Tennant Street Medical Practice
Patient Participation Report for 2012/13
Introduction

This report builds on our 2011/12 Patient Participation Report.

We welcome any comments that you have on the report, or suggestions for improving the care and services we provide to our patients. Please direct any comments, questions or suggestions to:

Jenny Barrett

Practice Manager

Tennant Street Medical Practice

Stockton on Tees

TS18  2AT

Tel: 01642 613331

e-mail: nte-pct.tsmp@nhs.net
Patient Participation/Reference Group

In 2011/12 we further developed our long standing Patient Participation Group, including a number of members unable to attend meetings but willing to be involved through e-mail or telephone calls. This year we have further added to the number of patients involved, mainly from patients keen to support our plans for refurbishing and extending the surgery. 
We continue to try and increase the numbers of patients that get involved or provide advice on what we need to improve and how we do it. Examples of this include:

· Information on the Practice website, on Practice Notice Boards, our Patient Call Screen, at Reception, and in our Practice Newsletters which we publish every 3 months.

· GP’s, Practice Nurses and our Community Matron and District Nursing Colleagues have encouraged some of those (where appropriate) that have specific needs or fall into one of the groups of patients where we still don’t have good representation on our Patient Participation/Reference Group e.g.
· Men

· Working patients

· Patients in the younger age groups

· Parents of young children or adolescents

· Carers including young carers etc.
· Where patients have offered comments or raised concerns about the services that we provide, or, other health services that they need to use – we have encouraged those that offer suggestions on how we can improve services to join the Group, or provide input in a particular area.
Identifying and Agreeing Priorities for Improvement and Helping us to make Positive Changes

In our 2011/12 report we identified a number of surveys carried out with patients including the National Patient Survey of our patients through 2010/11 which was reported in June 2011. The most up to date version of this survey can be seen below [please double click to open the document]:

[image: image1.emf]GP Survey  2012-13.pdf


This generally focused on issues relating to Access to GP services but more information can be accesses using the link below, including comparing the Practice results with other local Practices:

practicetool.gp-patient.co.uk/Practice/Search?id2=TENNANT%20STREET%20MEDICAL%20PRACTICE%20%7C%20TS18%202AT&index=0 

We have also continued with our The ‘3 bad – 1 good thing about being a TSMP patient’ survey – Available at the reception desk, or our website, and in the waiting room. We continue to use feedback from this open ended survey. Between October 2011 and September 2012 priorities have remained as:
· Access to own GP

· Difficulty getting through on the phone

· Difficulty booking an appointment

The survey results come from both national and locally agreed surveys and the results are consistent with those of 2011-12 so our action plan from last year remains unchanged in these areas. We have been limited in the improvements possible due to overcrowding in the surgery and this is now being addressed with our extensive redevelopment plans – with regular updates posted on the surgery website, in our newsletters and on displays in the waiting room.
We have also held a series of open drop in meetings for patients to discuss our plans for refurbishing and extending the survey and have incorporated feedback from these sessions and also comment forms available in reception, into our plans, where possible. Improvements include the inclusion of phlebotomy services within our newly extended surgery, sub-waiting areas to be closer to consulting rooms with signposting and self check in to avoid queues at reception, a dedicated interview room for private conversations with reception staff

We will be holding further meetings during 2013.

Action Plan
	Area for Improvement


	Making the Change

	Improving Access to GP appointments:
· Same Day

· Within 2 days

· Booking Ahead

· Your own GP
· Time to suit you

	We have agreed to pilot ‘Doctor First’ – where patients will ring the surgery and get a call back from their own doctor. The patient and doctor can often resolve the issue over the phone, or will agree to attend for blood tests/x-rays before being seen, or will be seen that day at a time agreed with the doctor during the telephone call.
This approach is being trialled in 6 other Practices across the Tees area.

Since we are committed to maintaining the continuity of care that can be achieved by each GP having a personal list – we have tried ‘Doctor First’ with each GP dealing with over 240 calls this way, with only 2 patients being dissatisfied that they needed to speak to the doctor before being seen.

40% of calls were dealt with by telephone, 15% asked to have tests done and then see the GP with the results and 5% directed to an appointment with a nurse. The remaining 40% were seen by their own GP that day.

We are making changes to increase the number of telephone lines available, and will be holding a patient group meeting, and sending letters out to all patient households to talk through aand advise about the changes.


	Getting through on the Telephone
	We have increased the number of telephone lines into the surgery, staff training and the number of staff available to take calls especially at busy times but we still need to make further improvements: we are looking at a new telephone system completely which will more than double the lines available.


	Care at End of Life
	We have increased by over 400% the number of patients regularly reviewed under the Gold Standard Framework – which allows us to work with patients, carers/family, and other professionals much earlier to ensure that the care, co-ordination and communication at and towards end of life is further improved. By working with all involved we have been able to significantly increase the number of patients that are able to die in their preferred place – by planning ahead and making sure that all the arrangements are in place ahead of time.

 

	Access to regular blood tests
	As a result of the survey we did last year, we have seen a wider range of clinics available for our patients and have received support from CCG and the PCT to have clinics within our own surgery once the development work finishes. 



Practice Opening Hours

The Practice is open Monday to Friday (except Bank Holidays) from 8.00 a.m. to 6.00 p.m.

We also operate an Extended Hours Clinic, for both GP and Practice Nursing appointments, on Tuesday evenings from 6.30 p.m. to 8.30 p.m. for patients that book in advance. When there is a Bank Holiday in the week, the clinic transfers to the Wednesday evening.

On a small number of occasions each year (4 in 2010/11) we close the Practice early at 12 noon to allow the GP’s, Nurses and other practice staff to have necessary training and work with colleagues in other local Practices to help improve health services for all of our patients. 

These dates are published in advance at the Practice, on our website and also in local newspapers. However we do apologise if patients have not seen the closure dates and make an unsuccessful visit or call to the surgery as a result.
As ever, when we are closed information on how to access health services is available by telephoning the Practice where an answerphone message gives all of the details, in our patient information leaflet and also on our website.

Conclusion

We will continue to take steps during 2013/14 to further involve our patients in decisions about the care we provide and improving the services available at the Practice.

We welcome offers from patients to participate in our Patient Participation/Reference Group and remain keen to hear from our younger patients, male patients and carers where current membership of our group does not fully represent the profile, and help address all of the needs, of our Practice patients.
Future Patient Participation/Reference Group meeting dates, and updates will continue to be made available in our Reception Area, in our quarterly newsletters and on our website.

Finally, we are very grateful for the contribution made by all those of our patients in identifying areas for improvement, developing and participating in the patient survey we have done, and helping us draw together our Action Plan for improving services based on your input and feedback.
Jenny Barrett

Practice Manager

On behalf of Drs McKenna, Bonavia, Berry, Naisby, Smith, Wightman, Rehman and Green.
_1426404343.pdf


GP PATIENT SURVEY PRACTICE REPORT WEIGHTED Results


This tool allows you to view the practice results for the GP Patient Survey. This Department of Health survey, run by survey specialist Ipsos MORI, assesses patients’ experiences
of local NHS services.


Please note that not all differences (particularly at practice level) will be statistically significant. Caution is therefore advised when comparing findings at practice level.


Core Questions


TENNANT STREET
MEDICAL PRACTICE


Q26 Is your GP surgery currently open
at times that are convenient for
you?


Yes 176 81%
No 26 12%
Don't know 14 7%
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Q3 Generally, how easy is it to get
through to someone at your GP
surgery on the phone?


Very easy 39 18%
Fairly easy 130 59%
Not very easy 43 19%
Not at all easy 4 2%
Haven't tried 3 2%
Easy (total) 168 77%
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Q4 How helpful do you find the
receptionists at your GP surgery?


Very helpful 100 46%
Fairly helpful 90 41%
Not very helpful 22 10%
Not at all helpful 2 1%
Don't know 4 2%
Helpful (total) 190 87%
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Q18 Overall, how would you describe
your experience of making an
appointment?


Very good 70 33%
Fairly good 103 48%
Neither good nor poor 22 10%
Fairly poor 14 6%
Very poor 4 2%
Good (total) 173 81%
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Q9 How often do you see or speak to
the GP you prefer?


Always or almost always 72 51%
A lot of the time 47 33%
Some of the time 19 13%
Never or almost never 4 3%
Not tried at this GP surgery 0 0%


141







GP PATIENT SURVEY PRACTICE REPORT WEIGHTED Results


This tool allows you to view the practice results for the GP Patient Survey. This Department of Health survey, run by survey specialist Ipsos MORI, assesses patients’ experiences
of local NHS services.


Please note that not all differences (particularly at practice level) will be statistically significant. Caution is therefore advised when comparing findings at practice level.


Core Questions


TENNANT STREET
MEDICAL PRACTICE


Q21a Last time you saw or spoke to a GP
from your GP surgery, how good
was that GP at the following?
Giving you enough time


Very good 127 58%
Good 79 36%
Neither good nor poor 5 2%
Poor 3 1%
Very poor 0 0%
Doesn't apply 4 2%
Good (total) 206 95%
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Q21d Last time you saw or spoke to a GP
from your GP surgery, how good
was that GP at the following?
Involving you in decisions about
your care


Very good 127 59%
Good 72 33%
Neither good nor poor 3 1%
Poor 1 0%
Very poor 1 1%
Doesn't apply 11 5%
Good (total) 200 93%
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Q19 How long after your appointment
time do you normally wait to be
seen?


I don't normally have appointments at a
particular time


3 2%


Less than 5 minutes 16 7%
5 to 15 minutes 161 75%
More than 15 minutes 22 10%
Can't remember 12 5%
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Q22 Did you have confidence and trust
in the GP you saw or spoke to?


Yes, definitely 173 82%
Yes, to some extent 32 15%
No, not at all 2 1%
Don't know/can't say 4 2%
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GP PATIENT SURVEY PRACTICE REPORT WEIGHTED Results


This tool allows you to view the practice results for the GP Patient Survey. This Department of Health survey, run by survey specialist Ipsos MORI, assesses patients’ experiences
of local NHS services.


Please note that not all differences (particularly at practice level) will be statistically significant. Caution is therefore advised when comparing findings at practice level.


Core Questions


TENNANT STREET
MEDICAL PRACTICE


Q29 Would you recommend your GP
surgery to someone who has just
moved to your local area?


Yes, would definitely recommend 122 56%
Yes, would probably recommend 64 29%
Not sure 23 11%
No, would probably not recommend 7 3%
No, would definitely not recommend 0 0%
Don't know 1 0%
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