Quay Lane Surgery

Patient Participation Group Report 2014
Introduction
The Quay Lane Surgery Patient Participation Group has been actively running for three years and are currently members of NAPP (National Association of Patient Participation).   The group is made up of volunteer patients who are interested in health and healthcare issues, who get involved and support the running of Quay Lane Surgery and Downderry Surgery.   They seek views of patients and take these into consideration when planning for services and facility improvements at both Surgeries.
For the remainder of this report the Patient Participation Group will be referred to as the PPG.

Practice Profile 
Quay Lane Surgery is a well established dispensing GP practice based in St. Germans, there is also a branch surgery at Downderry.  Our practice has two full time doctors and one part-time doctor who work in partnership and a part-time salaried doctor.
We draw our patients form both the immediate area as well as many surrounding villages. We have 4,438 registered patients spread across all age groups. Although the large majority of our patients are recorded as being “White British” we do also have a number of patients from other ethnic backgrounds with a variation on their first spoken language.  There are 51 patients registered as carers at the surgery which forms 2% of the practice population.
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Patient Group Profile
There are 19 members of Quay Lane PPG, twelve female and seven male, aged between 37 and 91.  Not all members of the group attend the meetings regularly but still have an active involvement.  The patients that form the group are representative of sections of the local community and include workers, parents and retired patients. There is no young patient representation or those from ethnic backgrounds despite actively advertising.  However, we do have representation from carers, the local residential home and patients with knowledge of various chronic diseases and disabilities. The charts below show the age profile of the practice and that of the PPG.  There are 11 members who actively attend meetings, 2 who occasionally attend and 6 virtual members.  One of the members is currently standing as the Chairperson at the local PPG umbrella group.
PPG Profile
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Methods used to publicise
Following on from the first report, which details the background to the development of the PPG at Quay Lane Surgery, there has been a concerted effort to widen representation of patients based on the social demographics of the practice over the last two years. This was achieved in a number of ways by actively advertising both through the practice website, practice booklet, handing leaflets to patients at both surgery premises and speaking to patients opportunistically. Patients across all age ranges, all ethnic backgrounds and across widely varying working patterns were asked. There was a variable degree of interest and uptake dependent on individual circumstances. As well as advertises the group to new patients, notices were also placed within the surgery premises advertising the PPG.  The PPG has increased in size by 5 members since the last report was published.
Virtual Patient Representative Group

This continues to be an area under development although over the past year this group has increased from 0 to 6 virtual members.
Communication

The group meet at regular intervals at Quay Lane Surgery to decide ways and means of making a positive contribution to the services and facilities offered by the practice to its patients.  Meetings are routinely attended by members of the PPG, the Practice Manager and a Doctor.  It is open for all practice staff to attend, who do so on occasions.  Minutes of all meetings are made available to all members of the group by e-mail or by post and go on the Practice website (www.quaylanesurgery.co.uk).  At these meetings friendly and constructive discussions take place about the quality of service at the point of contact with reception, opening times, practice staff handling of patient queries, comments about clinical care, concerns and suggestions about the premises and facilities available for the provision of health care, notices and advertising health services and suggestions regarding improvements. 

A public meeting was held in the summer of 2013 to discuss changes to the NHS and how it impacts on patients.  The meeting was attended by members of the East Cornwall Commissioning group who explained the changes and gave out hand-outs. Despite it not being well supported by the local residents there were some challenging questions put to the board who responded well and were well received.
Patient Survey Results
A practice survey was held towards the end of 2013 and 150 questionnaires were completed and returned.  The survey was co-ordinated by CMI Publishers who used the GPAQ (General Practice Assessment questionnaires).  These are needed for GP revalidation and can be benchmarked against both previous results and other practices.  The PPG were advised prior to the survey taking place about which questionnaires would be used and were given the opportunity to have additional questions.  They agreed that the issues which had priority were included in the questionnaire. 
All members of the PPG were invited to attend the surgery to discuss the results of the patient survey in January 2014.  Agreement was made with the group of proposed changes and recommendations for actions identified are:
	ACTIONS IDENTIFIED


	ACTION REQUIRED
	TIMED
	COMMENT
	COMPLETED

	Comment about Practice
‘Sometimes I do not get follow up from tests – e.g. X-Rays.  I assume nothing was found because I didn’t hear anything and found out next time I visited the surgery that significant things had shown up’

	Information leaflets to be devised to be handed out to patients attending for bloods/routine tests in clinic and handed to patients attending for x-rays.
Information to be put on the practice website.
	End of March 2014
	Patients are advised to ring the surgery for their results one week after having tests performed at the surgery.  

The GP’s/Nurse routinely follow up abnormal results with patients.  
	Ongoing

	Comment about Practice
‘A limited number of pre-bookable appointments would be helpful but otherwise I feel there are no changes required to the practice’


	Information leaflets to be devised to be handed out to patients at the surgery on ‘How to make an Appointment’.

Information to be put on the practice website and in the Practice Leaflet.
Posters to be displayed at both sites and consider putting a piece in the local paper.


	By end of March 2014
	Pre-bookable appointments are already offered and can be booked up to three months in advance.  
Clearer information needs to be given to patients by the reception team when booking appointments.

	Ongoing


Discussions:

The comments made by patients on the patient questionnaires, was discussed within the group. The surgery scores were above the national benchmark in all areas with the receptionists scoring 100% in being helpful or fairly helpful.  It was noted by the members that they are all very pleased with the results and the quality of service provided by the practice.  

One member said that they feel very lucky with the location of the surgery that there is potential for expansion in the future.  It was said by another member that Quay Lane Surgery offers a wonderful service to patients.  

There are no contractual considerations to be discussed with NHS England.
There were no issues that could not be addressed arising from the questionnaire.

The results of this year’s survey are made available to all members of the PPG.  They are also posted in the PPG section of the practice website and copies are made available to patients at the main and branch surgery.  
Access

Access to the both Quay Lane Surgery and Downderry Surgery including opening times, clinic attendance, evening surgeries and appointment booking have not changed since the last report and are as follows:

Opening times of the practice premises 

Access to services at the surgery can be made in person or via the telephone during the times noted below.  During the lunchtime period the on-call GP is available by ringing the surgery which will direct you to a telephone triage service.  
Opening Times – Quay Lane Surgery, St Germans 
	
	Morning 
	Lunch Closed 
	Afternoon 

	Monday 
	0830 – 1300 
	1300 – 1400 
	1400 – 1800 

	Tuesday 
	0830 – 1300 
	1300 – 1400 
	1400 – 1800 

	Wednesday 
	0830 – 1300 
	1300 – 1400 
	1400 – 1800 

	Thursday 
	0830 – 1300 
	1300 – 1400 
	1400 – 1800 

	Friday 
	0830 – 1300 
	1300 – 1400 
	1400 – 1800 


Opening Times – Downderry Surgery, Downderry 

	
	Morning 
	Lunch Closed 
	Afternoon 

	Monday 
	0900 – 1230 
	1230 – 1400 
	1400 – 1800 

	Tuesday 
	0900 – 1230 
	1230 – 1400 
	Closed 

	Wednesday 
	0900 – 1230 
	1230 – 1400 
	1400 – 1800 

	Thursday 
	0900 – 1230 
	1230 – 1400 
	1400 – 1800 

	Friday 
	0830 – 1230 
	1230 – 1400 
	Closed 


 

Downderry Surgery is closed on Tuesday and Friday afternoons.  There is no Doctor or Nurse at Downderry on a Tuesday afternoon, only the Private Chiropodist. 
There is a late surgery one evening a week, this is based on a five week rota as follows:-

· Week 1 Wednesday 

· Week 2 Wednesday

· Week 3 Wednesday

· Week 4 Wednesday

· Week 5 Thursday

These appointments will be for routine consultations and run from 6.30 - 8.45 pm and must be booked in advance.
This report has been made available to all patients and to members of the Patient Participation Group, by display on the notice board in the practice premises and on the Practice website (www.quaylanesurgery.co.uk). In addition a copy of the report has been made available to NHS England, HealthWatch and CQC (at their time of inspection).
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