, Reiki as these can help with stress release & general well-being

	29
	I think the surgery is doing a great job

	30 
	(re: Disabled patient need ) Better access at front door 

	31
	I have no complaints. I am lucky to be healthy for my age

	32
	Getting an appointment with the doctor of your choice

	33
	As far as we are aware, anything which is applicable to us does not need any improvement. We are looked after very well.

	34
	Feel we get a very good service. Thank you!

	35
	You used to be able to get an appointment same day or next day. Now you sometimes have to wait 2 weeks.

	36
	 Areas to improve – None

	37
	I believe the practice to be one of the best in the north of England, using comparative anecdotal evidence from conversations with friends and relatives. We are most fortunate to have this level of care and facility.

	38
	You do have to wait quite a long time if you wish to see someone in particular which can be frustrating. A small gripe really as I consider this a well run and helpful practice on the whole. Thank you for being here!

	39
	Have always been very happy with the service I receive

	40
	I am very happy with the surgery & the service it gives

	41
	I have never experienced a problem in any of these areas

	47
	All good from my point of view

	48
	I like the screen in the waiting room but I find it hard to read the red telephone numbers on it. White stands out a lot better.

	50
	Not a regular customer but when I am I am very well looked after. Thank you

	52
	Annual health check

Well woman clinic

	53
	Quicker appointments

	55
	I find it hard sometimes to make doctors appointments as I usually have to wait 5 days minimum for an appointment

	56
	I am very happy with Caldbeck Surgery. Occasionally I would like to get an appointment with the doctor of my choice more quickly. But I appreciate the difficulties with this provision.

	57
	Late appointments – I understand it is difficult but I have waited over an hour before and usually at least 30mins. This is difficult when you work so if anything could be done to reduce this it would be appreciated. Needs to be a balance though – we don’t want people feeling rushed with the doctor

	60
	Very satisfied with all the treatments at Caldbeck Surgery

	61
	As far as we are concerned we find that Caldbeck Surgery is just great, in all departments

	62
	Very happy with all aspects of the surgery

	63
	I have only been with this surgery for 6 months but it is by far the best surgery I have ever been to. All the doctors are excellent, the nurses and healthcare assistant are exceptional and receptionists brilliant. I doubt there are any areas you could improve on.


4. If you had a concern or issue about Caldbeck Surgery how would you   

    prefer to let the doctors know?

I don’t know


 


  FORMCHECKBOX 
 0  

Speak to doctor about it    
 
 

  FORMCHECKBOX 
 26  (41%)

Speak to Practice Manager

 
  FORMCHECKBOX 
 24  (38%)

Speak to other member of staff    


  FORMCHECKBOX 
 7  (11%)

Formal complaint in writing 

 
  FORMCHECKBOX 
 4  (6%)

Use website/e-mail             
 
 
  FORMCHECKBOX 
 2  (3%)


I would never raise my concerns
 

  FORMCHECKBOX 
  0  



Use the suggestion box in the waiting room
  FORMCHECKBOX 
 15  (23%)

Please Comment:- 

	7
	Doctor if re medical issue or hospital. Manager if re surgery admin issue

	8
	I feel that I would be able to complain formally

	9
	Such a fantastic surgery with such helpful staff, that I feel constrained to even raise issues – it seems so ungrateful! However, big and small issues do arise. Others feel the same I suspect

	25
	Never need to have any concerns as Caldbeck Surgery + doctors, staff + nurses are the best most caring people ever

	47
	It depends on the issue

	54
	My issue is not in a box

	60
	We realise the district nurses do not come under the surgery but we find a great shame that we live half a mile below the A595 and therefore it is nurses from Wigton that come if needed – knowing nothing about one’s medical conditions – when it was Caldbeck district nurses we always had great attention – is there any way this can be altered

	64
	We are grateful for the care we receive

	
	Letter: Dear Caldbeck Surgery, I’m sorry I couldn’t see well enough to fill in your latest questionnaire, but I really wanted to let you know just how much, as a new patient, I have appreciated the care and attention I have received. The environment is warm, friendly and kindly efficient – as are all the staff. It is a source of great comfort to me to feel so well cared for. Thank you (signed)


5. Would you be interested in getting involved in our group?

Q’aire nos 9, 15,17, 21, 41, 50, 54 said ‘Yes’[image: image1][image: image2][image: image3][image: image4][image: image5][image: image6]
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