OLD ROAD WEST SURGERY
30 Old Road West, Gravesend, Kent DA11 0LL (main surgery)

264 Mackenzie Way, Gravesend, Kent DA12 5TY (branch surgery)

Website: www.oldroadwestsurgery.co.uk
Email: oldroadwest@nhs.net
PATIENT SURVEY 2013/14
RESULTS & REPORT
INTRODUCTION
Carrying out patient surveys, at least annually, gives the Practice invaluable feedback from our patients, feedback we generally would not otherwise obtain. Surveys - seeking your views and comments - are important and enable us to identify the things you feel we do well and you like about the Practice, as well as areas where you feel we could make improvements, whether to our services, premises, communication, your care, or access to our services.
We are therefore very grateful to the many patients who took time to participate in our Patient Survey for 2013/14 and to our Patient Participation Group members, who once again volunteered their time to carry out this year’s survey, on behalf of the Practice. 

PATIENT SURVEY: PLANNING
Patient Surveys are as useful to our Patient Participation Group (PPG) as they are to the Practice, giving the PPG an up to date indication of how patients (whom they represent) feel about the Practice and providing the group with discussion points and activities for future meetings and work plans.

As per last year, the survey content, its format and timing were discussed at length between PPG members and the Practice before being agreed. The PPG meets approximately every 6 weeks at the main surgery, always with the Practice Manager, and usually one of the doctors, in attendance. 

The content and format of the Patient Survey for 2013/14 was a rolling agenda item at the PPG meetings held subsequent to the group’s first AGM on the 19/07/13. These meetings took place on the 24/09/13, 29/10/13 and 17/12/13, with minutes published on the Practice website at www.oldroadwestsurgery.co.uk and pinned to PPG notice boards at both our main and branch surgery sites. Through the course of meetings, and follow-up communication via email and telephone between PPG members and the Practice Manager, as necessary, the final format of the survey was agreed. 
The PPG felt that the survey was a useful means of both promoting itself to patients, potentially to add to its membership, and also to assist the Practice with promotion of its services, such as the recently-introduced Vision Online Services (for booking appointments and ordering repeat prescriptions online). The group was unanimous in wanting to keep the survey brief in content, with open questions to give patients the opportunity to express their thoughts about the Practice and its services freely. 
As our PPG is still relatively new, the Practice was very happy to support its preference for a fairly unconstructed survey this year, as this was felt likely to be most useful to the PPG in promoting itself and engaging with patients and any feedback is welcome to the Practice. Thus our Patient Survey consisted of a short series of questions for PPG members to pose to any patients willing to participate, designed to prompt conversation and open discussion, to maximise feedback. 
PATIENT SURVEY: CONTENT & METHOD
Our PPG, uniquely to the Practice (and we believe to many practices) carried out last year’s survey very personally, spending hours in our main and branch surgeries, with PPG members individually (by rota) approaching patients and completing surveys face-to-face, talking to patients and noting their response in conversation. This worked extremely well and elicited a great response, as can be seen in the Patient Survey 2012/13 Results & Report (widely available to patients in surgery, via email and on our website). 
Before our PPG formed, we have carried out patient surveys by distributing questionnaires requiring a box-ticking response and/or a ranking system, to rate various things from excellent-poor, 1-5, etc. Whilst this approach makes survey analysis relatively easy, it does not necessarily reveal much as there is little opportunity for patients to qualify their response, which can be open to misinterpretation.
So, capitalising on the success of last year’s survey, the PPG was keen to repeat the exercise, not least for the value they know this brings to the Practice, but also for the opportunity to once again meet patients and get a feeling for the things that matter most to them in as open a forum as possible. 
Having agreed the survey content, the PPG members set about organising themselves into a rota to conduct the survey face-to-face throughout January 2014. The rota was well-arranged to ensure coverage at both our main and branch surgery sites, at varying times during surgery opening hours. 
PPG members attended the main or branch surgery and spoke to willing patients to note their response to specific questions in the survey:

· Are you aware that the surgery has a Patient Participation Group?
· Are you aware that you can now book routine appointments online?
· Are you aware that you can order repeat prescriptions online?
· Do you know the Practice produces regular newsletters you could receive by email?
And also to more general questions, allowing patients to respond freely with views and suggestions re the Practice’s service and performance in general:
· What do you like about the services you receive from the Practice?

· Are there additional services or improvements you would like the Practice to consider?

· Any other comment?

Initial questions were designed to give an easily measured response and to instantly raise patient awareness should anyone be unaware of any of the Practice services available. PPG members were immediately able to inform patients about services and direct them to staff if they wanted further details of or to sign up for online services, email notifications, etc. Latter questions were deliberately open-ended to allow patients to freely comment about the Practice and its services, facilities, staff, etc. and to facilitate discussion between PPG members and patients. 
The PPG members received an excellent response from patients, some of whom they spoke to for 20 minutes or more. This level of response obviously gave us wide-ranging comments and views from patients, making it interesting, but more difficult to identify the key issues patients feel we should focus on, where it is felt we can improve.  
PATIENT SURVEY: RESULTS
251 patients took part in this year’s Patient Survey, each one taking the time to speak to a PPG member to answer specific questions and to give their general feedback about the Practice. With c.11800 registered patients, this response represents over 2.1% of our Practice population.
This great response to this year’s Patient Survey is due to the tremendous efforts of our PPG members and the extensive feedback they have obtained from so many willing patients.  

We have grouped response together so, unless obviously related to our main or branch surgery (as stated), no distinction is made between our surgery sites in the following analysis of your feedback:
Q1 
Are you aware that the surgery has a Patient Participation Group?

Yes = 104
No/Unsure = 147
Q2
Are you aware that you can book routine appointments online?


Yes = 80
No/unsure = 171
Q3
Are you aware that you can order repeat prescriptions online?


Yes = 160
No/unsure = 91
Q4
Did you know the Practice issues regular newsletters you could receive by email?


Yes = 68
No/unsure = 183
Q5
What do you like about the services you receive from the Practice?
The following answers from 251 patients are listed according to level of response, with the greatest response detailed first:
· Very good or good service (109 patients rated the Practice as providing this level of service)
· All staff friendly/helpful 

· Doctors very good

· Reception staff very courteous 

· Easy to get an appointment
· Service from nurses very good

· Quick and friendly service

· Close to home

· Satisfied as it is/everything is wonderful

· Able to see a doctor, even if not doctor of choice

· Able to see named doctor

· Relationship between doctor and patient very good

· Happy to be able to see a duty doctor if necessary

· Children’s area useful

· No problems, very polite reception

· Some doctors are very good (unnamed)

· Dr. Kent is lovely

· Immediate service for children is brilliant

· Not totally happy/no comment

Q6
Are there any additional services or improvements you would like the Practice to consider?
· No/no comment (72 patients)

· Parking (26 comments)

· Lack of appointments

· Earlier/later opening hours

· Lift to first floor

· Open on Wednesday and Thursday evenings

· Premises need redecorating

· Flooring needs replacing

· Intercom system needs updating

· Tea/coffee machine

· More reception staff

· Earlier/later opening/closing times

· Delays answering telephone

· More nurses

· More doctors

· Difficulty seeing same doctor even when told to see them

· Offer 24 hour/365 day a year service

· Midwife to cover both surgeries

· Psychologist in-practice

· Blood testing service

· Blood/warfarin testing in surgery

· Long wait for referrals to Darent Valley Hospital

· Long wait for results from Darent Valley Hospital

· Poor response from Darent Valley Hospital

· Difficulty seeing named doctor

Q7
Any other comments (in no particular order)?

· Any truth in rumours of Practice moving?
· Ladies in reception are lovely
· Would like to know in advance who duty doctor is

· Good to have a disabled parking bay

· Flooring needs replacing but good service more important

· Fantastic service

· Reception staff can be abrupt on telephone

· More telephone consultations

· Waiting room notice board not always up to date

· Problems with online service (unspecified)

· Dislike telephone consultations

· Dislike revealing personal information to reception staff

· Delay in getting appointments

· Fast repeat prescription service

· More ventilation in waiting room
· Worried about future with all NHS changes

· Bigger budget for surgery

· Used surgery several times since moving to area with no problems

· Would like letter about flu injection

· Love them all – receptionists and doctors

· Would like to see surgery painted

· Stairs difficult for disabled

· Radio in waiting room

· Most patients had no further comment
PATIENT SURVEY: ANALYSIS
Q1 It is pleasing to see that patient awareness of the PPG has greatly increased in the past year and the Practice and the PPG continually promote the group at both surgery sites, by various means, including: 

· PPG leaflets

· Posters

· Practice Leaflet

· Dedicated PPG notice boards

· PPG AGM

· On the Practice website at www.oldroadwestsurgery.co.uk
· Articles in Practice newsletters

· PPG Annual Reports 

· PPG members having a presence at Practice events such as our annual Saturday flu clinic 

· Patient Surveys
· By email – newsletters, the PPG Annual Report and Survey Results & Report are always emailed to patients for whom we have a current email address for general use 

Q2 & Q3 Vision Online Services were introduced in the Practice in mid-October 2013. Patients who register for Online Services are able to book routine doctor’s appointments or order repeat prescriptions online from wherever they have internet access. To date over 80 appointments have been booked online and we are continuing to sign patients up for online services regularly. 

The PPG kindly helped to promote online services for the Practice at our Saturday flu clinic in October 2013 and again in January whilst they carried out this Patient Survey. Although 171 patients responded that they did not know or were not certain that the Practice offered online services, all 251 patients participating in the survey were subsequently aware that we do as a consequence of the PPG members informing them and several patients were directed to reception staff to find out more about registering for the services.
Q4 A majority of patients (183 of 251) did not know that the Practice produces regular newsletters which can be received by email. All 251 patients do now, again thanks to the efforts of the PPG members in promoting Practice services whilst carrying out this Patient Survey.
The Practice currently has a database of c.750 patient email addresses – addresses volunteered by patients happy to receive general news and information from the Practice - such as newsletters, reminders re flu clinics and occasional surveys - by email.  The PPG members handed out email contact forms for patients to complete and return to us if they wanted to register an email address for this purpose.
Please let us know your email address if you would like it to be added to our database.

Q5 There was a wide range of varying replies in response to PPG members asking patients what they like about services received from the Practice. We were very pleased to see that 109 of 251 patients responding in this survey rated services as very good or good. We were also pleased to see doctors, nurses and reception staff all get special mention as being very good, very courteous, very friendly and helpful. This type of feedback is a great morale booster for staff, who do their best to help patients and who, occasionally, can be made to feel their efforts are unappreciated, so thank you for this positive feedback. Some of the comments detailed in the Survey Results section must be taken in isolation, as they were made by one or two patients only. 
Whilst interesting to note, having so many separate/individual comments has made this Patient Survey quite difficult in parts to make useful analysis.
Q6 Patients were asked if there are any additional services they would like the Practice to consider providing. As with questions 5 and 7, there was a broad-ranging response, with some answers coming from one patient only. It was encouraging that 72 of 251 patients had no suggestions for improvements, hopefully indicating that we are providing them with the level of service they want/need or expect. Parking, which we know relates to parking facilities at our main surgery, once again received a number of comments. It always does. Some comments were made specific to administration at Darent Valley Hospital, matters over which we have no control.
Q7 Any other comments? There were several additional comments and they were just as varied as the replies given to questions 5 and 6, once again making useful analysis difficult, particularly where a response was given by just one or two patients and cannot therefore be considered representative of the Practice population.
PATIENT SURVEY: PRACTICE RESPONSE & ACTION
Whilst we are very grateful for all the comments received in this Patient Survey, and are happy to note them, there are too many to respond to them all and, as mentioned, some were made by just one patient. We will, however, try to address as many as we can below:
More doctors / more nurses / more reception staff: 
· We have been looking to recruit new doctors and are pleased to confirm we will have 3 Salaried GPs (on this occasion, all female) joining us this during 2014; 
· As a consequence of requests from patients in previous surveys, we employed an additional Practice Nurse, enabling us to provide a second weekly practice nurse session at our Branch surgery; 
· Our Health Care Assistant has increased her hours; 
· One of our nurses has altered her hours and now offers earlier/later appointments Tuesday-Friday, benefitting patients who cannot attend the surgery necessarily between 9-5; 
· 4 mornings a week the reception staff rota has been increased from 3 members of staff on duty to 4

Delays answering the telephone:

· Staff do their best to answer calls promptly and will be reminded to continue doing so;

· More reception staff shifts have been added to the weekly rota to help with the workload, including answering the average 330-360 incoming telephone calls we receive at our main surgery alone every day.
Car park:
· We know the parking facilities are limited at the main surgery. 
· We cannot do anything to change the size of the car park and have done everything we can to improve existing facilities. 
· Some surgeries do not have car parking at all! 
· We have marked out spaces to encourage sensible parking;
· We have provided a disabled parking bay;

· several of the doctors and staff rarely drive to work (walking or cycling in) to alleviate pressures on available spaces;

· Staff who drive to work park at the rear and side of the building whenever they can, to keep the main parking area for patient use as much as possible;

· We do have to share the car park with the dental surgery next door; 
· If we note any cars seemingly using the car park without attending our surgery or the dental surgery, we leave a note for the driver politely asking them to not do so in future;

· Short of employing someone to police the car park at all times, we really can do no more and hope patients appreciate this and will continue to park as considerately as possible and for as short a time  as necessary.
Lift to first floor (main surgery):
· This has been mentioned in previous Patient Surveys – we apologise, but there really is no space to provide this facility and we always arrange for patients unable to manage the stairs to be seen on the ground floor and will continue to do so. There are no unique facilities on the first floor.
Tea/coffee machines / radio in waiting areas:

We will not provide vending facilities at either surgery, not least because of:

· The safety issue of hot drinks being carried around our waiting/public areas with the associated potential for spillages/damage/injury, etc.;
· Problems of safe disposal of unfinished drinks;
· Expense to the Practice of running and maintaining such facilities, etc. and interruptions to staff in the course of doing so;
· Patients often would not have time to drink a tea or coffee before being called by the doctor or nurse (we would hope)!

Similarly, we refrain from providing background music/radio in waiting areas because:

· We promise for every one patient who wants music, there will be at least one who doesn’t!

· Would you ever agree on choice of radio station?

· The configuration of our waiting room at the main surgery prevents us siting a visual display patient calling system which would be visible to all patients, therefore you need to be able to hear your name called over the intercom system;

· Licences required to play radio/music in public areas are very expensive.
Open on Wednesday and Thursday evenings (branch surgery):

· The Practice regularly reviews its opening hours and surgery times;

· We will consider this request for additional sessions at our branch surgery in Mackenzie Way once new doctors have joined the Practice.

Earlier/later opening/closing times / offer 24 hr/365 day service (really?!):

· Our earliest appointment time is 8.10 am (more usually, 8.30 am) and the latest is 6.20 pm. 

· From previous surveys and the few comments around appointment/opening times in this survey, we believe the majority of patients are satisfied with the times we are open and offer for appointments;
· There are always provisions made for Out of Hours services, so it is not reasonable to expect any GP practice to operate around the clock, every day of the year, plus can you imagine the running costs and additional staff we would require for day and night shifts?
When we are closed, patients have options including the following for access to medical advice/care (further details in our Practice Leaflet, on posters and on our website):

· Gravesham Community Hospital Minor Injuries Unit

· White Horse Walk-in Centre

· NHS 111

· NHS Health Help Now app
Blood testing service:
· Due to lack of surgery and parking space, we continue to be unable to offer routine phlebotomy services at either surgery;

· We have an arrangement with Oakfield Health Centre off Windsor Road, Gravesend, for patients (aged over 16) to attend their surgery by appointment for blood tests;

· Otherwise, patients can attend the pathology departments in Gravesham Community Hospital or Darent Valley Hospital.

Midwife to cover both surgeries:

· We too miss having a midwife attached to and regularly attending our surgeries – this was not our choice;

· Antenatal care is now generally provided by midwives in designated centres such as Little Pebbles Children’s Centre in Gravesend;

· Our doctors and nurses do of course continue to see our pregnant patients as required.
More telephone consultations / dislike telephone consultations:
· A classic example of how we cannot please all our patients all of the time! 

· We offer telephone calls with doctors on a daily basis, often because a face-to-face consultation is not necessary, thus saving appointments;

· Sometimes a telephone call is arranged when an appointment is not immediately available, however, if a doctor (or nurse) speaks to a patient on the phone and feels they need to be seen, this will always be arranged;

· Patients do not have to accept a telephone call/”consultation”;

· Our nurses used to run daily telephone triage sessions, but no longer do so as a high proportion of patients really wanted to be seen and the nurses much prefer face-to-face consultations – we understood this, so now one of our nurses each morning has a number of appointments reserved for same-day booking.

Dislike revealing personal information to reception staff:

· Staff ask for information only to try and ensure patients are directed to the most appropriate and available clinician (doctor, nurse or health care assistant), in a timely manner and in the correct clinic;
· Staff ask for a minimum amount of information to achieve the above;

· Staff should always (and will be reminded) to respect patients and their confidentiality and not to press for information whenever a patient is reluctant to give it;
· Patients do not have to disclose any personal medical information to staff, unless making a request for a home visit or any matter the patient feels is urgent as it is important that staff can identify if and when they need to pass something on to the duty doctor as a priority, etc.

Would like to know in advance who duty doctor is:

· There is no reason whatsoever for patients to know the duty doctor rota in advance (which is subject to change);

· A duty doctor is designated each day to deal with any medical emergencies and requests for urgent home visits, etc. received during the day;

· By the very nature of something considered appropriate, i.e. “urgent”, for our duty doctor to deal with, it should be irrelevant for a patient in urgent need to know in advance who the duty doctor is. 
Premises need redecorating / flooring needs replacing:

· We agree!
· Our branch surgery is in good condition at the moment, having been redecorated and had its flooring replaced fairly recently and we are keeping it in good order;

· The main surgery is in need of redecoration and we have begun a rolling improvement programme – starting with the waiting room, which many of you pointed out via our Suggestion Box, was in dire need of redecoration – we hope you agree it looks much cleaner and tidier now it has been repainted, the ceiling fans have been cleaned, ceiling paper (which had become detached in two corners) has been removed, etc.;
· The lobby and downstairs corridor have been redecorated;
· Room 3 has been redecorated and those of you who have been seen in room 9 or 10 will know these two new (room 10)/refurbished (room 9) consulting rooms are of a superior standard to our others and give us our benchmark when we are upgrading existing facilities in the future;

· Our priorities now are to replace carpeting/matting in our reception, lobby and corridors (upstairs and downstairs) and then to redecorate room by room.

Any truth in rumours of the Practice removing?

· NO!

· We would love to move to new, purpose-built premises, as we have said many times before, but there is no-known prospect of us doing so, so any rumours are unfounded – hence us committing to rolling improvement programmes for our existing premises and why we created a 10th consulting room to maximise on available space;

· We will continue to make the best of the premises we occupy and thank the patients who commented that good service is more important than premises;

· If we do have an opportunity to move in the future, you will hear it from us.

Problems with Online Services:

· The Practice initiates registration for Online Services by producing a letter with a unique code for a patient to take away and complete their registration online before the code expires (30 days);
· The Practice cannot complete your registration for you, but may be able to advise you if you have any problems doing so and we can issue a replacement letter/unique code if necessary;
· Do let us know if you have any problems with using the services once you have completed your registration and we will do our best to help you;
· For patients interested in registering for Online Services, please ask at reception – you must have an email address to be able to register for the services.
Difficulty seeing the same doctor, even when told to see him/her:
· We try and provide continuity of service and care for patients;

· It is not always possible to do so for a variety of reasons;

· Our doctors do not all work full-time, mostly work across our main and branch surgery sites and have planned absences for study, all of which can reduce their availability at any time;

· Routine and follow-up appointments can usually be booked 6-8 weeks ahead;
· We would encourage patients to make an appointment with another doctor (or nurse) if they are unable to do so with their preferred clinician, rather than risk any delay to your treatment and care;

· We would like to reassure patients that all doctors and nurses have access to your medical records as needed so can see your full medical history, including test results, medication, referrals, etc. in order to provide appropriate follow-up for any on-going problems or illnesses.
Ladies in reception lovely:

· We agree - and they do a great job (not an easy one either)! 

· There are lots of lovely ladies working in the Practice;
· Altogether, including our nurses, health care assistant, reception and administrative staff and IT and Practice Manager, we have 23 (lovely) members of staff.

Bigger budget for surgery:

· Yes please!

· We work hard to provide good services for our patients and yes, Practices achieve extra income by providing optional/additional services such as ECGS, minor surgery, anticoagulation;

· We want to provide as much as we can in-house, subject to space, staffing, demand and budget – a bigger budget would always be welcome.

Fast repeat prescription service:

· We process 100s of repeat prescription requests every week;

· Prescriptions are ready for collection within 48 hours (working days) of receipt;

· We offer the Electronic Prescription Service (EPS) – meaning we can send your prescription electronically to your nominated pharmacy, so you don’t need to come in to surgery to pick the paper prescription up – ask at reception if you want to sign up for this;

· You can register for Online Services, including ordering repeat prescriptions, from anywhere you have internet access – please ask at reception for further details.

Fantastic service:

· Thank you, very much.
PATIENT SURVEY: SUMMARY
We welcome feedback at any time, whether positive or less so, and we do receive comments regularly, by telephone, email, posted in our Suggestion Boxes or on the Practice pages on the NHS Choices website, or made in person. 

Actively seeking your feedback and opinions at least once a year through a Patient Survey, however, gives us the opportunity to identify recurring themes, problems or issues which several of you have noted (meaning several more of you probably have too) and to hear from you the things you collectively think we are doing well.
To be able to carry out a Patient Survey with such huge input and assistance from our committed and excellent Patient Participation Group has been instrumental in not only raising the profile of the PPG, but also the face of the Practice. The fact that we have an active PPG and that patients have been willing to talk to PPG members for 20 minutes or more to take part in this Patient Survey tells us how much the Practice means to you and how important our services are.
Whilst we cannot address every point raised, we have attempted to respond to as many of your comments as possible in this Survey Report, hence its length, and we will strive to do the things we have said we will, such as improving premises, on a continuing basis.

The Practice and the PPG are already looking ahead to our next Patient Survey and are certain it will be in a format which allows us to email patients for a response. The method for carrying out the Patient Survey for this (and last) year has been very successful, but we know if we reach as many registered patients as possible, a greater response will be more useful and meaningful, so we want many more patients to have the opportunity to participate in next year’s survey.
In the meantime, please do continue to give us your feedback.
PATIENT PARTICIPATION
If you would like to know more about the PPG or become involved, please pick up one of our PPG Leaflets readily available at either surgery; email the surgery at oldroadwest@nhs.net or fill in one of our PPG Contact Forms, also available at both the main and branch surgery. One of the PPG members will then get in touch with you.

Thank you for taking the time to read this Practice Patient Survey - Results & Report for 2013/14 - we hope it has been of interest to you.

MARCH 2014
