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The Old Dispensary
Local Patient Participation Annual Report 2017/18

Overview of the PPG Scheme
The purpose of the Patient Participation Scheme is to ensure that our patients are involved in decisions about the range and quality of services provided and, over time, commissioned by The Old Dispensary.  Active engagement with our patients through the use of patient reference groups assists us to obtain a balanced view of patient opinion on a variety of matters. The practice has a Patient Participation Group comprising both virtual members and patients who did not have access to computers/internet to ensure that the opinions of as many as possible are requested and obtained.

All baseline figures are based on the regular practice population as at 1 Jan 2019 (EMIS Practice Population – Regular Patients – Jan 2019).  However, the overall Patient Group will alter and increase over time.   The Practice considers that the PPG actively represents a reasonable cross section of the current Practice Population.

Methodology

Date of Survey :

Method:
9 January 2019 – 31 January 2019

Home page of practice website contained link “Let us know your thoughts – take our practice survey” for any patient to complete

486 patients who had previously expressed an interest were emailed directly with a copy of the survey, an increase of 34 participants compared to the previous survey.  105 responses were received (approx. 21% response rate – this is identical to the response rate in 2017/18).  Surveys were also available in reception.


Total Length of Survey Period (all methods)
22 days

How was survey publicised?
In order to ensure that our PPG represents as diverse a group of patients as possible, we have promoted it in the following ways:
A PPG advert is given out with our practice leaflet to all newly registering patients
It is advertised within www.theolddispensary.co.uk and on our NHS Choices website
Posters are displayed in the waiting room at appropriate times
Literature regarding the PPG is in our waiting rooms and reception area
Practice staff offer PPG information
Link on practice website











Practice Demographics

Age/Gender
Patient Count
Male
%
Female
%

3449
1629
47
1820
53%



Age
<16
17-24
25-34
35-44
45-54
55-64
65-74
75-84
85+


Female


284

118

148

201

254

290

292

171

68

%
8
3.3
4.2
5.7
7.3
8.3
8.4
4.90
2.0


Male


288

113

153

200

259

237

247

123

30

%
8.1
3.2
4.3
5.7
7.5
6.7
7.1
3.4
2.0


Not specified

0

1

0

0

0

0

0

0

0

%
0
0.03
0
0
0
0
0
0
0


Total


572

232

301

401

513

527

539

294

98


Ethnicity*
(*2001 census definitions)

Ethnic Origin
Black African
Black Caribbean
British/
mixed 
British
Chinese
Indian

Other 
Asian background
Other Ethnic non-mixed
Other 
White background
White/White British

%
0.20
0.10
20.00
0.11
0.04
0.03
1.52
1.90
76.10


Ethnicity 
3.89% of the practice population describe themselves as non-British
ONS NS – Broad Ethnic Group - most recent figures – 2011 Census “Ethnic Group – England and Wales”
East Dorset:	               3.5% non-British
England and Wales:	20.25% non-British

Survey Demographics

Total number of surveys issued:       486

Total number of surveys returned:    105
% of surveys returned:                      21%

Surveys Returned
Male
Female
Not stated

105
50%
47%
3%



Age
<16
17-24
25-44
45-64
65-74
75+
No response

%
0
0
12.0
33.0
41.0
11.0
3.0



We hope that you will find the survey results to be of interest and that you will think our proposals and action plan to be acceptable.  If you have any comments, suggestions or ideas as a result of the survey findings or our proposals and action plan, we would be very pleased to hear from you.  Please contact us as follows:

	Via email on od.reception@dorset.nhs.uk 

Telephone: Please ask to speak to either Mrs Rosemary Panton, Practice Manager or Mrs Dawn White, Assistant Practice Manager.  Please tell the receptionist that you would like to make a comment regarding the survey findings and/or our proposals and/or action plan 
In Person: Please ask to speak to the staff named above
In Writing: Please forward your letters to staff named above

We would like to thank all members of our Patient Participation Group who have helped with this survey.


Under Representation within Patient Representative Group

Age Groups:	
We continue to not have any representation from under 16s – they are often infrequent attenders and 
have other priorities.   This age group is unlikely to have a lot of spare time owing to school and other commitments.  We have tried a number of ways over many years to attract this group throughout 
but have not been successful.  Having discussed this with our CCG Patient Engagement Co-ordinator we understand that many practices experience the same.  However, we do feel that the 486 patients (14% of our total practice patient list) who have agreed to be part of our patient group is sufficiently large to allow a good cross section of views on our services.

Steps Taken to Recruit from Under 16s:
	We continue to advertise via posters and recruitment leaflets in all patient areas of the surgery.  
	We hoped that by having a virtual membership, that this would encourage participation by more people, including the under 16s, when it was set up originally.  

GPs and Nurse asked to personally invite patients in the under 16 age group to join the PPG 
when they attended consultations, if appropriate.
	Recruitment leaflets attached to repeat prescriptions

Advertising on practice website www.theolddispensary.co.uk  with online questionnaire
New patient questionnaire includes recruitment leaflet 
	Receptionists approached under 16 age group to encourage participation when attending, if appropriate
 
We continue to try to recruit from all age groups.

Survey Topic
Feedback from group members and patients throughout the year focussed again on a concern and 
general awareness of the current nationwide issue of appointment availability with GPs in General Practice 
and a survey on this topic was therefore appropriate and timely.  It has been previously agreed that 
the number of survey questions in previous years was about right.  It was particularly important that it should take no more than 5 minutes to complete.   It is known from previous research that there is 
an optimum length of surveys to ensure that abandon rates are kept to a minimum - Survey Monkey 
says “In addition to the decreased time spent answering each question as surveys grew in length, we saw survey abandon rates increase for surveys that took more than 7-8 minutes to complete”.  

The questions were drawn up using template questions from our practice website company covering appointment times and how patients felt about the consultation they had with their GP plus some additional questions concerning areas which patients had commented upon or suggested.

General patient feedback/comments received throughout the year and attention to the national GP Patient Survey has also concerned the use of IT in areas such as making appointments, ordering repeat prescriptions and ways of contacting the practice.

We therefore included questions to gauge patient views on this and other areas of IT such as use of email to contact the practice.

We also wanted to see whether or not patients would prefer to attend the surgery if they needed a test such as a blood test or whether they would prefer to attend a local hub such as a local clinic.

We also included one or two general questions and free text boxes to see what patients liked about the practice and areas where they thought improvements could be made.

We did not receive any comments from the PPG members stating that the survey content and method of survey was not acceptable


Having researched the optimum length of surveys, as detailed above, the practice conducted the 
survey using the support of our website company who are the UK’s largest and most experienced supplier of GP websites and support.   The online results were collated by the website provider using 
a programme within the system to arrive at the results below.  The practice considers that the 
processes used for sampling and analysing are sufficient to provide a credible assessment with valid outcomes.

The survey ran between 9-31 January 2019.  

105 completed surveys were returned.

Survey results
The practice was delighted with the results of this year’s PPG Survey.  We received some excellent scores overall and some very nice comments were made for which we thank you all.  Two findings in particular were very satisfactory:
	95% of respondents reported that they found making an appointment for the time they wanted either very easy or fairly easy
73% were able to see the GP they wanted and 21% did not want to see any particular GP

98% of respondents said the receptionists were very or fairly helpful, no-one found them unhelpful, 2% did not reply to that question
95% found it very easy or fairly easy to get an appointment for the time they wanted, no-one found it not at all easy
98% felt that the overall experience of making an appointment was very good or fairly good, 2% did not reply
96% said that their overall experience of the surgery was very good or fairly good, 1% said it was neither good nor poor
In the light of well publicised articles in the national press about the difficulties in seeing GPs and also for patients to see a GP of their choice, these results were particularly significant.  These results and the other responses can be viewed below:
Survey Content
How helpful are the receptionists at the surgery?
Very helpful  		92%
Fairly helpful  		6%
Not very helpful  	0%
Not at all helpful  	0%
No response  		2%

ef83750b-9615-4448-a894-01d723a8ac0d.Png


How easy do you find it to get an appointment for the time you want?
Very easy  		72%
Fairly easy  		23%
Not at all easy  	0%
No response  		5%

897a30bd-cdc8-4b7b-a9a1-1357ba8d7fe8.Png


How often are you able to see the GP you wanted to see?
Have no preferred GP  	21%
Almost always  		66%
A lot of the time  		7%
Some of the time  		1%
Almost never  			0%
No response  			5%

72dbe509-a52d-4c44-8096-fb1632374eae.Png



What is your overall experience of making an appointment?
Very good  		90%
Fairly good  		8%
Neither good nor bad  	0%
Fairly poor  		0%
Very poor  		0%
No response  		2%

7d595105-8561-42b9-b4c3-f9139de37ad8.Png


If you have answered "Fairly poor" or "Very poor" about your overall experience of making an appointment, please can you tell us about the problem

Do you have confidence and trust in your GP or Nurse?
Yes definitely  		79%
Yes to some extent  	18%
No, not at all 		0%
Don't know  		0%
No response  		3%

9fcd6f9f-1ae2-45ca-8d29-b320273a9702.Png


Did you know that you can now order routine repeat prescriptions and make appointments online?
Yes and I use this service  			56%
Yes but I don't want to use this service  	32%
No but I may use this service in future  	11%

If you needed a test - such as a blood test - where would you prefer to attend?
The surgery  		97%
A local clinic/hub  	2%

6e1f9245-04f6-4659-9f19-0f3608d63411.Png


How important is it for you to have access to your doctor via Skype or an app?
Very important  			7%
Important  				8%
Neither important nor unimportant  	56%
Not at all important  			27%

5ca25858-146a-480c-bd86-a8315d5cb0d0.Png


How important is it for you to have access to your doctor via email?
Very important  			13%
Important  				19%
Neither important nor unimportant  	52%
Not at all important  			15%

abf53f31-c349-41cd-a026-065df313d153.Png


What is your overall experience of the practice?
Very good  		86%
Fairly good  		10%
Neither good nor poor  1%
Fairly poor  		0%
Very poor  		0%

3223a472-0587-4c03-a256-1983fbe2c256.Png


Please indicate below what you like about the practice
Please see “Patient Survey Comments 2018/19” for a summary
Please indicate below what you think could be improved at the practice
Please see “Patient Survey Comments 2018/19” for a summary
And finally - please can you tell us a little about yourself
Are you:
Male  		50%
Female  	47%
No response  	3%

18d6bf78-fa50-4ea6-b9af-dee44d088cc2.Png


What is your age?
18-24  			0%
25-44  			12%
45-64  			33%
65-74  			41%
75 and over  		11%
prefer not to say  	0%
No response  		3%

a540753a-2cde-48b0-bfde-72995cc8f971.Png




Patient Survey Comments 2018/19 – all comments are anonymous
What patients like about us ………
It was very encouraging to see that patients were very positive in their response to this question and we would like to say thank you to everyone who took the time to complete this.  We received four pages of positive comments.  The main areas which patients appreciated and felt we do well were:

	Friendly and helpful receptionists, very approachable staff

The ease of making appointment and the general accessibility of services
Caring attitude of staff, welcoming atmosphere
Small and friendly surgery
Doctors who take time with patients and listen to their worries

What patients feel could be improved ………
We received some comments highlighting areas which you felt required attention, together with some suggestions.  

	The size of the waiting areas was mentioned again – this is an issue which is always mentioned in our surveys and it is one which we are regrettably unable to change.  We are a semi-detached building and have no land on any side which can be used for expansion.  In the past we have developed the building upwards but have now reached the maximum height permitted by planning regulations.  Internally we have tried to make the best use of the limited space that we have but there is nothing more that we are able to do.


	A request was made for a BP machine for random self test on arrival.  These machines, costing over £1200, are large – they weigh over 5kg with dimensions of 241 (W) X 324(H) X 390 (D) mm.  It would also need a table to stand on and a chair for the patient to sit.  As detailed above, we have no additional room available to accommodate this so unfortunately we cannot do this.  Patients are very welcome to make an appointment with our HCA to have a BP check.


	One or two comments concerned a replacement GP for one of our salaried GPs who has now left us, having moved away from the area.  There is a long-standing national shortage of GPs and recruitment is difficult. National reports show that for some practices GP vacancies have been unfilled for a year or more and sometimes have had no applicants.  The existing GPs have therefore increased the number of appointments that are provided to cover the number which our previous GP offered.


	There was also one area which gained significant support – the possible use of email contact with the surgery.  Having studied these comments and suggestions in conjunction with the results and canvassed the views of the PPG, we have listed them in our Action Plan with our proposals to address them.  We hope that you feel our proposals are reasonable and that they demonstrate our intentions to address the areas which patients have highlighted in this year’s survey wherever possible.


Proposed Action Plan – PPG – 2018/19

SURVEY COMMENTS
You said

We Propose

By whom

Target Date

Achievement Date/Comments

Being able to contact the GP via email would be useful/more options to email the GP
We have had the facility to book/cancel and change some online appointments with the GPs for more than a year now.  Patients can also order repeat prescriptions electronically which are then sent on to nominated pharmacies, again electronically.
We intend to offer e-Consult to patients in the near future.  This is an online triage and consultation tool.  The system contains a symptom checker with self-management and signposting to other services together with the ability for patients to contact the GP for advice remotely.  The practice has contacted the Dorset CCG on 13 Feb 2019 and stated its wish to apply for this service.  

GPs/PM


2019
              


The practice has contacted the Dorset CCG on 13 Feb 2019 and stated its wish to apply for this service.  We await the response and plan to install this service as soon as possible in 2019.  Posters will be displayed in the surgery and the link will be placed on our website.

Achieved e-consult connection 27 February 2019.



More pro-active contact re screening


We have begun an initiative to encourage people to attend for BPchecks if they have not had a check within the past 3-5 years.
GPs
Feb 2019
Posters placed in both waiting areas, all staff aware of initiative.  Information on practice website and messages on scrips where possible.

Waiting time for Dr Deverell can be long
Discussed with Dr Deverell.  He is aware.  The GPs do try their very best to run as close to time as possible but patients often present with more than one medical problem, have had distressing news or are coping with serious illness or bereavement.  They do try to give each patient the time that they need to deal with whatever problem(s) they have and not send them away to make a further appointment.  They may be dealing with issues which arose from the previous evening surgery and which necessitate early morning phone calls to hospital consultants or clinics.  
N/A
N/A
We have re-arranged his surgery times – patient telephone appts have been moved to a different time to help avoid delays.  We will continue to monitor the waiting times and Dr Deverell is also aware and will try to keep as close to appointment times as possible.






Publication of the Local PPG Report 

This completed PPG report will be publicised as follows:
	On the practice website

Notices in the waiting room
Practice Newsletter
Copies of completed PPG report in waiting rooms







