Annex C: Standard Reporting Template

[Name] Area Team 

2014/15 Patient Participation Enhanced Service – Reporting Template

Practice Name: HIGHGATE MEDICAL CENTRE
Practice Code: M85713
Signed on behalf of practice:            








Date: 23.3.2015
Signed on behalf of PPG:










Date:

1. Prerequisite of Enhanced Service – Develop/Maintain a Patient Participation Group (PPG)

	Does the Practice have a PPG? YES 


	Method of engagement with PPG: Face to face, Email, Other (please specify) : Face to Face meetings are held every 2-3 months.  Advertising for engagement with the PPG have been verbally when patients have attended the surgery for appointments, collecting prescriptions, ordering prescriptions, picking up letters etc.  Notice of all the PPG meetings in the year have been displayed on the notice boards to raise awareness that all patients are welcome to attend the PPG meetings and become members if they wish.  The PPG meeting dates have also been advertised on-line on our website inviting and welcoming patients to attend the meetings.  If attending the meeting is difficult, we do offer “virtual” e-mail members if that’s easier and more effective for patients to make their suggestions for improvements via e-mails and this is also advertised on-line on our website and on the notice board in the patient waiting room.  We offer the virtual e-mail membership also when patients attend and request on-line access to their records at reception.  We also use our practice leaflet to advertise this. Any new patients that join the practice reception staff inform them of the PRG meetings we hold at the practice when they hand in their registration form.  If a patient makes a complaint, whether this is verbal or written, they are also invited to the PRG meeting to express their concerns and get involved in making decisions and give ideas of how the service could be improved.  Over the years more patients have requested regular attendance and involvement in the PRG and membership which has increased our PPG group from the standard 12 membership to 26 members currently.  Carers of patients are also welcome to attend the PRG meetings but only registered patients can be members of the PRG meeting.  We have the following notice on the notice board and as message on our website and in our Practice leaflet :-
Highgate Medical Centre’s Patient Participation Group was formed in 2011 changing, evolving, embracing change in line with the needs of our patient community.  Regular meetings are held where all members of the group are invited in to the practice to discuss improvements of the surgery, opening communication between patients and the practice.  
The Patient Participation Group has been formed to discuss the services offered by the practice and to decide upon an area of each year for change/improvement.  An action plan is then formed to carry out the actions agreed upon.  Should you wish to get involved please express your interest to a member of our staff who will give your further details.  

Should you wish to pass on any ideas or suggestions to the Patient Participation Group Representative Champion please inform reception staff for their e-mail contact details.  The Champion will then bring the issue to the next meeting for discussion.  



	Number of members of PPG : 26 regular members of the PPG meeting with a Chair Spokesperson Patient Representative who will also act as a Patient Champion.  The dates of the PPG meeting are displayed on a notice board in the waiting room and all patients are invited to the meeting.  We have regular attendance of at least 20-30 patients at each meeting.  The dates of the meeting are also advertised on-line on our website page inviting all patients to come along to the meetings or become members if they wish.  


	Detail the gender mix of practice population and PPG:

%

Male 

Female 

Practice

1959
1754
PRG

16
10

	Detail of age mix of practice population and PPG: 
%

<16

17-24

25-34

35-44

45-54

55-64

65-74

> 75

Practice

1079
467
698
544
375
271
138
141
PRG

0
1
4
6
5
7
3
0


	Detail the ethnic background of your practice population and PRG: 

White

Mixed/ multiple ethnic groups

British

Irish

Gypsy or Irish traveller

Other white

White &black Caribbean

White &black African

White &Asian

Other mixed

Practice 

22
0
0
0
0
0
0
0
PRG

0
0
0
0
0
0
0
0
Asian/Asian British

Black/African/Caribbean/Black British

Other

Indian

Pakistani

Bangladeshi

Chinese

Other 

Asian

African

Caribbean

Other Black

Arab

Any other

Practice

120
1182
153
0
0
10
48
0
10
0
PRG

2
20
2
0
0
1
0
0
1
0


	Describe steps taken to ensure that the PPG is representative of the practice population in terms of gender, age and ethnic background and other members of the practice population:  Highgate Medical Centre is an Inner City Practice located in the densely populated area of Highgate with a population of 3713 registered patients.  The practice profile is generally made up of 80% Pakistani, Indian, Bangladeshi origin.  The patient representative group encourages involvement and attendance from all areas of the practice population.  The patient participation group at Highgate Medical Centre was initially established and set up in January 2011 to understand the view of patients on the services that the practice offered and to involve the patients in any decisions that needed to be made about any changes in the practice.  
Our patient participation group was formed initially by notices being put up in the waiting room and patients came forward interested in attending the meeting.  After attending the 1st meeting we explained about volunteers needed as members of the PPG meeting.  After the meeting this was also offered to all patients as a notice on the notice board in the patient waiting room, on our website 
on-line, verbally when patients attended the surgery for appointments or prescription ordering or collection and in our practice leaflet.  We also offered leaflets to all our patients attending the practice for appointments, prescription collections, ordering prescriptions etc.  
The patients who volunteered, came to reception expressing their interest in becoming members.  Their details were then given to a named admin staff member who compiled a list of members building the list to 26 patients.  After the first 2-3 meetings we decided on having a chair patient representative spokesperson called the Patient Champion who could feedback any concerns or issues that maybe a particular patient could not express openly in the meeting.  The patient representative would speak on this patient’s behalf.  The same would apply if a group of patients had a particular concern, they would express this to the patient representative to voice their views.  They would speak to the Patient Champion either verbally after the PPG meeting or ring her on her mobile or send her an e-mail and she would bring this concern up at the PRG meeting.  The patient participation group meetings are held every 2-3 months .  The dates of all meetings are displayed on the main notice board in the patient waiting room.  All our registered patients and their carers (even if they are not our patients) are also invited to the meetings.  The members of the PRG group consist of working professionals, carers, retired patients, housewives, patients with long term conditions and all other members of the public.  The patient representative group encourages involvement and attendance from all areas of the practice population. 
The lead GP Dr. SS. Pandit takes the lead at the PRG meetings due to his popularity with the patients as well as his multi-lingual skill of many languages that he uses to communicate with the patients and vice versa patients can communicate back to him in their own language with full participation involvement with decisions and suggestions in the PRG meetings.  The practice encourages any patient that makes a complaint to attend and participate in the PRG meetings as some minor complaints are understood better in the PRG meetings when ideas are shared and joint decisions are made to improve the service in which the patient suggests.

	Are there any specific characteristics of your practice population which means that other groups should be included in the PPG? 
e.g. a large student population, significant number of jobseekers, large numbers of nursing homes, or a LGBT community? NO

If you have answered yes, please outline measures taken to include those specific groups and whether those measures were successful:


2. Review of patient feedback

	Outline the sources of feedback that were reviewed during the year:
Meetings held in Years 2014/2015
1).  Thursday 17.4.2014 at 1.30 pm – 27 patients attended
WELCOME
· Dr. Jui Pandit and Sureya Dawood (Practice Manager) welcomed all the patients to the 1st PRG meeting for this year.  Sureya went through housekeeping rules.  She pointed to fire exit doors and mentioned about fire evacuation process.  She requested everyone to switch off mobiles or put them on silent.  She explained the process of the PRG meeting. She also explained about the importance of these meetings and for patients to express their views on improvements in the practice.  Sureya asked the patients to spread the word and encourage more patients to attend the PRG meetings on top of the 26 members of the PRG meeting as the more patients attend the better to get more varied suggestions for improvement in services.  She informed the patients that if there is a carer for any of our patients who is not registered at this practice, they are also welcome to come along to our PRG meeting but carers cannot become members of the PRG meeting.  

· Sureya also explained how you could become a virtual e-mail member if you did not have the time to attend the meetings in person.  

LAST PRG MEETING REVIEW 
· It has been decided that this year PRG meetings will be held every 2-3 months as regular meetings will help to implement services more efficiently.   This was a patient suggestion.
DATES OF PRG MEETINGS FOR THIS YEAR

· Sureya informed all patients that the dates of the meetings were all displayed on the notice board and on-line on the Highgate Medical Centre website. 
NEW ANTI-COAGULATION SERVICE STARTING AT THE PRACTICE
· Dr. Jui Pandit informed patients that from next year January 2015 she will be starting the anti-coagulation clinic at the practice.  The Warfarin clinic will be based in-house at the surgery and Dr. Jui Pandit will run this clinic.  All the anti-coagulation patients will have their INR checks done at the surgery.  The bloods will be monitored at the practice.  As soon as all the training has been completed and there is a definite start date of the clinic, the practice will put a notice up to inform the patients and contact the relevant patients and book them in to the clinics.
IN-HOUSE PATIENT SURVEY

· Sureya explained that this year we will also do a patient satisfaction survey  in-house to give us an idea of how to improve patient services for the patients very similar as to last year.  Sureya explained that last year’s patient questionnaire was based on 78 patients returning the surveys.  We will aim to do 100 surveys this year and get 100 patients response back as well.  Last year 100 patient surveys were handed out but only 78 patients returned the survey back. A patient suggested if we could use last year’s questionnaire as a base and increase and decrease some questions from this questionnaire.  Also if this questionnaire can be simple and easy to understand questions so that response can be easily returned.  A patient carer suggested that there should be a question in this year’s survey to see how many patients are aware of the facilities available for patients with disabilities, like wheelchair access, hearing loop at reception and interpreting services.  Everyone agree that this was a very good idea and will help the practice to get a good picture of how many patients are aware of these services.
· A member of the PRG stated that her sister is our patient who is deaf and mute and she accompanies her sister to all her appointments to inteprete and only realised last week that there is an interpreter service that the practice provides for all languages including sign language after she read a notice on the notice board.  She felt that this year’s survey should definitely include a question to patients asking them if they are aware of disability facilities and interpreter facilities at the practice.  Sureya explained that Bils Intepreting services are available for any patient to access and this does include sign language.  Any patients who require an interpreter can be requested at reception and will be arranged by the reception staff.  Sureya also explained about the hearing loop facilities at reception and wheelchair access as well.    

· Patient ID 1403 suggested he will pick up the questionnaires for his family members but would like to e-mail them back to the practice and if this was possible.  The Highgate Medical Centre e-mail address was given to e-mail the questionnaires back to the practice or fax option if patients wanted to fax the surveys back to the practice.  

CAR PARK – EMERGENCY BAYS

· Sureya requested the patients not to park in the yellow and blue zig zag bay areas in the car park.  This is dedicated space for emergency ambulances and disable parking.  Sureya explained that she attends the monthly meetings at St Patricks and all services based in the building bring this issue up all the time and blame our patients.  It is very embarrassing.  There are notices on the front door and in the waiting room.  Sureya also mentioned that it seems our patients are also stopping at the main entrance of the surgery to drop off passengers and this again obstructs the entrance for staff to come through to park their cars in the car park leading to a queue early in the morning for other staff who work in the centre.  This is happening particularly between 9.00-9.30 am. Sureya requested if all our patients please be considerate to this and park in the car park spaces available even if they are going to just drop off family members.  
OUT OF HOURS PROVIDER

· Sureya informed all patients that our Out of Hours provider is now changed from Badger to Primecare.  Patients will hear a different message on the answer phone when they ring the surgery Out of Hours service.  The telephone number has also changed.  This number is displayed on the front door and on the notice boards in the waiting room. It has been updated in the practice leaflet and updated on-line on the website too.  Sureya informed all patients the new number is :- 0845 603 1761
COMPLAINTS, COMPLIMENTS AND SUGGESTION BOXES IN RECEPTION
· Dr. Pandit explained about the 3 boxes that have been put in the reception lower desk area.  One box is for any complaints, one is for any suggestions and one is for any compliments.  These boxes are emptied on a weekly basis and any suggestions or compliments are discussed in our weekly staff meetings where all staff are present.  Dr. Pandit explained the complaints procedure and that this is dealt with immediately on the same day.  Dr. Pandit encouraged staff to give their suggestions as every suggestion is valued and discussed.  Dr. Pandit informed patients that we do not ignore your suggestions and any future suggestions we have decided to feedback in the PRG meeting of why a suggestion was or was not implemented and why.   
UPDATE YOUR CONTACT NUMBERS
· Dr. Pandit asked patients to please update their mobile numbers with the surgery in order to efficiently get the best use of the text message service to the patients for appointment reminders. 

NURSE TRIAGE SYSTEM
· Dr. Jui Pandit explained the nurse triage system to patients.  This system has been put in place to help manage the increasing demand on clinical time.  If emergency appointments are required  than to please ring between 8.00 am to 11.00 am the mornings and 3.00 pm to 5.00 pm in the evening.  You will be given a triage appointment with the nurse who will take all your initial history and observations.  She will discuss with the doctor on duty and if needed, you will be given an urgent appointment with the doctor.  Dr. Jui Pandit also explained that patients are coming in with more than one problem and this is going over the 10 minute consultation time.  She requested patients to book a double appointment if they feel they will take more than 10 minutes in a consultation.  Patient 2097 stated that he has been a patient at this practice for the last 25 years and he has seen lots of different changes happen but he feels this appointment system is the best one.  

GROWTH OF THE PRG MEMBERS

· Dr. Pandit explained to the patients that it is really nice to see our PRG group grow from 12 members to 26 members.  
Dr. Pandit informed patients that because it a nice big group and if for any reason all members of the PRG group cannot attend all the meetings or if a meeting is not suitable, can all members also leave their e-mail addresses with Pervaiz at the end of the meeting so that we can e-mail the minutes to you or you can send us an e-mail with any points you would like us to discuss on your behalf at the meeting if you are unable to attend.  

2).  Thursday 10.7.2014 at 1.30 pm – 25 patients attended
WELCOME
· Dr. SS. Pandit and Sureya Dawood (Practice Manager) welcomed and thanked all the patients for attending the meeting.  Sureya went through housekeeping rules.  She pointed to fire exit doors and mentioned about fire evacuation process.  She requested everyone to switch off mobiles or put them on silent please.  
LAST PRG MEETING REVIEW 
· The survey patient questionnaire used last year was distributed to all patients who were present in the PRG meeting. 

Dr. Pandit read through each question and patients either agreed to keep this question or remove it.  Each individual question was discussed.  Dr. Pandit explained to the patients that this copy as discussed between all of us will be prepared for the next PRG meeting final agreement before collection is started of the survey.
· Following the last meeting when all patients were encouraged to give suggestions, compliments and the process of complaints.  A suggestion was left by a patient to have a hot drinks vending machine in the waiting room.  We discussed this suggestion at our staff meeting but it was decided against this as in the previous practice premises a child put their hand under the boiling water and scolded himself.  We are inquiring about this and may decide to keep a hot drinks vending machine in the reception area away from patient direct access.  If patients wanted to use the machine, reception staff would  make the drink for them.  

PPG E-MAIL CORRESPONDENCE
· The Patient Champion had not received any e-mails from patients to discuss at the meeting. 

IN-HOUSE CONSULTANT LED ORTHOPAEDIC CLINIC

· Dr. Pandit informed patients that we will have having regular Consultant Led Orthopaedic clinics led by Dr. Rahman on Thursday afternoons.  Patients from other practices will be seen at Highgate Medical Centre and our own patients will be referred to Dr. Rahman.  Dr. Rahman will see the patients at Highgate Medical Centre initially for the first appointment.  If the patient requires surgical intervention or further investigations, the patient will be seen at Spire Parkway hospital in Solihull.  Any follow up appointments will be back at the surgery.  
GP PATIENT SURVEY BY IPSOS MORI
· There will be many patient surveys held this year.  Patient ID : 4535 along with many other patients stated that they have received a GP patient survey at home in the post and whether this had been sent by the practice.  Dr. Pandit explained that over the years the Government and NHS have done similar surveys.  The GP patient survey is an independent survey run by Ipsos Mori on behalf of NHS England.  The survey is sent out to over a million people in the UK.  The results of this survey give NHS England an overall picture of how people feel about their practice so that the Department of Health can improve the health outcomes of people in England.  Dr. Pandit encouraged patients to complete this questionnaire and return back in the prepaid envelope to Ipsos Mori to analyse the results.  The results of this survey can also be used by CQC to grade the practice.  
FRIENDS AND FAMILY TEST

· Other future surveys that will be done at the practice are Friends and Family Tests which will be started in December 2014.  This survey is an important feedback tool that supports the fundamental principle that people who use NHS services should have the opportunity to provide feedback on their experience.  We will have leaflets displayed in the reception area, this will be available on our website on-line.
ELECTRONIC PRESCRIPTION SERVICE

· Dr. Pandit explained that the practice has also signed up to EPS which is an Electronic Prescription System.  EPS is an NHS funded service in England.  It gives patients a chance to change how the practice sends the prescription to the Pharmacy.  If a patient currently collects repeat prescriptions from the GP, with EPS you will not have to visit your GP for your prescription anymore.  The GP will send it electronically to the Pharmacy you choose saving you time.  You will not have to wait for your medication to be dispensed, as the pharmacy will have more time to prepare your repeat prescriptions before you arrive.  You can also request the medication to be collected from a pharmacy near to where you live, work or shop.  You will have to nominate the Pharmacy you wish to use for this service.  
CCG SURVEY / AUDIT ON REPEAT PRESCRIPTIONS
· Sureya explained to patients that the CCG are also conducting a survey on repeat prescription ordering by pharmacies on behalf of patients.  This audit survey will be undertaken by the prescribing team at the CCG contacting patients and asking them if they have ordered certain medications with the pharmacy to cut down on fraud by pharmacies ordering medications on behalf of patients without the patient consenting.  These could be old medication that was on the patient’s notes but the patient is not taking anymore.  The practice will give the names and telephone numbers of the patients for the prescribing team to contact them.  The call will be made to the patient from the practice by the prescribing advisor and just to reassure patients, their details will not be taken away from the practice.  2 pharmacists are members of our PRG and have volunteered to become patient / practice champions to deal with any queries that patients may have in understanding fully of the home order delivery service at the pharmacies.  These members stood up and introduced themselves to all the patients.  These 2 pharmacists also said they can answer any questions on the EPS system as well.  Members commented that this is very useful.  The 2 pharmacists were happy to give their telephone numbers to the patients and were happy to be contacted with any clarification.
· Sureya explained to the patients that as soon as the audit survey results are returned to the practice by the prescribing team at the CCG she will feedback to the patients in the PRG meeting.  

HEALTH EDUCATIONAL SESSIONS

· Health Educational sessions held in ethnic languages by staff members to help support self-management of health conditions.

Todays session was held by our Health Care Assistant on understanding cholesterol and how to cook healthy to lower cholesterol.  The food prepared was tasted by the patients and patient feedback was very informative and positive.  Some parents attended with young children who seem to ask more questions than the adults inquisitive on the different foods that were available

3). Thursday 4.9.2014 at 1.30 pm – 22 patients attended
WELCOME
· Dr. Pandit welcomed all the patients for attending the meeting.  Sureya went through fire exit procedures although there was no planned fire drill today.  She pointed to both fire exit doors in case there was a fire.  She asked the patients to please put their phones on silent or switch them off.

LAST PRG MEETING REVIEW 
· The patient survey final copy had been typed up and a copy was given to each patient and each question was read through by Dr. Pandit.  All the patients gave the final agreement.  Each question was to the satisfaction and agreement of the patients who attended this meeting.  The questionnaire was distributed to the 23 patients who attended this PRG meeting to complete before they left and to hand over to reception
PPG E-MAIL CORRESPONDENCE
· The Patient Champion had not received any e-mails from patients to discuss at the meeting. 

CCG SURVEYS - PATIENT EXPERIENCE 2ND EDITION AND EUROQOL SURVEY
· Dr. Pandit explained that in October surveys will be given to patients called the Patient Experience Survey 2nd Edition and Euroqol Survey.  These surveys have been organised by the CCG which is related to the Chronic Vascular Disease Local Incentive scheme which Highgate Medical Centre has signed up to providing.  Shasta will be in charge of giving out these surveys at reception and helping you complete them if you have difficulty.  These surveys will only be given to the patients suffering from a certain chronic diseases which include Chronic Heart Disease, Atrial Fibrillation, Heart Failure, Stroke/TIA, Diabetes and Chronic Kidney Disease to get patients views on your experiences about the service provided to you.  The results of these surveys will be analysed and improvements made which will be fed back to the CCG.

YELLOW CARD INCIDENTS
· Dr. Pandit explained about Yellow Card Incident Reporting service available at the practice.  Yellow card incidents are concerns that patients may have or GP surgery may have about hospitals or any other health service provider that can be reported to the CCG to take further action.  This is like a yellow warning card in the game of football.  The concerns can relate to car parking, consultant who saw you, hospital in general, cleanliness, wards, beds, food etc.  We need patients to come forward with any such concerns and inform any member of staff even at reception and the practice can report this incidence on your behalf to the CCG on a yellow card.  

DNA’S
· Dr. Pandit also asked patients to inform the practice if they cannot keep an appointment to make it easier for another patient who requires this appointment urgently to be offered this appointment, otherwise the missed appointment goes to waste.

ZERO TOLERANCE

· Dr. Pandit also informed patients about the zero tolerance policy at the practice and that it is not fair for the receptionists to have to face abusive behaviour by patients.  We have removed 2 patients from the list on the zero tolerance policy over the last 3 months.  
CARE.DATA
· Sureya Dawood (Practice Manager) explained this is a record sharing model that will allow confidential information from your medical records to be used by the NHS to improve the services offered so we can provide the best possible care for everyone.  This information along with your post code and NHS number but not your name, are sent to a secure system where it can be linked with other health information.  This allows those planning NHS service or carrying out medical research to use information from different parts of the NHS in a way which does not identify you.  Patients can choose to opt out, if not they will automatically be opted in.  
4). Thursday 9.10.2014 at 1.30 pm – 23 patients attended
WELCOME
· Dr. Pandit welcomed all patients to the PRG meeting.  Dr. Pandit and Sureya both chaired the meeting.  Sureya went through fire exit procedures and asked everyone to either switch off their phones or put them on silent.  

PPG E-MAIL CORRESPONDENCE
· The Patient Champion had not received any e-mails from patients to discuss at the meeting. 

LAST PRG MEETING REVIEW 
· Dr. Pandit informed the patients that he will be presenting the results of the patient survey that was undertaken in the practice and from which the analysis was done and some action plans and points were identified which he will discuss in detail with the patients.

· 100 patient questionnaires have been completed and returned back to the surgery.  Dr. Pandit presented the powerpoint presentation in the meeting going through each question as feedback to the patients. The patients felt it was very valuable to get some realistic action plans for the practice to implement and improve services for patients.  
· The main action points after discussion with the PRG were :-

· 1).  Two new receptionists needing training

· 2).  Phone lines.  Phone lines constantly engaged.  Difficulty in getting through

· 3).  Children being asked to attend urgent care centre when being sent home from school as there is no appointments left. 

· Each of the above points were discussed in detail and it was decided amongst all staff and patients present that we will think about how to improve the above concerns and give feedback at the next meeting.

CCG EUROQOL AND PATIENT EXPERIENCE 2ND EDITION SURVEYS

· The patient experience and euroqol questionnaires as discussed in September PRG meeting have started.  Shasta will be  approaching the relevant patients to get these questionnaires completed.

OVER 75’S QUESTIONAIRES

· Dr. Pandit explained that at the same time another questionnaire also organised by the CCG is being handed out to patients who are over 75 years old or over.  This is again to improve services for our elderly generation of patients.  These surveys can be completed and returned directly to NHS Birmingham South Central CCG or given back to reception staff.  The NHS Birmingham South Central CCG full address is on the last page of the questionnaire.
OVER 75’S – NAMED GP
· Dr. Pandit explained that practices are required to assign a named GP to all patients aged 75 years old and over.  This has recently started and patients will receive letters in the post informing them of who their named GP is.  All patients are still entitled to see any GP at the practice.  They are not required to only arrange an appointment with their named GP.  The named GP will be included in correspondence for administrative purposes.
NHS HEALTH CHECKS
· NHS health checks were discussed.  This is a government preventative health programme offered to patients 40-74 years old with no chronic long term conditions.  The checks will include blood pressure monitoring, blood tests and dietary advice. 
THE 111 NUMBER

· The 111 number will replace NHS direct.  This will be first port of call for patients outside practice opening hours and will direct patients to the out of hours service where needed.  
FLU VACCINATIONS
· Dr. Pandit reminded patients that the flu vaccinations had started and flu nasal sprays for children aged 2,3,4 years old.  If you are 65 years or older and have a chronic health condition, are pregnant, you are priority.  Please ask reception staff for an appointment to have your flu vaccination.  Appointments are available on a daily basis throughout the day, whatever is suitable for the patient. 
SHINGLES VACCINE
· The Shingles vaccination program was discussed, this is a national program that is currently only available to patients aged 70, 78 and 79 years old.  
NHS CHOICES

· The NHS choices website enables patients to post comments and regarding the practice.  Dr. Pandit asked the PPG members to have a look and make suggestions and comments on this website.  
PMS REVIEW
· Dr. Pandit explained the changing nature of the NHS and the impending financial difficulties on practices as broadcasted on media channels.  Some smaller practices are finding it difficult in the current climate.  These changes are affecting all practices and they have to look at ways of coping financially.
A&E ATTENDANCES
· The practice is required to monitor and try to decrease A&E attendances.  The CCG wants the practice to look at patients who attend A&E inappropriately.  It was agreed that often patients are not aware of the services available.  It was suggested that posters should be displayed in the patient waiting area.  
5). Thursday 8.01.2015 at 1.30 pm – 20 patients attended.
WELCOME
· Dr. Pandit welcomed all patients to the PRG meeting.  Dr. Pandit and Sureya both chaired the meeting.  Sureya went through fire exit procedures and asked everyone to either switch off their phones or put them on silent.  

PPG E-MAIL CORRESPONDENCE
· The Patient Champion had not received any e-mails from patients to discuss at the meeting. 

LAST PRG MEETING REVIEW 
· Following on to the last PRG meeting and the analysis of the patient survey, the following actions have been planned and taken :-
     1).  Two new receptionist needing training

     Assistant Practice Manager who has been working with the practice for the last 10 years started off as a receptionist, 

     progressing to Senior receptionist and then Lead receptionist will be based downstairs at reception all mornings and 

     afternoons, supervising the receptionists with any queries and dealing with patients in depth queries.  She is classed as the 

     practice champion at reception.  All the patients that had known the Assistant Practice Manager were extremely happy and 

     thought this was an excellent idea and they were sure with her just being there would reduce complaints as she has a lot of 

     knowledge about reception duties and also knows a lot of the patients.  

     Dr. Pandit explained that each staff member working at the practice is specialised in certain areas of work and are practice   

     Champions in their line of work.  We have administrative staff members who are practice champions in Information Technology,

     Docman services which is the on-line electronic service between some hospitals at the practice, where hospital letters come 

     through electronically on a daily basis reducing paperwork.

· The changes implemented after analysis of the patient questionnaire surveys has very positive feedback and patients are very happy with the changes.  Patients are very happy with the Assistant Practice Manager being placed downstairs and the receptionists are also understanding the system better and patients are much happier with the 2 new receptionists.  The patients feel much happier with the Assistant Practice Manager able to answer in depth queries which previously were being left as messages and delayed responses back.

    2).  Phone lines.  Phone lines constantly engaged.  Difficulty in getting through.  

    2 lines have been increased to 4 lines to improve the phone system and ability to get through on the phone.  3 patients agreed 

    that they had seen a difference but it did not totally solve the situation as on a few occasions when patient ID 3208 rang the phone 

    was engaged for 15 minutes.  Patient 941 suggested that this could be because he was ringing through at a busy time and it is 

    obvious that the phone would be engaged at a busy time as she has seen there is a difference and she has managed to get 

    through easily as soon as she has rang over the last few weeks.  Sureya explained that the surgery is open on the following 

    times and the phone lines are busy during the following times and quieter during the following times :-

DAY

OPENING TIMES

BUSY TIMES

QUIETER TIMES

Monday

8 am to 7.30 pm

8.00-9.30 am

3.00-4.30 pm

6.00-6.30 pm

9.30-3.00 pm

4.30-6.00 pm

Tuesday

8 am to 6.30 pm

8.00-9.30 am

3.00-4.30 pm

6.00-6.30 pm

9.30-3.00 pm

4.30-6.00 pm

Wednesday 

8 am to 6.30 pm

8.00-9.30 am

3.00-4.30 pm

6.00-6.30 pm

9.30-3.00 pm

4.30-6.00 pm

Thursday

8 am to 6.30 pm

8.00-9.30 am

3.00-3.30 pm

6.00-6.30 pm

9.30-3.00 pm

3.30-6.00 pm

Friday

8 am to 7.30 pm

8.00-9.30 am

3.00-4.30 pm

6.00-6.30 pm

9.30-3.00 pm

4.30-6.00 pm

Saturday 

9 am to 12.00 midday

9.00-9.30 am

9.30-12.00 midday

    All the patients commented that this is very useful information and they will try and ring the surgery at less busier times if their 

    query does not relate to an appointment as the busier times tend to be for the same day appointment requests.  Sureya

    confirmed that this is correct.  

· The patients commented that they were extremely happy with being able to get through to reception now very easily every time they ring.  Dr. Pandit informed the patients that this was not only due to 2 lines increased to 4 lines but also 3 receptionists now at reception to take incoming calls.  The practice has also brought a mobile phone on contract and this phone is used to make all outgoing calls hence freeing up the telephone lines so more patients can call in to the practice.

    3).  Children being asked to attend urgent care centre when being sent home from school as there is no appointments left.  

    We have amended the nurse triage system with 4 dedicated triage slots in the morning and 4 dedicated triage slots in the 

    evening for the Practice Nurse and the Health Care assistant on a daily basis.  We will also not refuse any children who 

    are 18 years old or below a same day appointment.  The nursing staff will triage the child and will speak to the doctor on 

    duty to see that child if there is a need but all children will be seen on the same day by a clinical staff member.  Notices have been  

    put up on the notice board advertising this change.

· Dr. Pandit informed the patients that the actions identified and changes made will be publicised on the practice website and put on our notice board for all patients to view.  This will also be put in our practice leaflet for patients to read.  If any of our patients requested to be virtual e-mail members, this action plan will also be e-mailed to them.

· Sureya explained to patients of how to gain access to the practice website :-  www.highgatemedicalcentre.co.uk
· To view the report, on the first homepage on the top left hand side is the patient participation icon that you can click on which will bring up the report for you to view.  Sureya also explained that when you use the above link, remember to select Highgate Medical Centre – St Patricks Centre for Health as many Highgate Medical Centre options appear.  Sureya also explained that this report will be available for all organisations to view including CQC and the CCG.

10 MINUTE CONSULATION TIME
· Dr. Pandit reminded patients about the 10 minute consultation time with one main problem to cut down waiting time for other patients.  
UPDATE CONTACT NUMBERS

· The patients were requested in the PRG meeting to update their telephone numbers so calls can be returned to them when they ring and leave messages or if urgent results need to be given to them.  

IN-HOUSE HEALTH EXCHANGE ADVISOR

· Sureya informed the PRG that we will be having a Health Exchange Community Health Support Worker starting at the practice on 4.2.2015.  She will be at the practice from 9.00-5.00 pm every Wednesdays.  She can see speak 4 languages, English, Arabic, Urdu, Punjabi and will offer support to patients with any chronic long term illness, weight loss, general healthy living, keeping fit, smoking, alcohol services and many other services.  She can refer on to more specialised services.  She will monitor, advise and see patients for 6 sessions before either discharging or re-referring them for a further 6 sessions.  Notices have been put up on the notice board advertising her service but if you are interested you can inform a staff member and can be referred to the advisor.
COMMUNITY SERVICES

· Dr. Pandit explained about all the community services now available to the patients to get quicker appointments in a local centre rather than travelling to the hospital.  Some of these community services are the Cardiology clinics, Respiratory services, Ultrasound scans, x-rays, Opthalmology service, Gynaecology service, Consultant Led Orthopaedic Clinic (held here at Highgate Medical Centre), Anti-coagulation clinic (held here at Highgate Medical Centre) and Diabetic clinics, childrens weight management service (which is very popular)  to name just a few.
FRIENDS AND FAMILY TEST 

· The friends and family test started on 1.12.2014 and we have had a very good response with the paper copies, so far we have completed 49 surveys.  On-line response has not been very good so far.  Patient ID 14 stated that not many people use on-line services and the paper copies are better.  The questionnaires are fed in to an electronic system on a monthly basis from January 2015.  
6). Thursday 5.2.2015 at 1.30 pm – 21 patients attended
WELCOME
· Dr. Pandit welcomed all the patients to the PRG meeting.  Sureya Dr. Pandit chaired the meeting.  Sureya went through housekeeping rules and health and safety.  She said there is no planned fire drill today and if you do hear the fire alarm siren, this will be a really fire.  She pointed to both fire exits and said both fire wardens are present today and would help patients to evacuate the building.  She asked all patients to switch off their phones or put them on silent.  
PPG E-MAIL CORRESPONDENCE
· The Patient Champion had not received any e-mails from patients to discuss at the meeting. 

LAST PRG MEETING REVIEW 
· Patients commented the phones lines have made real improvement and they are very happy with these.  Patients were also very happy with the nurse triage system with accepting children for same day appointments.

ON-LINE ACCESS TO YOUR OWN RECORDS

· Patients are reminded that they can have on-line access to their medical records for the following 5 areas :-

1).  View their medications

2).  Summary of their records

3).  Adverse reactions / allergies

4).  Book and cancel appointments 

Sureya explained the process of getting this access.  The patients need to request this from reception and will be given a user guide printed with a user name and password and instructions of how to gain this access on line from home.  Sureya reminded patients that on-line access for patients 18 years old need to sign their own access forms.  Parents can sign for children under the age of 18 years old.

CQC

· Dr. Pandit explained that CQC have rated the practice as Grade 4.  This grading is based on various targets the practices have to meeting including GP patient survey.  This is good but we will aim for Grade 5 with the help of patients survey results and feedback from the patients.  Sureya informed the patients that we have had a CQC inspection visit in 2013 which we passed successfully.  CQC is the Care Quality Commission service regulators who inspect, regulate and monitor services in the NHS to make sure they meet the fundamental standards of quality and safety and the results are published on the CQC website. Sureya explained that anyone can access this report on the CQC website.  The steps to view the report would be to take the following steps :-

1).   http://www.cqc.org.uk 
2).   In the CQC website top bar select GP surgery

3).   In the search box type in B12 0YA

4).   Highgate Medical Centre will appear and the inspection report dated 27.11.2013

5).   Double click on the date and the full report will appear

· Dr. Pandit explained that this year CQC inspections will also be done on practices between April and June 2015 this.  CQC will work on lower graded practices first but Highgate Medical Centre may also get an inspection.  We will inform the patients as soon as we know as during the last CQC inspection members of the PRG meeting were contacted via phone and interviewed about the PRG meetings and the practices services in whole.  Patients waiting for appointments on that day were also interviewed randomly.  

HEALTHWATCH
· Dr. Pandit also explained that Similar to CQC there is also another service called Healthwatch which is the National Consumer Champion in Health and Social Care.  Healthwatch  have statutory powers to ensure that the voice of the patient is heard by those who commission, deliver and regulate health and social care.  Dr. Pandit explained that in the similar way like you would make a suggestion in the practice or in the PRG meeting about your practice, you can also give your suggestion or opinion about the care you receive.  Healthwatch would speak on your behalf.  Highgate Medical Centre are also arranging to have a talk and survey carried out by Healthwatch at the practice on 23.4.2015. Healthwatch will be in the practice in the morning talking to patients and completing questionnaires and stay for the PRG meeting in the afternoon and do a talk about Healthwatch and what they do at the PRG meeting.  They will report back with the results analysed.   If any patients have concerns or want further information, Sureya will give you information.  She will also let you know once the results have been analysed and ready to be fed back to the patients.  

Sureya explained process of obtaining further information.

1).  Link :- http://healthwatchbirmingham.co.uk/
2).  Can telephone if you wish – 0800 652 5278

3).  Follow link to search box and put in organisation you want to raise the concern about, this could be your GP surgery, hospital, community clinic, opticians, dentists, pharmacy etc.

4).  A questionnaire will appear that you can complete on-line and submit

5).  You will get a response back in 3-5 days either on-line or a telephone call.

IN-HOUSE ANTI-COAGULATION CLINIC

· Dr. Pandit informed patients that the Warfarin clinic has started at the practice now regularly on Wednesday mornings.  All the anti-coagulation patients have been contacted and offered to have their warfarin monitored at the practice.    

HEALTH EDUCATIONAL TALKS IN THE COMMUNITY

· Sureya informed patients that Dr. Jui Pandit has a meeting with the Central Mosque Chairman on 7.5.2015 to discuss for her to start educational talks and sessions for patients out in the community.  This service would be provided not only to our own registered patients but everyone is welcome to attend.  The talk will be delivered on different subjects every months focusing on health issues.  How to look after your health better relating to lifestyle advise, making changes to diet, increasing exercise etc.  How to best deal with the diagnosis of a chronic long term health condition.  What services are available for support and how you can self refer or get referred by your GP.

FRIENDS AND FAMILY TEST RESULTS

· Dr. Pandit informed patients that we will feedback to the PRG meeting of the friends and family test results.  So far 76 patients have completed the friends and family test questionnaires which have been audited at the practice and also put in to the CQRS electronic system.  The results are as follows : - How likely are you to recommend our service to friends and family if they needed similar care or treatment ?
How many patients completed survey

Extremely likely
Likely
Neither likely or unlikely
unlikely
Extremely unlikely
Don’t know
76

40
28
3
1
1
3
Further comments were :-

· The doctors and nurses are good at Highgate Medical Centre
· I would like other people to have a good experience, like myself

· I have been with this surgery for long time and always felt that my health concerns were taken very seriously by the GP and I got medical support given to me appropriately at the time i needed this.  I also feel that the reception staff are doing excellent job.
· Me and my family have been patients at Highgate Medical Centre since 1987 and we have never had any problems. I have recommended few of my friends to join Highgate Medical Centre and they have registered here and are also very happy.
· Everyone is really helpful. The nurse and doctors are always knowledgeable and welcoming and always help me understand my health needs fully.
· I have had a good experience every time i have visited the practice.  The patients and staff are very friendly.
· Whenever I have needed an appointment, I always got one. The staff are very professional and polite. The doctor has given best service too

· I have been at this surgery for 30 years. The doctors and staff are all very professional. I live in Hall Green but I still won't change surgery

· I deal with the staff regarding my wife's medication and accompany her with appointments. I find the staff and doctors very helpful

· I feel that I am being listened to and the course of treatment is also discussed with me.
· Two responses were “Don't always feel listened to”
· Dr. Pandit said he is very happy with such good comments and responses back from the patients.  These surveys were done with patients volunteering to complete the survey and putting this in the box in reception. Dr. Pandit discussed with the patients that 2 patients commented that they did not feel they were listened to.  This concern will be discussed at our staff meeting so all staff can improve on this area.  
All the PRG meetings have been opened by the Lead Principal GP along with Practice Manager.  All the staff team are also present at all the meetings.  A copy of the agenda is prepared and distributed to all who are present at the meeting.  The minutes of the previous meeting are discussed and reviewed at the beginning of the meeting.  


	How frequently were these reviewed with the PRG?
Every 2-3 months  when the meetings are held.  



3. Action plan priority areas and implementation

	Priority area 1

	Description of priority area :  Difficulty in getting through to reception.  Lines are always busy and patients cannot get through.

	What actions were taken to address the priority?  The survey result helped us determine that more resources were needed on the telephone to enable patients to contact the surgery more easily.  In the last few years the surgery invested in a more up to date telephone system and increased 2 lines to 4 lines.  A mobile was brought on contract which is kept upstairs in the morning for all upstairs staff to use to make outgoing calls freeing up the lines for incoming calls in the morning.  In the evening the mobile is given to the Health Care Assistant and clinical staff to make outgoing calls to patients freeing up the lines for incoming calls at reception in the evenings.  Health Care assistant returns calls to patients to give blood results or any other messages are returned in the evening.  Positive feedback from patients and reduction in complaints have shown an increase in satisfaction with the telephone lines.  With the Assistant Practice Manager based downstairs we have 3 reception staff taking calls throughout the day which has also improved the service provided to the patients.


	Result of actions and impact on patients and carers (including how publicised):

The results were presented in the patient participation group meetings.The results were also displayed on the notice board in the patient waiting room.  The results were also put up on the website for patient access online.  Our practice leaflet is updated on a regular basis and available on our website as well as from the surgery and reception staff can give to patients if they request one.



	Priority area 2

	Description of priority area:  More training needed for 2 new receptionists.

	What actions were taken to address the priority?  It was highlighted from the results of the survey that patients seem to be complaining of reception staff quite a lot.   We re-looked at how we could reduce these complaints and why the complaints were occurring.  We re-analysed the staffing and decided to permanently move the Senior Lead Receptionist  ( currently Assistant Practice Manager role) to be based downstairs in the morning and afternoon.  She will train and supervise the new reception staff.  


	Result of actions and impact on patients and carers (including how publicised):  This was publicised on a notice in the waiting room.  The results of a reception survey improved drastically with the Senior Lead Receptionist (currently Assistant Practice Manager) based downstairs.  The patients complaints went to zero.  The two new receptionists felt they always had back up with any queries.  There was positive outcome overall.  Patients commented on how well the new receptionists had been trained.  The Senior Lead Receptionist (currently Assistant Practice Manager) is permanently based downstairs and the system is running very smoothly.  She is classed as the practice champion for training reception staff due to her expertise, skills and experience with reception duties.



	Priority area 3

	Description of priority area:  Accepting all children 18 and below same day appointments.  No refusal of appointments for any children below 18 years old.   


	What actions were taken to address the priority?  Patients notices were put up around the surgery on notice boards.  Patients were informed verbally.  Patients were informed in the PRG meetings.  Details of this was updated in the Practice Leaflet and on the Highgate Medical Centre website.


	Result of actions and impact on patients and carers (including how publicised):  

The patients seem very happy as we get positive feedback by positive comments at reception, to the doctor during their consultations, in the PRG meeting.  Biggest impact has been the reduction of complaints.
1).  Publicised on notice boards
2).  Publicised in the Practice Leaflet and this was updated on the Highgate Medical Centre website

3).  Verbally when patient attended the surgery

4).  Verbally on the telephone.

5).  Verbally in the PRG meetings



Progress on previous years

If you have participated in this scheme for more than one year, outline progress made on issues raised in the previous year(s):


4. PPG Sign Off

	Report signed off by PPG: YES/NO

Date of sign off: 



	How has the practice engaged with the PPG:

How has the practice made efforts to engage with seldom heard groups in the practice population?

Has the practice received patient and carer feedback from a variety of sources?

Was the PPG involved in the agreement of priority areas and the resulting action plan?

How has the service offered to patients and carers improved as a result of the implementation of the action plan?

Do you have any other comments about the PPG or practice in relation to this area of work?


Please double click on the picture below to see full presentation that was presented to the PRG meeting by Dr. S S Pandit on 8.1.2015
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YEAR 2011/2012





Open surgery on weekends.  We keep surgery open on Saturday 9.00-12.00 giving access to patients to see a GP or a Health Care Assistant.


We had a counselling sessions based at the practice by a qualified counsellor every week.





YEAR 2012/2013





We held educational presentation talks in different languages for patients relating to Cholesterol, Diabetes Mellitus, Asthma and how patients can self manage their health.  These talks are held by our own staff members in their own ethnic language to help patients understand and take action of their own health condition.


We held healthy eating/cooking 6 session classes on how to cook healthy using healthy techniques and ingredients to help lose weight, maintain a healthy lifestyle and eat well for chronic health conditions.





YEAR 2013/2014 





We did regular role plays in the PRG meetings to help educate the patients to make best use of services and to reduce the pressure of the appointments.  These role plays were focused on different subjects at each PRG meeting such as the importance of a 10 minute consultation, the importance of exercise, healthy eating, healthy cooking ideas and which products to use etc.


Improvement in appointment availability.  We looked at our current appointment access and made changes to the appointment slots.  We offered more urgent slots to accommodate more same day appointments.


Health education information played on the waiting room TV to make patients more health conscious for them to take more responsibility of their health conditions.  



































We increased patient education to help patients make the best use of services and to reduce the pressure on the appointments for GP’s.  We did regular role plays of patient and GP in a consultation discussing different problems and not one main problem.  We did the role play to educate patients of a 10 minute slot that the GP has to see the patient for one main problem.  If a patient starts to discuss multiple problems the 10 minute consultation runs in to 20 minutes or more delaying the next appointment etc causing waiting time to increase.  The patients found this role play very helpful and understood and agreed that one problem should be discussed in a consultation.  One patient suggested to put up a notice on each consultation room door so patients are reminded this each time they go in.  This was implemented immediately.


Patients wanted more appointment availability.  The appointment system was re-looked at and more urgent slots were added on to the appointment sessions for the doctors and nurses to accommodate more same day appointments.


We had Well TV installed with Health information literature played on the TV screen in the waiting room while patients were waiting to be seen. 
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Q1. How helpful do you find the receptionists at your GP practice? 

Very helpful

Fairly helpful

Not very helpful

Not at all helpful

Don’t know





Very Helpful	Fairly Helpful	Not very helpful	Not at all helpful	Don't know	77	24	1	0	0	No. of patients

Q2. How easy is to get through to someone at your GP practice on the phone? 

Very helpful

Fairly helpful

Not very helpful

Not at all helpful

Don’t know







Very easy	Fairly easy	Not very easy	Not at all easy	Haven't tried	32	48	17	1	2	No. of patients

Q3. How easy is it to speak to a doctor or nurse on the phone at your GP practice? 

Very helpful

Fairly helpful

Not very helpful

Not at all helpful

Don’t know







Very easy	Fairly easy	Not very easy	Not at all easy	Haven't tried	19	21	32	5	23	No. of patients

Q4. If you need to see a GP urgently, can you normally get seen on the same day ? 

Yes

No

Don’t know/never need to





Yes	No	Don't know/never needed to	68	24	8	No. of patients

Q5. How important is it to you to be able to book appointments ahead of time in your practice? 

Important

Not important





Important	Not important	89	11	No. of patients

Q6. How do you normally book your appointments at your practice ? 

In person

By phone

On-line

Doesn’t apply





In person	By phone	On-line	Doesn't apply	17	91	0	2	No. of patients

Q7. Which of the following methods would you prefer to use to book appointments at your practice ? 

In person

By phone

On-line

Doesn’t apply





In person	By phone	On-line	Doesn't apply	24	83	21	1	No. of patients

Q8. How quickly do you usually get to see a doctor? 

Same day or next day

2-4 days

5 days or more

I don’t usually need to be seen quickly

Don’t’ know. Never tried







Same day or next day	2-4 days	5 days or more	I don't usually need to be seen quickly	Don't know. Never tried	54	27	19	4	1	No. of patients

Q9. How do you rate this ? 

Excellent

Very good

Good

Fair

Poor

Very poor

Does not apply





Excellent	Very good	Good	Fair 	Poor	Very poor	Doesn't apply	28	27	16	17	11	1	0	No. of patients

Q10. Thinking of your consultations with a doctor or nurse. How long did you wait for your consultation to start? 

Less than 5 mins

5-10 mins

11-20 mins

21-30 mins

More than 30  mins





Less than 5 minutes	5-10 minutes	11-20 minutes	21-30 minutes	More than 30 mins	10	16	23	28	24	No. of patients

Q11. Is your GP practice currently open at times that are convenient to you? 

Yes – Go to question 17

No

Don’t’ know





Yes - Go to question 17	No	Don't know	81	9	7	No. of patients

Q12. Which of the following additional opening hours would make it easier for you? 

Before 8 am

At lunchtime

After 6:30pm

On a Saturday

On a Sunday

None of these







Before 8am	At lunchtime	After 6:30pm	On a Saturday	On a Sunday	None of these	4	10	19	42	9	2	No. of patients

Q13. How would you rate this doctor in giving you enough time in a consultation? 

Very good

Good

Fair

Poor

Very poor

Does not apply







Very good	Good	Fair 	Poor	Very poor	Doesn't apply	28	29	17	0	0	0	No. of patients

Q14. Listening to you?

Very good

Good

Fair

Poor

Very poor

Does not apply









Very good	Good	Fair 	Poor	Very poor	Doesn't apply	43	25	7	0	0	0	No. of patients

Q15. Explaining tests and treatments 

Very good

Good

Fair

Poor

Very poor

Does not apply







Very good	Good	Fair 	Poor	Very poor	Doesn't apply	41	25	8	0	0	1	No. of Patients

Q16. Involving you in decisions about your care. 

Very good

Good

Fair

Poor

Very poor

Does not apply







Very good	Good	Fair 	Poor	Very poor	Doesn't apply	39	26	7	1	0	2	No. of Patients

Q17. Treating you with care and concern 

Very good

Good

Fair

Poor

Very poor

Does not apply









Very good	Good	Fair 	Poor	Very poor	Doesn't apply	56	32	6	1	0	0	No. of patients

Q18. Did you have confidence and trust in the GP you saw or spoke to ? 

Very good

Good

Fair

Poor

Very poor

Does not apply







Yes definitely	Yes to some extent	Not at all 	Don't know, cannot say	69	27	2	0	No. of Patients

Q19. Did you have confidence and trust in the nurse you saw or spoke to ? 

Very good

Good

Fair

Poor

Very poor

Does not apply







Yes definitely	Yes to some extent	Not at all 	Don't know, cannot say	67	30	1	2	No. of patients

Q. 20 Thinking about the care you get from your doctors and nurses overall, how well does the practice help to : Understand your health problems? 

Excellent

Very well

Not very well

unsure





Excellent	Very well 	Not very well	unsure	42	52	4	2	No. of patients

Q21. Overall, how would you describe your experience of your GP surgery 

Excellent

Very good

Good

Fair

Poor

Very poor





Excellent	Very good	Good	Fair 	Poor	Very poor	36	39	16	6	2	0	No. of patients

Q22. Would you recommend your GP surgery to someone who has just moved to your local area? 

Yes definitely

Yes probably

Not probably

No definitely not

Don’t know





Yes definitely	Yes probably	No probably not	No definitely not	Don't know	59	33	5	2	1	No. of patients

Q23. How old are you 

Under 16

16-44

45-64

65-74

75 or over





Under 16	16-44	45-64	65-74	75 or over	1	78	16	4	1	No. of patients

Q24. Are you

Male

Female







Male	Female	46	54	No. of patients

Q25. What is your ethnic group? 

White

Black or black British

Asian or Asian British

Mixed

Chinese







White	Black or Black British	Asian or Asian british	Mixed	Chinese	1	3	85	6	1	No. of patients

Q. 26 Are you aware of the disability access facilities? 

1.Yes

2. No





Yes	No	71	25	No. of patients

Q27. Are you aware of the interpreter services for all languages available at the practice? 

Yes

No





Yes 	No	63	34	No. of patients

Thank you
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