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A description of the profile of the members of the PPG:
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The Patient Group was formed in October 2010 having initially advertised for members within the surgery, on the website and through personal discussions with GPs and their patients who they identified.  We have since increased our numbers when emailing the patient survey to registered patients and utilising the patient ‘newsletter’ facility on our website, as well as being approached when holding Educational events.

Our chair, Clive Jacobs, who is blind, happily shares his perspective of his disability with the Practice, which in turn makes us more informed as providers of health care. We also have a virtual member of the PPG who is deaf, and is in email correspondence with the Practice on a regular basis. Her comments are always warmly received as it makes us mindful of the information we share on the website with our patients, and the benefits of online booking which we introduced at the end of last year. 

There are currently 14 PPG members within the group.  Meetings are held on a regular basis during the day at a time that is convenient to most members.  [image: C:\Users\preecem\AppData\Local\Microsoft\Windows\Temporary Internet Files\Content.Word\Focus group about the future.jpg]

During the Summer of 2013 the PPG put on another summer ‘Educational Event’ for patients. It was called ‘Be good to yourself’. They also supported the Saturday morning Flu clinics, spending time in the waiting room showing patients how to use the check in screen and more recently participated in a patient focus group for patients with long term conditions that the CCG want to target. Please do look at their very informative colourful notice board managed by Helen.



A description of what steps the Practice has taken to ensure that the PPG is representative of its registered patients and where a category of patients is not represented then what steps have been taken by the Practice in an attempt to engage with those patients:

	The Practice with the help of the PPG has put together a specific PPG information section on the Practice website explaining the philosophy of the PPG group and giving patients an opportunity to give their views. Dates of meetings and Agendas with minutes are also available for patients to read.  A notice board has been allocated to the PPG to promote the group and offer health messages. The PPG has received several presentations from the practice on ‘Managing appointments’, Being a GP Registrar in the practice’, ‘How the practice is financially managed’, and all the issues of the day within the political arena.   We have discussed at length the appointment system, the phone systems, staffing arrangements now and for the future. The group do comment on how transparent the practice is when sharing information about how the practice is managed and its future with the changes and cutbacks that the government is introducing



How the Practice and the PPG determined and reached an agreement on the issues which had priority within the Local Practice survey:
	Two years ago the Practice was very proactive in engaging patients to help deliver and design services around the needs of its patients.  The Practice ensured that before it sought the views of its patients on the priority areas, the group understood its roles and responsibilities and why as a group they are central to everything the Practice does.  Last year and this year we used a standard questionnaire so we could do a comparison on our performance.  The PPG will design their own short survey for summer 2014. 




A description of how the Practice sought to obtain the views of its registered patients
	
For 2013 we used an organisation recommended by the Royal College of General Practitioners to assess our General Practitioners individually, (to support their revalidation to continue to practice) and the practice overall. We achieved 86% of good, very good or excellent. This year we decided to use the same survey company again to establish if by introducing some of the changes would improve this figure. We will design our own for the next year that will be more focused on the changes that we have had to introduce. 
Prior to the survey the Practice displayed posters in and around the surgery informing patients that a survey would be undertaken. A table was put in the waiting room as we were keen for patients to take over the completion of the survey and have an opportunity to write comments. Responses were anonymous. We encouraged patients to write comments as well. A sample of the questionnaire will be found at the end of the report.                                         

The survey was conducted during February 2014.  




How the Practice sought to discuss the outcomes of the local survey and the Practice’s action plan together
	
The Practice received an analysis of the patient survey which pinpointed the areas where the Practice had scored well and also those areas where improvements might be needed. The report detailed a page by page guide to interpretation of the Practice report to aid the Practice and PPG in understanding the results. The results were distributed to several members of the PPG for reflection and consideration and a meeting to discuss the findings was arranged for the succeeding month to enable the PPG and Practice to compile an action plan based on the findings/results.  The Practice was able to agree an action plan with the support of the PPG which was approved by the group during discussions in March 2014. 




A description of the findings that arose from the Practice survey 

	Patients were asked a total of 28 questions with regards to the practice; the practitioner whom they had seen that day; the staff and areas around complaints, illness prevention and information system.

The Practice received many comments regarding the lack of parking, having to wait too long to see their preferred GP and being kept waiting before being called in.  

In reviewing the order of performance with benchmark means scores, patients were satisfied by the doctor or nurse’s ability to listen them, and in equal measure were the patients confidence in the clinician’s ability and the respect shown to them. These showed the highest mean score, followed by the feeling that they were given enough time by the GPs during their consultation.   The lowest mean scores were with regards to their ability to see their practitioner of choice.

85% of all patient ratings about this Practice were good, very good or excellent. cfep UK Survey

Responses found to be positive (using mean scores) percentages in brackets.

Ability to listen (87%) 

Confidence in the ability of the GP (87%)

Respect shown to the patient by the doctor or nurse (87%

The Doctors explanation to patients about their conditions and treatment in a way they understand (85%)

Reassurance by the doctor (84%)

The concern shown to the patient by the doctor (84%)

The manner in which you were treated by the reception staff (72%)

Warmth of greeting from the practitioner (85%)

Patients are satisfied with the time given to them during their consultation. (83%)

Patients who would recommend their doctor (85)%

Respect for privacy and confidentiality (72%)

The manner in which patients are treated by the Reception Staff has increased to 72%, the highest score in recent years. (We hope that this reflects the standards and training we have put in place to improve our customer care). 
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Responses found to be least positive

Car Parking: Patients reported that parking was a real problem – Regrettably this situation will only get worse. The former PCT have given the bigger share of the building to other service providers who have brought their own staff. We are continually trying to improve this situation by asking visiting teams to park elsewhere when attending meetings, because our patients should have priority. We are also trying to improve signage and the painted bay markings but again we are limited by lack of funding.

Booking appointments on the day: We have been aware that this redesigned triage system introduced nearly two years ago has disappointed several of our ‘long standing’ patients who only want to see their preferred GP.  As a practice we would have liked to have continued giving continuity of care by the same doctor on every occasion, but we had to take steps because this was unsustainable with Newtons growing practice population, and now with the exception of one partner all our other 8 GPs are part time. We hope patients realise that continuity of care is given by the Practice as a whole. During the course of this year those patients over 75 years of age will have their own named GP.

Of the respondents questioned only 44% of patients said that they had a chance of seeing their own doctor of choice. We believe the 48% of patients who responded indicating that they could not see a doctor in 48 hours were referring to their preferred GP rather than any GP within  the Practice,  as the daily Triage Clinic is specifically run  for anyone who needs to be seen urgently on the day.  We have a Duty Doctor, Advanced Nurse practitioner and our Lead Nurse running these clinics daily. 
Appointment satisfaction (62%) This has improved from last year.

Length of waiting time in the Practice (57%) Improvement on last year. The Clinicians are aware that they must limit their time spent with patients as this has a knock on effect for patients waiting to be called in. This is why we say ‘one appointment, one problem’, although we acknowledge this is not always easy for the patient.

Getting through on the telephone within a reasonable time (55%) Improved from last year.

Other responses as to how we could improve our services.

[bookmark: _GoBack]Please do look through the comments made by patients. Overall we have been really pleased by your positive comments as we feel you do recognise how difficult managing the increasing patient demand and higher expectations with less resources is, without compromising our patient care. We are very grateful for your continued understanding.

Text Messaging:  As a Practice we are dependent on patients giving us their current mobile number. For many patients this has proved a great reminder of a booked appointment and ensured that we have few non attendances. However our trial of’ voice messaging’  for our flu campaign was as disappointing for us as it was irritating for patients – we will not be repeating this again. These are paid for services by the Partners and we need to use our limited resources wisely. We believe offering Saturday morning GP led flu clinics has been extremely convenient for our patients and the ‘up take for the flu jab’ has improved with this personal service.

Queues at the Reception Desk: Regrettably queues build up for several reasons.  Not all the people in the queue are for Newtons Practice; many want the Health Centre (downstairs). We purchased a new touch screen at considerable expense that has had several technical problems. We have had it replaced and now feel that it should be working all the time. We have also purchased a photocopy machine  for the front desk as in a year we can get over 1,000 new patients registering with the Practice and part of the process is to copy ID (passport/bank statement/letter of residence) to ensure probity for registering with us. This has meant the receptionist in the past has had to leave the desk unmanned to do this. Hopefully patients will now be greeted by a friendly face at all times. We will be employing an additional front desk receptionist so patients do not have queue for so long as we know that this has been a cause of frustration to some patients.



Discussing the findings of the Practice Survey with members of the ‘Newtons Patient Participation Group’ during March 2014.


A summary of any evidence including statistical evidence relating to the findings or basis of proposals arising out to the local Practice survey:


	Please see attached the ‘cfep UK Survey’ [image: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: Description: CFEP_strapline]which the practice appointed this year to establish how best to get the most constructive feedback about the practice and the clinical team.
RESULTS:
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This gives very concise data analysis and findings in a clear and comprehensive format.  
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	The Partners / Staff and members of the PPG have identified the following priorities:
An action plan details the recommendations/priorities identified by the PPG/Practice. 
Please refer to the end of the report



A description of the opening hours of the Practice premises and the method of obtaining access to services through the core hours:

	
Newtons Practice is open Monday to Friday 8.00 – 18.30.  The practice is open all day. 

· Patients can make appointments by telephoning or calling in to the Practice to make an appointment or online.  The Practice also offers online facilities to enable patients to request repeat prescriptions via its secure website.  
· The Practice has text messaging facilities (MJOG) to remind patients of their appointment as well as providing health promotion messages. 



A description of any extended opening hours that the Practice has entered into and which health care professional are accessible to registered patients.

	
The Practice provides extended access on a Monday evening from 18.30 – 20.00 and a Wednesday evening (18.30 – 20.00) with two doctors. This enables patients, particularly those patients working or commuting access appointments at a later time.  These are only pre-bookable appointments – no other service is available during this time.  The Practice used to be open on a Saturday but when funding was reduced from NHS England regrettably the Practice could no longer afford to offer this




Feedback from the PPG panel

In order to meet the requirements of the Patient Participation directed enhanced service (DES) for GMS contract.  

The Patient Participation Group survey subcommittee:  ‘Reviewing the survey’.                   

A letter from the PPG chair, Clive Jacobs who has reviewed the Survey Results.

On 20/03/2014 17:25,         

Dear Maura, thank you for sending us the results of this year's survey. Having gone through the results the initial conclusion is one of mild bemusement. Or put another way, like The Curate's Egg, good in parts. I am interested as to why the comparison between this year's results are being measured against the results from 2012 rather than from 2013 and wonder if this is deliberate or an error in the year has occurred?

The results themselves are interesting and seem to indicate that in the case of seeing a GP am amazing number of those who completed their survey forms seem to be delighted with the service they received and the course of action advised by the GP they saw. This is very positive news and demonstrates that the quality of care provided by the GP's at Newtons has in no way diminished. The clinical care seems to be as usual excellent, and this is so reassuring for all patients registered to Newtons.

If medical care is deemed to be top notch, and rightly so, it is the peripherals that make The Practice tick that seem to be creaking somewhat under the strain of working within the NHS of today. The complaints about car parking are peripheral in the extreme and as there is nothing that you or the partners can do about this there is little point in addressing an issue that is outside your control. If a notice to the effect that the car parking issue is outside of your control is not already in situ within the surgery perhaps it should be and if it is in situ then it is being ignored. Perhaps we could ask Helen to produce a striking new work to get this point across or even added to the rolling announcements on the electronic board.

If the very positive feedback from patients having seen a GP is so positive the same is less evident for patients demanding to see "Their Doctor". There is little that can be done about patients adhering to the My Doctor way of thinking and as we all know, attempting to explain that in today's NHS this is now an alien concept the fact is that the change in culture will take years before this adherence begins to become less of an issue. It is going to be an albatross across many surgeries for years to come and until this issue begins to change through people power this topic is still going to be all too prevalent for you and your team. I note the recurring theme in patients not being able to see their Doctor but the fact remains that no patient will be refused treatment on the day although it may not be their Doctor who will be available at short notice. Again a culture of change over time will reduce this dependence on the my Doctor way of thinking, but not for a while sad to say.

The less than positive comments about the time it can take to see a GP are consistent throughout the survey results. I imagine that certain waiting times to see one GP or another could be due to a number of factors. Perhaps one GP is oversubscribed, and his or her popularity may be distorting the figures in terms of the overall perceived log jam to see their GP. Many of the GP's do not work a full week and this itself may not be as widely known as perhaps should be the case. Perhaps the Newtons site could be used to make this clearer and again the electronic screens could perhaps also be used to get this point across. It is a problem that keeps on being raised and if one GP is skewing the results or distorting them perhaps some additional manipulation of the data may indicate a more accurate and rounded overall outcome. Appointments, or the perceived shortage of them, are a recurring theme throughout this survey result and the implication seems to be that demand is outstripping supply. I think that is the case and that patients perhaps have become more demanding, and that expectation is now greater than was the case as opposed to even a couple of years ago. Despite the less positive outcomes in some areas to score in the high 80's so consistently is still very good.

If the GP's score highly the comments regarding the Nursing Staff are a true mixed bag of results. There appears to be some who are highly regarded whilst others appear to be held in less esteem. The underlying theme appears to be that one Nurse has an apparently less than understanding approach to dealing with patients. One size of course does not fit all and everybody can have the odd off day. Perhaps this is the case here, and with two new Nurses now at Newtons perhaps the fact that they have not yet become fixtures and fittings and accepted members of the surgery, may be a relevant factor in this area being less positive than would be considered ideal. I am inclined to think positively about this, although maybe a watching brief to ensure that all is well at that end of the surgery is in order. I have to say that on a personal level most of the time, and when I have had to see a Nurse, the provision of care provided to me has been good.

I wonder if the patients do not understand what modern Nurses do, and if there is some inadvertent discrimination at work here by those who completed the survey? Perhaps that the less good comments could be attributed to the fact that Nurses are perceived to be second class citizens when compared to a GP, and that a lack of understanding and respect for abilities may also be a contributory factor to this part of the survey not scoring quite as highly as the GP results.

It is disappointing to hear of complaints of course, but also it is good to hear that one completed form was surprised that a Nurse could issue prescriptions. I rather think that this comment is good in a couple of ways. It makes the case for age discrimination stronger, and the shock value of a Nurse signing prescriptions will spread like wild fire. If Alison wants to be better known a few more examples like this will help promote positive change quickly.  I wonder if the perception of what Nurses used to do and what they are qualified to do now lies at the root of this issue? 

In respect of the good and bad in the waiting room this again is a Curate's Egg of an outcome. Again one complaint about alleged rudeness from a patient about one of the Reception Staff is not nice to read about. Again this is possibly a case of over expectation, of not getting the answer desired or of quite simply of there being a large number of patients in the waiting room at the same time with a number of patients awaiting registration details to be checked, and this takes time. I have seen the Receptionists take verbal abuse that is utterly unjustified and that they keep their tempers in the face of adversity speaks volumes for their understanding natures by and large. I can understand the complaint about children being allowed to run wild with little supervision or control from the parents. Maybe a prominent sign in the waiting room reminding parents not to allow their children to run around would not go amiss. Of course one could easily try to hold back the tide and if a child is Autistic for example this could prove to be a big ask. Common sense should prevail and to be frank the staff on the desk have enough to be getting on with without becoming child minders. 

I have little problem with the outcome concerning the first part of the Waiting Room section of the survey, well, the first part at least.

The point about lack of staff and of too many people standing around is real enough. It costs money to employ additional staff and resources are scarce. I do not know if there is substance to nobody being on hand to assist as outlined in the comments of one contributor to the survey. I am guessing that this could have been a one off and if sickness had left gaps in cover for example whilst regrettable it is not something one hopes that is a regular occurrence. Over exaggeration or irritation may provide some kind of gloss on this particular claim but if this is a one off then it is unfortunate and nothing more.

Of greater import are the relatively less than favourable responses concerning telephony. Too much time taken before getting through is a frequently reoccurring gripe. There is truth in this and it is a case of being oversubscribed and lack of resources to hand that make this a problem not just for Newtons patients but at surgeries across the country. Perhaps a simple call handling service telling callers they are number whatever in the cue may resolve some issues albeit at a cost. Not being able to talk to a GP is clearly an issue for some patients and is a concern. I can also understand patients being coy or abrasive if asked by one of the Reception Team to take a note of their reason for wanting to either speak or see a GP that day. I can understand the reticence to disclose personal details relating to a condition to somebody who is not medically qualified. I appreciate that there could be a generation gap issue, there could be communication problems owing to a disability or language barrier that has to be overcome. One could argue that one has a certain duty of care oneself in terms of trying to present a concise diagnoses to whoever is taking notes and trust that this will be sufficient to get through to the right person to call you back. It is a minefield and this is something that is going to be a constant for future surveys. You cannot please all the patients all the time sad to say.

Whilst remaining in this area it is good to hear positive feedback about the Triage Clinic. I know that this is still seen by the less enlightened as a hand off and the cry of I want to speak to or see "my Doctor" will be heard throughout the working day slowly attitudes seem to be at last shifting toward grudging acceptance that this is not only is the shape of things to come but it is the harsh fact of making scare resources go further and to still provide the traditional high quality Newtons care to all patients in the very present, like today.  I hear the comments loud and clear about there being too many patients and of the list being oversubscribed. Well, this may be the case but wake up and smell the coffee seems to be still required learning for too many.

The surgery premises are not state of the art new builds as some have noticed. The physical limitations of Newtons are obvious to all, or should be but within the imposed confines afforded to the health care professionals who provide such excellent services to so many together with a quality admen team to keep the ship upright we would all be far worse off if no surgery existed. That is a sobering thought having read the results in detail now this is one of those odd occasions where the numbers are not telling the entire story. So there are some disappointing numbers in some parts of this result but in the main despite the odd area of concern the summary of this outcome would appear to be that at the sharp end of the business the standards are high. Numbers, great are they not. In the key areas to me things seem to be more than ok. I hope this is some help to you and feel free to forward this to whomever or call me if things need clarification.  Sorry about War and Peace, take care, my kind regards to you, CJ .indeed.  
Clive Jacobs
Patient of Newtons Practice and PPG Chair

Also a Patient of the Practice who is a ‘virtual’ member and has reviewed the survey and commented accordingly.

Hi Maura,
 
After reading through the literature you sent me Thursday and sleeping on it for a couple of nights, it seems to me after going through it again this morning that you should be congratulated. You steer a well-run ship and the message should be steady as she goes. Some of your figures just miss last year’s scores but that margin is easily accountable by the difference in the random sample taken. Without my comments in front of me made last year and hoping not to repeat them, the lowest scoring is again in the touchy feely area. Very difficult to know whether some comments are justified but my personal experience indicates that your receptionists are without exception helpful, efficient and kind. Understandable though if a patient is worried especially about a child or close relative, social skills will be at a low ebb and perceptions become skewed. Confidence in a doctor is subjective and again is an emotional and not necessarily rational reaction. As for the doctor of choice the same applies this year as last, fewer doctors/longer hours without lifting a finger improves the outlook but you have to cope with reality not theory and there is little you can do to upgrade this situation. Perhaps next year patients will find your new online booking system makes for better communication.  Hope you find these comments constructive. 

23.3.2014
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Practice Action Plan for 2014
	Area for Improvement
	Recommendation 
	Action required
	Practice Lead
	
	Comments /Achievements
2012/2013
	What the practice has achieved in 2013/14 and the areas we need to improve as highlighted in the survey.

	1
	








Ability to get through to the Practice by Telephone
	Review the telephone queue system to offer appropriate options for patients when calling in
	· Research and identify the options and solutions that are available to help with current set-up to improve patients’ experience – we may have to investigate the purchase of a complete new telephone system as we have already maximised the current provision last year to increase capacity.
· Review internal measures for phone capacity – more headsets (£)
	Maura Preece
PM
	
	We have had ongoing discussions with the telephone provider as to how we can improve the services of the phone system. Consider auto attendant features that could provide information to patients when on hold.

We have maximised all line capacity- the next step is to purchase a complete new system. (£)

	The Partners have had to purchase some more software to help with the efficiency of the phones. We have also purchased more headsets for the clinicians, as many consultations are carried out over the phone. 
Since changing the appointments system we have found that the phone lines are more manageable, although we continue to receive complaints from patients that the line continues to ring, this is because we have 8 lines and often just 4 reception staff answering them. We are unable to offer a call centre model to our patients.

	
	
	Offer appointments  On Line
also
Re-enforce test results available after 2.00 p.m.  To lessen the volume of incoming calls. 

	· The new clinical system will enable this facility – we do not want to disenfranchise non internet users which is why we have held back as a Practice– and it may increase demand, but we will have to introduce this to ensure modern technology improves access
· Monitor and evaluate whether equipment has enabled staff to take more incoming calls whilst also covering the reception desk
	Maura Preece
	
	
	We are now offering appointments on line as of December 2013. Currently patients have to register and get a unique ID number in order to log into the EMIS Access. This is easily done by completing the form either obtained from the website or calling into the Practice. We do need to see the patient’s passport or photo ID to give a secure number, as this will in time be used to access personal medical record and we have to ensure that there is no potential breach of confidentiality. 

	
	
	
	· Consider appointing another receptionist to assist with the phone handling.
	
	
	
	We have taken on additional staff as our patient list has continued to rise. We are currently recruiting. 

	
	
	Ongoing use of text messaging service to patients as a reminder to patients not to forget their appointment
	· Ensure that we have all patients up to date mobile numbers 

	Sue Jennings 
Ass PM
	
	We will not use the voice messaging service again as patients did not like it.
	We now have over 51% of patient’s mobile numbers so we can remind them about appointments within the next 24 hours which does keep our ‘failed to attend’ list low.

	
	
	The 111 access – soft touch.
	· Monitor the 111 incoming calls 
	Sue Jennings
	
	
	The 111 has not been particularly well received by patients or GPs – we anticipate over time this service will improve. The new provider for out of hours cover will be a company called IC24. This will be highlighted on the website and in the Practice.

	2.
	Appointment System
	Utilising the texting system that the Practice is funding to ensure that all patients receive text reminders of their appointments now that we are offering up to 6 weeks in advance of pre-bookable appointments.
	· Look at increasing use of text messaging service as a reminder to patients not to forget their appointment. 
· Ensure we ask patients who are registering with the Practice for their mobile number. Also ensure when booking appointments that we have patients up to date mobile numbers. 

	Maura Preece
PM
	
	This facility will prove especially helpful when targeting patients for their annual flu jabs and sending out annual recall reminders. 

	We need to constantly remind patients of this service but we do need everyone’s up to date mobile number.
Currently the percentage of mobile numbers we have are:
33% of under 20’s
80% of 20-40 yr olds
60% of 40-60 yr olds
29% of over 60s** so we need to encourage this age group. In time patients will be able to have their test results sent to then using this medium.

	
	
	Continue with the Daily ‘Express Clinic’ model as the Practice needs to match capacity to demand.
	· Continually review the appointment system to help improve access and manage patient demand
· The Practice have received in excess of 70 patients daily who have wanted immediate access to a GP, fortunately having being triaged this resulted in very few needing to be seen in the Practice.
· Communicate any changes to staff and patients as feedback is crucial. 
· Design a patient survey that is quick and easy to complete for patients attending the Express Clinic.
· Appoint another nurse to the clinical team – to free up our triage nurses who could offer more help in running this service.

	Maura Preece
PM
	
	Practice to review access following audit capacity and demand.
We refrained from promoting this new service for fear of patients who had self limiting conditions that may resolve within a few days, would find it more convenient to use rather than their own judgement or wait until they were given a routine appointment.
We did know it would prove incredibly popular with parents of young children and for patients who just required telephone advice which is good news.
We believe patients presenting at   A & E during the day would have reduced because all patients who have a clinical urgent need will be dealt with by the Duty Doctor in the Express Clinic. –This is a government target that the Practice has to meet.

	We have renamed the Express Clinic to the ‘Triage Clinic’, as we found patients were using the Express Clinic as a means of accessing the Practice when it was not an emergency, just more convenient for them. Unfortunately in this economic climate we cannot provide this level of service without compromising another part of it. Genuine emergencies had to wait longer which was not the remit of the clinic. 
We have also appointed a Nurse practitioner/prescriber who supports the clinic in the mornings.  

The Triage clinic is only available in the mornings from 8.00 to midday. This is now lead by the Duty Doctor, the lead nurse and the nurse practitioner. 

Another positive benefit of this clinic is that the amount of children/teenagers under 19, who attend A& E in the last 12 months, has reduced by 33%!

We also offer a range of self-care leaflets in the waiting room and on the website.

	
	
	Promote patient telephone consultations with their preferred GP.
	· This facility is already in place but only 63% indicted that they knew about it.
	Maura Preece
	
	Need to ensure patients do not expect an immediate response as GP may be unavailable for several days.
	This facility has improved but not enough to ensure that all patients are aware of this. We will promote this at every opportunity because it is far more convenient for the patient.

	
3
	
Information for patients about the Services the Practice provides.
	
Patient information:
Review the information provided in the Practice booklet which is given to every newly registered patient.
Review the targeted messages used on the AMSCREEN screens. 
Ensure that the patients are aware we have a website that is constantly update
	· Improve information posters in the waiting room. 
· Consider using data (numbers) on the A & E attendances where a trip or call to the Out of Hours services would have been more appropriate and timelier for the patient. 
· Advertise the extended access surgeries in a ‘bolder’ way. Ensure that the reception team are offering them when patients speak of difficulties in getting to the Practice during working hours.
· Do all patients know that they can use the website for repeat prescriptions
· Highlight how easy it is to make a comment – slips on the counter or by the exit door.
	Maura Preece
	
	
The PPG Introduces a Practice newsletter which they hope to repeat in Summer 2014
	Due to infection control measures we have introduced sealed display frames around the walls of the waiting room with information that is pertinent to the patient.  This gives us the opportunity to let patients know what is happening within the Practice.  


[image: https://www.mysurgerywebsite.co.uk/WebCharts/06647522-11a0-4d74-b22e-24fe2c9c55cb.Png]
The website was used by 80,150 people in the last 12 months. It is regularly updated by the Practice Manager.
715 patients have registered to use the prescription on line service.




Maura Preece
Practice Manager 
on behalf of the Partners of Newtons Practice
17.3.2014
image2.jpeg




image3.jpeg




image4.jpeg




image5.jpeg
Cep

o Sorvers Helping People Make a Difference

+ Primary Garo » Secondary Gare + Out-of-Hours Caro » Long-Term Care + 360" feodback + Bespoke Surveys » Traning +




image6.jpeg




image7.emf
IPQ - Newtons  Practice - 39607.PDF


IPQ - Newtons Practice - 39607.PDF
Private and Confidential
Ms Maura Preece
Newtons Practice

The Health Centre

Heath Road

Haywards Heath

West Sussex

RH16 3BB

Improving Practice Questionnaire

Report

Newtons Practice

March 2014

Cre
| -

ep

UK Surveys





cfep
Ny Uk surveys

1 Northleigh House
Thorverton Road
Matford Business Park

Exeter
Ms Maura Preece EX2 8HF

Newtons Practice
The Health Centre
Heath Road
Haywards Heath

West Sussex .
RH16 3BB e enquiries@cfepsurveys.co.uk

w www.cfepsurveys.co.uk

t 0845 5197493
f 01392 824767

20 March 2014
Dear Ms Preece

This report outlines your patient feedback from the Improving Practice Questionnaire (IPQ). Your results have
been illustrated in tables and graphs with associated benchmarks where applicable. Details of score
calculation and statistical methods have been provided to help you in the interpretation and understanding of
your results. You will also receive an A4 poster summarising your results and a certificate of completion which
you may like to display to patients to indicate that you value their views in order to inform positive change
within your practice.

If you are carrying out this survey in order to help meet the requirements of the patient participation directed
enhanced service (DES) for GMS contract, a guidance template for discussion of these local survey findings
and an action plan have been included which may help facilitate discussions with your patient reference group
(PRG).

Please note that the scoring scale used to calculate the mean percentage scores was updated in October
2009 in line with feedback from practices and health professionals. This is explained in greater detail in the
supporting documentation found at the end of this report. In this report any previous scores displayed will
have been calculated using the new scale to be directly comparable with your current scores.

The format of this report has been updated, which we hope will provide you with a clearer picture of
performance.

We hope these results give you useful feedback as to how patients rated the practice and its service, and
provide you with a basis for reflection. In order to enable us to improve our services we would be grateful if you
could complete a feedback form using the following link:
http://www.cfepsurveys.co.uk/questionnaires/feedback/default.aspx?psid=170577

Please contact the office on 0845 5197493 or reports@cfepsurveys.co.uk if you require further information
about your report.

Yours sincerely

Helen Powell
Survey Manager

Registered Address: CFEP UK Surveys Ltd, 6 Providence Court, Pynes Hill, Exeter, Devon EX2 5JL Company No 05781518 Company registered in England
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Introduction

About the IPQ

The IPQ is a well-established questionnaire widely used in the UK.

Since 2004, over 3,000,000 patients have completed an IPQ providing valuable patient feedback to over
4,000 practices and over 16,000 health practitioners, many of these practices and health practitioners having
completed the survey on more than one occasion.

Extensive published validation studies have established that the IPQ is a reliable and sensitive tool:
accurately measuring patient satisfaction in designated areas and is sensitive to change - if the IPQ is
carried out on more than one occasion any change in patient perception of service can be clearly and
reliably monitored.

This report outlines the feedback that has been collected and analysed from a sample of your patients. Full
explanation on how to interpret this information can be found in the report. We hope that this feedback is
useful and a basis for reflection.

A sample of the IPQ questionnaire is included at the end of this report for reference.
About the benchmarks

Benchmarks are a useful guide as to how your practice performed in relation to all the practices who have
carried out an IPQ survey. Benchmark data provided relates to either all practices or according to practice
list size (the practice list size benchmarks displayed in this report are representative of your practice), as we
have established this plays a part in scores achieved. However, it should be noted that other factors such as
geographical location and clinical setting may also affect scores and benchmarks may not always be truly
representative. Furthermore as it is not mandatory for a practice to carry out an IPQ survey, benchmarks
provided are effectively based on data collected from a volunteer sample. Volunteer samples often perform
better than an ‘average’ sample which could make the benchmarks provided artificially high.

Your feedback

From the report you will be able to clearly pinpoint areas where you scored well and also those areas where
you might feel that improvements may be needed. However, it is advisable to take time to assimilate all the
feedback and to avoid scanning the report and noting specific scores on which too much emphasis can be
placed. In fact, the clearest reflection of patient satisfaction can often be seen in the frequency and
distribution of patient ratings and in their written comments.

A page by page guide to the interpretation of your report has been incorporated in the supporting
documentation at the end of this report which you may find useful.

Other useful information

Together with your report you will receive:
e An A4 poster: to enable you to share the results of your local survey with the patients in your
practice.

e A ‘Guidance template for discussion of local findings and action plan’: completion of which may help
you meet the requirements of the patient participation directed enhanced services (DES) for GMS
contract, if required.
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Your patient feedback

Table 1: Distribution and frequency of ratings, questions 1-28

Question § € g

o 2 =
s 5 &8 §F & &
o w 0] > i m

Q1 Opening hours satisfaction 5 30 83 112 50 3
Q2 Telephone access 18 65 83 68 45 4
Q3 Appointment satisfaction 16 39 82 75 66 5
Q4 See practitioner within 48hrs 51 53 73 60 37 9
Q5 See practitioner of choice 53 70 78 41 32 9
Q6 Speak to practitioner on phone 13 39 85 66 54 26
Q7 Comfort of waiting room 0 20 103 91 63 6
Q8 Waiting time 11 61 90 69 46 6
Q9 Satisfaction with visit 0 2 44 96 134 7
Q10 Warmth of greeting 0 2 35 90 151 5
Q11 Ability to listen 0 3 29 83 163 5
Q12 Explanations 0 3 32 89 154 5
Q13 Reassurance 0 5 34 92 147 5
Q14 Confidence in ability 0 2 32 76 165 8
Q15 Express concerns/fears 0 2 36 91 148 6
Q16 Respect shown 0 1 29 81 164 8
Q17 Time for visit 1 4 42 91 140 5
Q18 Consideration 0 4 48 92 129 10
Q19 Concern for patient 0 1 43 86 140 13
Q20 Self care 0 3 48 93 124 15
Q21 Recommendation 0 4 38 75 154 12
Q22 Reception staff 4 12 76 96 82 13
Q23 Respect for privacy/confidentiality 3 10 72 107 74 17
Q24 Information of services 2 23 76 100 60 22
Q25 Complaints/compliments 4 25 100 80 29 45
Q26 lliness prevention 0 20 103 80 48 32
Q27 Reminder systems 7 19 93 89 35 40
Q28 Second opinion / comp medicine 3 20 91 57 38 74

Blank/spoilt responses are not included in the analysis (see score explanation)
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Your patient feedback

Table 2: Your mean percentage scores and benchmarks from all participating practices

Your mean BenChmark data (%)*
score National mean  Min  Lower Median Upper Max
(%) score (%) quartile quartile

About the practice
Q1 Opening hours satisfaction 65 69 23 64 68 73 92
Q2 Telephone access 55 62 13 53 63 71 92
Q3 Appointment satisfaction 62 68 23 63 68 74 92
Q4 See practitioner within 48hrs 48 62 18 54 62 70 96
Q5 See practitioner of choice 44 58 22 48 57 65 95
Q6 Speak to practitioner on phone 61 61 25 54 61 67 92
Q7 Comfort of waiting room 68 66 27 60 66 71 90
Q8 Waiting time 57 56 25 50 56 62 90
About the practitioner
Q9 Satisfaction with visit 83 80 41 76 81 85 97
Q10 Warmth of greeting 85 82 45 78 82 86 96
Q11 Ability to listen 82 46 78 83 87 97
Q12 Explanations 81 42 77 81 85 97
Q13 Reassurance 79 41 75 80 84 98
Q14 Confidence in ability 82 43 79 83 87 99
Q15 Express concerns/fears 80 45 76 81 85 96
Q16 Respect shown 87 84 49 80 85 88 98
Q17 Time for visit 83 79 38 75 80 84 96
Q18 Consideration 82 79 41 75 79 83 98
Q19 Concern for patient 80 43 76 80 84 97
Q20 Self care 82 79 38 75 79 83 97
Q21 Recommendation 85 81 41 78 82 86 99
About the staff
Q22 Reception staff 72 76 29 72 77 81 96
Q23 Respect for privacy/confidentiality 72 76 43 72 76 80 96
Q24 Information of services 68 73 29 68 73 77 96
Finally
Q25 Complaints/compliments 61 66 31 62 66 70 96
Q26 lliness prevention 66 69 34 64 68 72 96
Q27 Reminder systems 63 68 27 63 68 72 96
Q28 Second opinion / comp medicine 63 67 30 62 67 71 96
Overall score 72 73 35 69 73 77 95

I Y our mean score for this question falls in the highest 25% of all means
Your mean score for this question falls in the middle 50% of all means
Your mean score for this question falls in the lowest 25% of all means

*Based on data from 927 practices carrying out 1,326 surveys between April 2010 and March 2013 with 25 or more responses.

Please note the reliability of your patient feedback may be marginally reduced if less than 25 patient ratings per question is achieved (see table 1). In the event that
there are less than 5 patient responses for any question, the corresponding score will not be illustrated.

Please see the supporting documents at the end of this report for percentage score calculation and quartile information.

Graph 1: Your mean percentage scores in ascending order of performance with benchmark mean scores from all participating practices
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Your patient feedback

Table 3: Mean percentage scores and benchmarks by practice list size (>12000 patients)

Your mean Benchmark data (%)*
score National mean  Min  Lower Median Upper Max
(%) score quartile quartile
About the practice
Q1 Opening hours satisfaction 65 67 45 64 67 71 78
Q2 Telephone access 55 53 15 46 52 60 77
Q3 Appointment satisfaction 62 64 33 60 64 69 81
Q4 See practitioner within 48hrs 48 56 23 50 56 63 80
Q5 See practitioner of choice 44 48 22 41 48 55 83
Q6 Speak to practitioner on phone 61 57 31 51 57 63 76
Q7 Comfort of waiting room 68 62 47 57 63 68 83
Q8 Waiting time 57 53 28 49 53 58 74
About the practitioner
Q9 Satisfaction with visit 83 80 60 76 80 84 94
Q10 Warmth of greeting 81 62 78 81 85 95
Q11 Ability to listen 82 65 78 82 86 96
Q12 Explanations 80 63 76 81 85 95
Q13 Reassurance 79 61 75 80 83 94
Q14 Confidence in ability 82 65 79 83 86 95
Q15 Express concerns/fears 80 62 76 80 84 94
Q16 Respect shown 84 68 80 84 87 95
Q17 Time for visit 78 59 74 79 83 93
Q18 Consideration 78 59 74 78 82 92
Q19 Concern for patient 79 60 75 79 83 93
Q20 Self care 78 61 74 78 82 92
Q21 Recommendation 81 60 78 81 85 95
About the staff
Q22 Reception staff 72 72 50 69 71 76 84
Q23 Respect for privacy/confidentiality 72 72 51 69 72 76 83
Q24 Information of services 68 68 45 65 69 72 80
Finally
Q25 Complaints/compliments 61 62 34 58 62 66 76
Q26 lliness prevention 66 65 42 62 65 68 79
Q27 Reminder systems 63 64 38 60 64 68 80
Q28 Second opinion / comp medicine 63 63 42 60 63 67 77
Overall score 72 70 48 67 70 74 86

I Y our mean score for this question falls in the highest 25% of all means
Your mean score for this question falls in the middle 50% of all means
Your mean score for this question falls in the lowest 25% of all means

*Based on data from 93 practices carrying out 135 surveys between April 2010 and March 2013 with 25 or more responses.

Please note the reliability of your patient feedback may be marginally reduced if less than 25 patient responses per question is achieved. In the event that there are less
than 5 patient responses for any question, this score will not be illustrated.

See the supporting documents at the end of this report for percentage score calculation and quartile information.

Graph 2: Your mean percentage scores in ascending order of performance with benchmark mean scores by list size (>12000 patients)
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Your patient feedback

Table 4: Your patient demographics
Number of patient responses by category, your mean percentage scores and benchmarks by practice list size

(>12000 patients)

Age
Under 25
25-59
60 +
Blank

Gender
Female
Male
Blank

Visit usual practitioner

Yes
No
Blank

Years attending
< 5 years
5-10years

> 10 years

Blank

Number of Your mean

responses

20

128

119
16

167
89
27

126
129
28

62
47
153
21

score
(%)

81
70
74
68

71
75
70

75
70
69

75
73
72
68

National
mean score
(%)

69
70
72
69

70
72
69

73
68
69

71
70
71
69

Benchmark data (%)*

Minimum Lower

50
47
50
51

48
49
49

53
44
47

47
47
49
50

Quartile

65
66
69
64

67
68
65

70
64
65

67
66
67
64

Median

70
70
72
69

70
72
69

73
68
69

72
71
71
69

*Based on data from 93 practices carrying out 135 surveys between April 2010 and March 2013 with 25 or more responses.

Demographic category mean percentage scores are calculated from all the ratings from all questions for that demographic group.

Upper Maximum
Quartile
74 83
74 87
75 85
74 89
74 86
75 84
74 85
76 86
72 84
74 86
74 88
75 86
75 85
73 85

Please note the reliability of your patient feedback may be marginally reduced if less than 25 patient ratings per category is achieved. In the event
that there are less than 5 patient responses for any question, the corresponding score will not be illustrated.

Please see the supporting documents at the end of this report for percentage score calculation and quartile information.
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Your patient feedback

Table 5: Your current and previous mean percentage scores*

Current scores 10/12/2012 12/11/2007 06/10/2006
Q1 Opening hours satisfaction 65 67 53 63
Q2 Telephone access 55 51 42 48
Q3 Appointment satisfaction 62 58 56 64
Q4 See practitioner within 48hrs 48 51 58 66
Q5 See practitioner of choice 44 44 43 51
Q6 Speak to practitioner on phone 61 63 47 55
Q7 Comfort of waiting room 68 65 52 61
Q8 Waiting time 57 53 39 47
Q9 Satisfaction with visit 83 88 70 83
Q10 Warmth of greeting 85 89 73 85
Q11 Ability to listen 87 90 73 86
Q12 Explanations 85 88 72 83
Q13 Reassurance 84 87 70 81
Q14 Confidence in ability 87 89 73 85
Q15 Express concerns/fears 85 87 71 83
Q16 Respect shown 87 90 76 87
Q17 Time for visit 83 86 65 76
Q18 Consideration 82 85 69 82
Q19 Concern for patient 84 87 70 84
Q20 Self care 82 85 - --
Q21 Recommendation 85 90 71 85
Q22 Reception staff 72 69 61 68
Q23 Respect for privacy/confidentiality 72 71 62 67
Q24 Information of services 68 68 58 62
Q25 Complaints/compliments 61 60 54 58
Q26 lliness prevention 66 63 57 66
Q27 Reminder systems 63 62 55 59
Q28 Second opinion / comp medicine 63 64 55 61
Overall score 72 74 61 71

-- no data available, question introduced in October 2009.

Please note that the scoring scale used to calculate the mean percentage scores was updated in October 2009 in line with feedback from
practices and health professionals. This is explained in greater detail in the supporting documentation found at the end of this report. In this
report any previous scores displayed will have been calculated using the new scale to be directly comparable with your current scores.
*Dates in the table relate to date of application to carry out the survey.
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Your patient feedback

All written patient comments have been included in their entirety but details which could identify a specific patient
have been removed to ensure anonymity.

Any comments about how this practice could improve its service?

= Difficulty getting a same day appointment and the problems caused.

= Being able to make appointment 3 months in advance for injections that are 3 monthly.

= Availability of on the day appointments without having to discuss symptoms with reception.

= Nice surgery nice staff. Very smart waiting room. More parking spaces please.

= Friendly staff modern place.

= Really pleased with the triage clinic, helped me with my baby immediately.

= We have found the staff on the reception desk are very good, with the exception of one who is not very helpful.
= Brilliant!

= Lovely reception and nursing staff. We all know the doctor's work hours are long but we have to book appointments
in over month in advance for the doctor of our choice especially if doctor is a specialist/main doctor caring for
patients certain medical needs. Would like to see Newtons modernised like other surgeries.

= Bigger TV screens. Nice waiting room - a bit dark and cold. Appointments on time.
= Car parking is terrible sometimes. Bad layout.

= Turn off radio in reception.

* Not having to wait nearly a week for an appointment.

= | think you give a very good service and have done for many years.

= | am very satisfied with this practice, have full confidence in it.

= Provision of alternative therapies such as massage and chiropractic treatment. Prescription service which involves
delivery to you at your house such as Pharmacy2U.

= Reception is always understaffed.

» The appointment system is much better than it used to be.
= Seeing a doctor more quickly than having to book so many weeks in advance.
= The car park isn't really big enough.

= More parking spaces please.

= Nothing at all.

= Opening on Saturday.

= Waiting time for appointments is too long.

= Providing service (emergency) at weekends.

= More availability of your 'own' doctor.

= It is all very good.

= Satisfactory.

= When ringing for an appointment first thing in the morning. It's very difficult to get through. Not sure what the answer
is and maybe also try and remember that not everyone has access to computers/internet or mobile phones.

= Car parking is very limited.
* More comfortable waiting room. Mend the children's play table (potential hazard).
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Your patient feedback

All written patient comments have been included in their entirety but details which could identify a specific patient
have been removed to ensure anonymity.

Any comments about how this practice could improve its service?

= Went to see the doctor - very impressed they were extremely kind and helpful.
= Only just realised you could book online, good improvement.

= Staff on the phone should have more training on how to answer the phone. They want to know the problem why you
need to see a doctor. Have to wait 4-6 weeks to get a doctor's appointment. The service is very appalling.

= Maybe 2 people on reception. More people answering the phone. Car parking!

= Would like to make pre-booked appointments sooner - had to wait 2 weeks.

= Maybe to take more appointments on the day or within a couple of days.

» Not leave the phone ringing constantly. Tell us how long doctors are running behind due to getting back to work.
= Reduce waiting times for getting an appointment that isn't an emergency.

= The car park isn't big enough, it's always full.

= Waiting time could be improved. Longer time with the doctors.

= Longer opening hours - difficult for full time workers to take time off work. Shorter waiting times - | never get in on
time. More doctors or less patients - difficult to get appointments.

= |t is excellent.

= Difficult to get an emergency appointment. Express clinic is no good. | get a call from a nurse when | would like to
speak to a doctor and not really helpful.

= Isn't always easy to book appointment with nurse at end of day. Cannot often book appointment for same day/next
day. Sometimes up to a week away.

= Recently it does seem to take longer to book an appointment so not sure if the number of doctors has changed.

= Really good website - modern practice - nice and friendly team. One nurse is lovely. Parking is an issue. More lines.
= Wonderful practice.

= Availability of appointments needs to improve, but when you do get to see doctor, then the service is great.

= More appointments - shorter waiting times! 1 hour with 2 children under 4 is not acceptable!

= More evening and weekend appointments.

= The doctors are lovely. That's the main thing. | once turned up to see a doctor about a gynae issue. They looked
quite shocked and said | needed to see a specific nurse. It was embarrassing as a patient.

= Opening hours, | work 3 days a week and don't get home until 6-6.30pm so a later night to 8pm would be good,
Hassock and Hurst does that where my husband goes.

= To be able to get an appointment ASAP. Waited under 3 weeks to see a doctor. You have to be really ill to see
someone!

= Improved availability at short notice. Current system ideal for booking advance appointments but poor for non-urgent
care but that does require an appointment within 1/2 days.

= As someone who regularly travels with work - being unable to get an on the day appointment (especially on a Friday)
means it can be weeks rather than days before | receive an appointment - which then throws up issues regarding
doctors 'fitness for work' statement - in the past this has cost me over £1000 in loss of earning.

= The reception staff can be fairly rude when dealing with situations.

= More attention needed to repeat prescriptions made online. As confirmation emails have been sent but when
contacting the pharmacy selected they have no knowledge of it, sometimes the surgery don't know either.

= Keep to schedule a little bit more.
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Your patient feedback

All written patient comments have been included in their entirety but details which could identify a specific patient
have been removed to ensure anonymity.

Any comments about how this practice could improve its service?

= | am very satisfied.

= It would be good to see a doctor of my choice sooner, rather than waiting weeks!

= Good practice.

= If | wish to see the same doctor but it is not an emergency, it can be too long to wait.

= Difficulty in getting other than emergency appointments - recent experience - 2 weeks for 'named' doctor - 6 days for
first available appointment with any doctor. Seeing the same doctor again - even if told to do so, for an ongoing
problem, is often difficult, but continuity of care is reassuring, and helpful.

= If one has a problem that deteriorates, the ability to see the same doctor quickly is virtually non-existent.

= | do find it difficult that it is often at least 10 days before | can see a doctor of my choice.

= Making an appointment on the phone. Online prescriptions incorrect/repeats not done occasionally.

= Getting an appointment with a specific doctor in a non-emergency situation results in a long waiting time.

= | have found this practice to be very good and could not, at this time, find words to improve - keep the good work up.
= Have been here for many years and always treated well - perhaps more information for patients?

= Not really.

= Doctors should be given more time for the patients like today.

= Online appointments only include 1 per day (the last one?) more choice of appointments online would be better.
= Longer hours in evening.

= Cryo clinic has a long waiting time, perhaps something could be done to shorten this.

= | have been coming here since the practice opened. | am always impressed but should be looking also at the elderly
and transport here.

= | have been a member of the practice for many many years which in itself is a recommendation.
= Their appointment system is a lot better now but it could be even better.
= | am very satisfied with my GP, nurses and all other services provided by the surgery.

= A better telephone system with more people to answer the calls would be very helpful. | have spent a lot of frustrating
time having to redial and try to make an appointment. | also had to wait two weeks to see my own doctor.

= 1 - When necessary, parents should be asked by practice staff to control their children better in order to show more
consideration to others in the waiting room. My last visit was made hell by the actions of a small child who was
allowed to rush up and down the waiting room, shouting and yelling. No attempt was made by the parents to control
the child. There is no excuse for this behaviour which is so upsetting for patients, especially as a play area is already
provided for children. 2 - The toilet in the men's toilet often does not flush properly, especially if it has recently been
used. 3 - Parking at the practice (as at nearly all NHS locations!) is a nightmare, and totally inadequate for the
numbers of people visiting the practice. | nearly always have to use adjacent public car park, and therefore pay
parking charges. | acknowledge that little can be done to increase parking space at the practice, but the situation is
made worse by vehicles wrongly parking on yellow lines on the slope leading into the car park.

= More late nights.
= Improve the website.
= Very friendly team and | must say, within their limits they do a fantastic job.

= Email or text reminders.

Newtons Practice

e p Ref: 39607/9382/245
UK Surveys P8 March-2014

R

(





( |PQ Report Number of patients providing feedback : 283 )

Your patient feedback

All written patient comments have been included in their entirety but details which could identify a specific patient
have been removed to ensure anonymity.

Any comments about how this practice could improve its service?

= At the moment messages left on the telephone (or fax) don't always get through to the practitioner.
= It is not always easy to get appointment with own doctor.

= Once you get to see the doctor or nurse the service is very good. Making appointments is the problem. It is difficult to
be ill a fortnight into the future or at weekends.

* Be a tad more polite when answering calls!
= Very good service.

= An excellent practice.

= Provide info on how long doctor delayed.

= You could have 2 people on reception. | waited 7 minutes for somebody to even appear from behind the glass
window. If you had 2 people on the desk this would not be a complaint again. There's never any apologies from the
reception staff when they keep you waiting or just don't see you.

= Skype appointments.
= Saturdays please.
= It seems so well managed better than other practices I've been to.

= The wait to see doctor of my choice 1 month! The wait to see doctor today 6 or 7 days! (Any). Really not good
enough.

= Ensure telephone at all times.

= So far extremely satisfied with due diligence, care and ensuring as a new patient | had continuity of medication.
= Less waiting time for appointments - stop taking on new patients.

= There has been a significant improvement in the time of making an appointment and in the waiting room.

= Could have more appointments after 5.30pm as getting one after work is almost impossible at times. Open Saturday
mornings?

= Parking is a problem.

= Having to wait usually about 1 1/2 - 2 weeks to see a specific doctor is excessive (and | believe in continuity of
treatment - i.e. having 'my' doctor).

= Open on a Saturday for a few hours. Ensure that it were possible to have continuity of care from one doctor. Obtain
an appointment within 24 hours.

= An excellent practice compared to my previous one.
= Very difficult to get an appointment to see any doctor whatsoever. Impossible to get to see the doctor of your choice.
= | feel receptionist could be more considerate and helpful particularly on the telephone.

= More doctors in the practice and more parking.
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Your patient feedback

All written patient comments have been included in their entirety but details which could identify a specific patient
have been removed to ensure anonymity.

Any comments about how the doctor/nurse could improve?

= Keep to time always late for GP.

= Lovely kind nurse.

= Great doctor!

= They are already good!

= Suggest a clinic for the elderly/senior citizens like in Brighton, where multiple issues are covered.
= Satisfied with doctors particularly one.

= Seeing people more quickly.

= More and detailed explanation about my health/iliness.
= Satisfactory.

= Waiting times are sometimes quite long.

= | would like them to be all as good as my doctor.

= Very satisfied with my doctor.

= Generally excellent staff both on reception and with GPs and nurses. One person who did my partner's smear test
struggled and was unable/unwilling to discuss anything else - this seemed a shame as they were here at surgery.

= None. My GP is excellent and the practice nurse is very good.

= More time. Doctors having chance to read your notes before your appointment. Wider knowledge of all possibilities,
sources of information etc.

= | rate the doctor very highly!

= The doctor has always been an excellent doctor to me.
= One doctor - excellent!

= They are very good.

= [t would be helpful to have information as to who deals with what specific issues. | have never attended a doctors
with a specific nurse who deals with gyno before.

= One doctor should train the others - they're wonderful - thank you!
= Doctors have always been excellent. Nurses have not been so good especially one - who | feel does not listen.

= That if you have an appointment you can only say you have one problem. You are told to book another appointment
if there are two things wrong with you. This is bad.

= Late night openings.
= They were great!

= Most doctors/nurses | have dealt with are a pleasure. However one could hone their personal skills. Also a quick
apology when being seen 30-40 minutes later than appointment time - would be a pleasantry that costs nothing.

» The doctor is kind and lovely. Thank you doctor.

= | don't think doctor/nurse could improve it just hard to get an appointment even at 8am in the morning and the staff
on the phone are sometimes rude and make you feel like do you really need to see a doctor!

» They can't do more than what they are doing.
= Good doctor.
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Your patient feedback

All written patient comments have been included in their entirety but details which could identify a specific patient
have been removed to ensure anonymity.

Any comments about how the doctor/nurse could improve?

= | find it also difficult that nurses seem to be able to provide medication and appointment that was also done by a
qualified doctor.

= Sometimes when | was ill, | came to see about my ilinesses, some doctors only wanted to know about one symptom
to shorten the length of time as to move on to the next. Result would be, | had to keep coming back.

= Doctor very understanding. Thank you.

= Again | am very happy with the service this surgery provides.
= No not really.

= Overall you are great - no real concerns.

= My doctor is first class and could not improve what they do!

= The doctor is fantastic, | wouldn't change a thing!

= One nurse excellent. Credit to your practice.

= First class service.

= All the doctors and nurses | have seen are excellent.

= Very helpful.

= Generally - more information about the damage my drinking was doing could have been useful?
= Very happy with all doctors at practice.

= Medical staff generally excellent. Nursing staff variable.
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Details of score calculation

The score provided for each question in this questionnaire is the mean (average) value of all of the ratings from all
patients who completed the question. It is expressed as a percentage - so the best possible score is 100%.

Example using data from your Q1 Opening hours satisfaction Total number of patients responses = 283
Qu_estionnaire Poor Fair Good Very Good Excellent Blank/spoilt
rating scale
Number of ratings 5 30 83 112 50 3

Value assigned to each 0 25 50 75 100 n/a

rating

(number of Poor ratings x 0) + (number of Fair ratings x 25)
+(number of Good ratings x 50) + (number of Very Good
ratings x 75) + (number of Excellent ratings x 100) (5x0) + (30 x 25) +(83 x 50) + (112 x 75) + (50 x 100)
= = 18,300/280
(Total number of patient responses - number of (283 - 3)
blank/spoilt)

Your mean percentage score for Q1 = 65%

Please note that the scoring scale used to calculate the mean percentage scores was updated in October 2009 in line
with feedback from practices and health professionals. Prior to this time a -33 to 100 scale was used, where poor =
-33.3333%, fair = 0%, good = 33.3333%, very good = 66.6667% and excellent = 100%.

Explanation of quartiles

In statistics a quartile is any one of the three values that divide data into four equal parts, each part represents V4 of the
sampled population.

Quartiles comprise:
Lower quartile, below which lies the lowest 25% of the data
The median, cuts the data set in half
Upper quartile, above which lies the top 25% of the data

Please note that the benchmarks presented in this report are based on data obtained from a volunteer sample of
practices, and as such may be artificially high.

Question Your mean Benchmark data (%)*
sz:ozr)e Min Lower | Median Upper Max
quartile quartile
Q1 Opening hours satisfaction 65 23 64 68 73 92

*Based on data from 927 practices carrying out 1,326 surveys between April 2010 and March 2013 with 25 or more responses.
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Supporting documents

Page by page guide to the interpretation of your report

Page 1

The frequency distribution table (table 1) shows the number of patient ratings from poor to excellent and the number
of ‘blank/spoilt’ responses for every question (a blank response is where a patient did not respond to the question and
a spoilt response is where more than one tick box option was chosen or if the questionnaire was defaced). If these
values are added up, for any one question, this will equate to the total number of patients surveyed (shown in the top
right hand corner of the page). This table clearly shows the degree of satisfaction patients have with each aspect of
the practice considered. Please note the spread of the ratings. Are they widely spread or closely packed around one
or two specific ratings? One or two higher or lower ratings can make a big difference to your mean percentage
scores illustrated in tables 2 and 3.

Page 2

The mean percentage score and benchmark table (table 2) illustrates your mean percentage scores for each question
calculated from the data in table 1. Each score is the mean (average) score calculated from valid patient ratings (i.e.
not the blank/spoilt responses) expressed as a percentage (see score calculation sheet also in the supporting
document section of your report). It has been established by our statisticians that the reliability of your patient
feedback for any one question may be marginally reduced if less than 25 valid patient responses is achieved (this
number can be determined from table 1). In the event that there are less than 5 patient responses, the corresponding
score for the question will not be illustrated.

Your scores have been displayed in colour coded boxes to indicate how your score falls within the benchmark data
(within the highest 25%, the middle 50% or the lowest 25% of all the mean percentage scores achieved by all
practices in the benchmark sample). The provenance of the benchmark data is provided in the footer below the table.

Graph 1 illustrates your mean percentage scores in ascending order of performance with benchmark means from all
participating practices.
Page 3

Table 3 and graph 2 are the same as for page 2, but with benchmarks provided relevant to your practice list size.
Evidence indicates that practices with smaller list sizes tend to perform better than those with larger list sizes.
Page 4

Table 4 shows the number of patient responses from each ‘demographic’ group detailed on the questionnaire i.e. age,
gender, if the patient saw their usual practitioner or not and the number of years attending the practice. Demographic
category mean percentage scores are calculated from all the ratings from all questions for that demographic group.
Associated benchmark mean scores relevant to your practice list size are also provided.

The same criteria concerning reliability of the feedback as explained in Page 2 above applies.

Page 5

Table 5 lists your current scores for each question together with scores from your last 3 surveys (if applicable)
for comparison.

Page 6

Patient comments usually reflect scores achieved. The IPQ was designed to simulate the patient’'s chronological
journey through their visit to the practice. Although the questions in the IPQ are generic, comments can pinpoint
specific issues identified by the patient from any part of this journey. If there is a particular problem within the practice
e.g. getting through in the morning on the telephone or the lack of chairs in the waiting room suitable for the elderly,
this can be clearly picked up in the themes and frequency of comments.

In order to ensure patient anonymity, any personal identifiers are removed. In the unlikely event that we receive a
written comment which might relate to serious professional misconduct (e.g. allegations of sexual assault), the
comment would be referred to our Clinical Associate who would discuss the matter with you.
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Questionnaire

DFRCE
USE DMLY

COrg ID
Survey ID

Practitioner ID

You can help this general practice improve its service

«  This practice would welcome your honest feedback
= Please read and complete this survey after you have seen the

+  All the information provided by patients is put together in a report for the practice. Your answers will not be identifiable.
Any comments you make will be included but all attempts will be made to remove information that could identify you.
« Once completed, please return this survey to reception in the envelope provided

Please mark the box like this with a blue or black ball-point pen. If you change your mind just cross out your old

response and make your new choice.

When giving your feedback, please only consider the consultation you have had today.

About the practice

1

2

8

Your level of satisfaction with the practice’s opening hours

Ease of contacting the practice on the telephone

Satisfaction with the day and time arranged for your appointment
Chances of seeing a doctor/nurse within 48 hours

Chances of seeing a doctor/nurse of your choice

Opportunity of speaking to a doctor/nurse on the telephone when
necessary

Comfort level of waiting room (e.g. chairs, magazines)

Length of time waiting in the practice

About the doctor/nurse (whom you have just seen)

9

10

11

15

16

17

) =

(

My overall satisfaction with this visit to the doctor/nurse is

The warmth of the doctor/nurse's greeting to me was

On this visit | would rate the doctor/nurse's ability to really listen to
me as

The doctor/nurse's explanations of things to me were
The extent to which | felt reassured by this doctor/nurse was

My confidence in this doctor/nurse's ability is

The opportunity the doctor/nurse gave me to express my concemns
or fears was

The respect shown to me by this doctor/nurse was

The amount of time given to me for this visit was
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About the doctor/nurse (continued....)

This doctor/nurse's consideration of my personal situation in

e deciding a treatment or advising me was

19 The doctor/nurse’s concern for me as a person on this visit was

The extent to which the doctor/nurse helped me to take care of
myself was

The recommendation | would give to my friends about this
doctor/nurse would be

20

21

About the staff
22 The manner in which you were treated by the reception staff

23 Respect shown for your privacy and confidentiality

24 Information provided by the practice about its service (e.g. repeat
prescriptions, test results, cost of private cerificates etc)

Finally

The opportunity for making compliments or complaints to this
practice about its service and quality of care

The information provided by this practice about how to prevent
illness and stay healthy (e.g. alcohol use, health risks of smoking, diet habits etc)
The availability and administration of reminder systems for ongoing
health checks is

The practice’s respect of your right to seek a second opinion or
complementary medicine was

25

26

27

28

Poor Fair Good

Poor Fair Good

0od
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OO O

Poor Fair Good

O 0O 00
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O OO0

Very

O000% 00088 oooOoog

|

Excellent
L]
L]
L]
L]

Excellent

L]
L]
L]

Excellent

0000

Any comments about how this practice could improve its service?

Any comments about how the doctor/nurse could improve?

The following questions provide us only with general information about the range of people who have responded to this
survey. No one at the practice will be able to identify your personal responses.

How old are you Are you: Was this visit with
in years? your usual clinician?

|:| Under 25 |:| Female |:| Yes
[] 2559 [] male [] no
[] so0+

How many years have you
been attending this practice?

|:| Less than & years
|:| 5-10 years
|:| More than 10 years

Thank you for your time and assistance

Format and design by CFEP UK Surveys. Processing of any data entered on this questionnaire by anyone other than CFEP UK Surveys is strictly forbidden.
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This is to certify that

Newtons Practice

The Health Centre
Heath Road
Haywards Heath
West Sussex
RH16 3BB

Practice List Size: 13500
Surveys Completed: 283

has completed the

Improving Practice Questionnaire

Completed on 20 March 2014

%’4-0/1&/%@

Michael Greco
Director

cfep

Thank you to all patients who participated in this survey.
By letting the practice know your views, positive changes can be made for the benefit of all patients.
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