LOCAL PATIENT PARTICIPATION REPORT

Practice Profile –
AGE – 70% of patients are aged 65 or under; 30% are over 65.
SEX – 52 % Female and 48% Male.
ETHNICITY – 89% White British; 6.5% Mixed European/Mixed British; 3% N African/Arab; 1% Indian; 0.5% Black African/Black Caribbean/Chinese.

Patient Group Profile –
7 Members
AGE – 15% aged under 65; 85% over 65.
SEX – 85% Female and 15% Male.
ETHNICITY – 100% White British or mixed British.
One member is a registered Carer.

To try and gain wider representation within the group, specifically in relation to attracting more Males, more patients aged under 65, and more non White British/Mixed British members, notices inviting new members from these particular groups, were originally  placed in the following locations:
Both surgery waiting rooms, 2 local community centres, Bexhill library, 5 local pharmacies, and a quarterly magazine published for Carers in East Sussex.
The notices still remain on display where possible.

During the month of July 2012, a survey of patients was carried out at both Sea Road and Pebsham surgeries.
It was carried out by members of the Patient Group using an agreed questionnaire and asking patients the questions directly as they left the surgery.

	During a Patient Group meeting attended by the Practice Manager, the Patient Group and the Practice Manager mutually agreed to use a set of comprehensive questions far in excess of the previous year questions, but broadly covering the same areas


Survey Results Overview
The Patient Group summarised the results of the survey themselves, and presented the results to the Practice Manager at a meeting, including a written summary of priority issues.

	481 Questionnaires completed – ( compared to 238 last year).
	Of the 21 questions asked, 19 of them had a rating of over 90% either satisfied or very satisfied.
	The two questions that scored less than 90% were as follows:

“Chance of seeing a Doctor of your choice”, and “Ease of contacting the Practice by phone.” These scored 87% and 89% respectively. So in effect 13% and 11% respectively, were not satisfied.

	The third lowest scoring question was “Length of time waiting in the practice,” (when attending your appointment).



Pebsham priority issues identified by written comments on the Questionnaires:
	Heavy front door

Expensive telephone calls into the surgery
Receptionists to inform patients when Doctors or Nurses are running late.
	Raise awareness of Practice complaints procedure.


Issues from the answers to the satisfaction questions:

	Seeing a Doctor of Choice

Ease of contacting the Practice by phone
Length of time waiting in the Practice

Sea Road priority issues:
	Comfort (lack of) level of waiting room

Ability to obtain an appointment when ringing at 08-00 a.m.

During a Patient Group meeting on the 25th February 2013, the findings were discussed and an action plan was agreed with the Practice Manager.

The Practice Manager explained that seeing a Doctor of choice will invariably be about patient demand against the number of appointments a given GP has. 

At Pebsham, the issue about receptionists informing patients when a Doctor or Nurse is running late, is constantly being addressed by reminders to all receptionists
. 
With regards to the heavy front door, the Landlords were written to and asked if they would replace them, but have made it clear that this is down to the Tenant, i.e. the GPs, as is the cost of replacement, so, at least in the short term because of cost implications, this will be addressed by the fitting of a bell to the outer doors, with a notice inviting any patient who has difficulty with opening the door, to ring the bell and a receptionist will come and assist with access.

Though our complaints procedure is contained in a leaflet at reception, awareness of its existence needs to be raised. This will be addressed by making it more visible, and via a notice on the soon to be erected Patient Practice Information noticeboard.
A new suggestion box will also be installed at both surgeries, inviting Patient compliments or complaints.
 
The cost of telephone calls into the surgery issue, will continue to be monitored, but at present our telephone service provider has given the required assurances that calls from landlines are no more than calling to a local geographic number, and though calls from a mobile are high, this is down to the various mobile companies choosing to charge a higher rate for calls to these numbers.

At Sea Road, the ability to obtain an appointment when calling at 08-00 a.m. is always subject to demand and availability of “book on the day”appointments.
The Practice will continue to monitor the mix of book on the day and book in advance
 ( up to 28 days) appointments. We will also try and raise awareness of the ability to book 28 days in advance.


This report will not only be on the Practice website, but we will advertise the fact that the report exists and a hard copy can be made available, via a notice for patients within both surgery waiting rooms.

Pebsham surgery is open between 08-00 and 13-00 and 14-00 to 18-00 Monday to Friday.


Sea Road surgery is open between 08-30 and 13-00 and 14-00 to 17-30 Monday to Thursday, and 08-30 to 13-00 on Friday.
We offer access for pre-booked appointments on Saturday morning between 08-30 and 12-30.

Outside of these hours S.E Health provide a service for our patients, and you will be informed of this when calling the Practice telephone number.










