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The London Road Surgery
Patient Participation Report 2013/14
The purpose of the Patient Participation Directed Enhanced Service (DES) commissioned by NHS England is to ensure that patients are involved in decisions about the range and quality of services provided and, over time commissioned by their Practice.
It aims to encourage and reward Practices for routinely asking for and acting on the views of their patients. This includes patients being involved in decisions that lead to changes to the services their practice provides or commissions, either directly or in its capacity as a gatekeeper to other services.

The DES aims to promote the pro-active engagement of patients through the use of effective Patient Reference Groups (commonly referred to as PRGs) to seek the views from Practice patients through the use of a local practice survey. 
The outcomes of the engagement and the views of patients are then required to be published as a Report on the Practice website.

This report summarises development and outcomes of the London Road Surgery Patient Participation Group including its Virtual Reference Group in 2013/14. 

1.  Establishing and maintaining a Patient Reference Group (PRG)
A summary of the recruitment and maintenance process used to ensure that the PRG is of sufficient    size to be as representative as possible of the Practice population.
2. Method and Process for Agreeing Priorities for a Local Practice Survey 

The method the Practice adopted to seek the views of the PRG in determining the priority areas for the Practice to look at to include in a local practice survey.
3. Details and Results of the Local Practice Survey 
A description of the local practice survey and how it was carried out, as well as details of the results.

4. Discussing Survey Results with the  Patient Reference Group (PRG)
Details of how the Practice consulted with the Patient Reference Group (PRG) / Virtual reference group.
5.Updating on progress from previous reports and Agreeing  an Action Plan for the coming year
Details of the action plan setting out the proposals arising out of the local practice survey results and how they can be implemented Details of any issues that arose in the survey that cannot be addressed in the action plan and the reasons why. 
6. Publishing the Local Patient Participation Report
Details of where this Report has been published and also details of the Practices opening hours and how patients can access services
7.  Practice Declaration
Confirmation that the Local Patient Participation Report is a true and accurate representation of the 
work undertaken to fulfil the requirements of the Patient Participation DES 2013/14 
1.
Establishing and Maintaining a Patient Participation Group
Develop and Maintain a Structure that gains the views of patients and enables the Practice to obtain feedback from the Practice population e.g a Patient Reference Group (PRG)

DES Component 1 

As part of component 1 of the DES Practices are required to establish a Patient Reference Group comprising only of Registered Patients and use best endeavours to ensure their PRG is representative.

Recruiting to the Patient Reference Group (PRG) 

1.1  The Practice is required to confirm the process used In order to recruit to their PRG (tick all applicable and provide samples if appropriate)

√   Leaflets & posters on display
(please provide details in point 1.2 below)
1.2  The Practice is required to provide details of all other methods of engaging patients used:
-
Discussed when patients attended the surgery; predominantly patients who had expressed and comments/ suggestions/compliments/complaints.

-
Posters offering email membership as well as face to face attendance.

-
Messages issued on prescriptions

-
Application forms handed to patient by reception and clinicians.
Practices must strive to engage and encourage feedback from patients that extend beyond a mix of just age/sex and ethnic origin. These could include patients from marginalised or vulnerable groups such as elderly patients, patients with a learning disability or other disability and those with various social factors such as working patterns, employment status and carers etc. 
1.3 The Practice is required to provide a brief summary of the patient groups represented in the Practices PRG and describe what steps they have taken to understand their own demographics in order to construct a PRG using a representative sample of the population.
	
	
	

	AGE
	Total List
	PRG %
	Face to Face
	Virtual

	% 0 – 16 years old
	16.18%
	0
	0
	0

	% 17 – 24 years old
	8.36%
	1.16%
	0
	1.16%

	% 25 – 34 years old
	11.3%
	2.09%
	0
	2.09%

	% 35– 44 years old
	11.4%
	2.09%
	0
	2.09%

	% 45 – 54 years old 
	14.7%
	4.41%
	0
	4.41%

	% 55 – 64 years old
	12.78%
	11.39%
	0
	11.39%

	% 65 and over
	25.28%
	79.06%
	0
	79.06%

	GENDER
	Total List
	PRG %
	Face to Face
	Virtual

	% Females
	51.1%
	57%
	0
	57%

	% Males
	48.9%
	43%
	0
	43%

	OTHER GROUPS
	Total List
	PRG %
	Face to Face
	Virtual

	Care & Residential Homes
	0.44%
	Nil
	Nil
	Nil

	Carers
	1.6%
	9%
	Nil
	9%

	Learning Disabilities
	0.4%
	Nil
	Nil
	nil

	Long Term Conditions
	36.7%
	58.2%
	Nil
	58.2%

	
	
	
	
	


Step 2. Method and Process for Agreeing Priorities for the Local Practice Survey 

Agree areas of priority with the Patient Reference Group (PRG)
DES Component 2 
As part of component 2 of the DES Practices are required to agree which issues are a priority and include these in a local Practice Survey.

The PRG and the Practice will shape the areas covered by the local practice survey. The areas covered in the local practice survey will, therefore, need to be agreed jointly based on key inputs including the identification of:

· Patients priorities and issues

· Practice priorities and issues including themes from complaints

· Planned Practice changes

· National GP and/or Local Patient Survey issues

2.1 The Practice is required to describe the process it used to seek the views of the Patient Reference Group in identifying the priority areas for the survey questions i.e. via email, website etc.
The PPG is relatively new and was established in 2011.
Unfortunately we have been unable to rally any members of our group to attend face to face meetings and instead they have opted to join a VIRTUAL patient group. This is joined by completing an application form and supplying a suitable email address that is used to seek views and comments on patient priorities, to respond to survey and questionnaire requests and to provide general feedback.

Although this method allows us to communicate quickly and efficiently with its members and receive quick responses to survey/questionnaire requests, it does not lend itself to debate and it seems to act more as an ‘electronic comments box’.
With this in mind we have significantly broadened our survey parameters this year to be as inclusive as possible. This has included posting questionnaires on our website; attaching questionnaires to prescriptions; handing questionnaires out after a consultation; encouraging patients to complete comments/suggestion/complaints forms; as well as emailing our PRG with questionnaires for completion.
2.2  The Practice is required to list the priority areas and confirm how these match those set out by the PRG
Last years’ survey dealt predominantly with general satisfaction and access much like the GPAQ Questionnaires. 

A number of priorities were identified via the PPG application forms, key areas of interest identified were: (1= highest 6= lowest)

1. Getting an appointment

2. Clinical Care

3. Parking

4. Practice Premises

5. Opening Hours

6. Reception Issues
An audit of complaints was carried out and identified that the waiting time to book an appointment remains a top priority along with surgery appointment times.
Step 3. Details and Results of the Local Practice Survey
Collate patient views through the use of a survey

Component 3
As part of component 3 of the DES Practices are required to collate patients views through a local practice survey and inform the Patient Reference Group (PRG) of the findings.

The Practice must undertake a local Practice survey at least once per year. 
To meet this criterion we choose to conduct multiple in house surveys; one based on the extended hours session operated by the surgery; one based around the GPAQ/Clarity Survey regarding overall satisfaction with clinical care; and one based around premises.
3.1 The Practice is required to confirm how it determined the questions to be used in the survey?
To meet this criterion we chose to conduct multiple in house surveys;

1. Extended Hours questionnaire devised to seek the views of patients requiring appointments outside of core hours. Questions were devised to obtain quantitative data around the need to offer varying appointment times to patients. This would enable us to clearly analyse the feedback allowing us to maintain or improve our current service provision. Questionnaires were anonymous but given to patients attending an out of core hours appointment throughout November 2013.

2. A survey based around the GPAQ/Clarity GP satisfaction survey. The questions used here were an amalgamation of the two surveys which have been tried and tested nationally over the last 7 years. The responses to these questions will enable us to analyse patient satisfaction around clinical care. These questionnaires were anonymous and were sent out to willing participants via email and also handed to patients following consultations with their GP in January / February 2014.

3. The final questionnaire is based around a premises consultation and the questions have been designed to capture quantitative data around a number of issues around location, design, layout, access and services offered. This is the largest of the surveys and has been distributed to every patient who has attended the surgery for an appointment or prescription throughout March 2014. It has also been emailed to all members of the Virtual Patient Group and posted on to our website. This is the only survey that remains active as we seek to obtain as many views as possible from our patients as we endeavour to improve our premises. This surgery will run until the 1st April and review the number of surveys delivered versus the response rate; we will then offer open events to discuss the consultation and obtain further views.
3.2  The Practice is required to confirm what method(s) it used to enable patients to take part in the survey? i.e survey monkey, Paper survey, email, website link.
Survey 1 was paper format only
Survey 2 was available in paper format and via an email link

Survey 3 is available in paper format, via email and website link

3.3  The Practice is required to confirm how it collated the results
Survey 1 – results manually recorded by the secretarial team and collated on a spreadsheet
Survey 2 – the emailed participants’ results were collated by Clarity and the paper responses as above.
Survey 3 – all responses have been manually recorded and collated on a spreadsheet (this will continue for the duration of the survey however for the purpose of this report responses received prior to 27/03/14 only have been reported on).
3.4  The Practice is required to confirm the dates of when the survey was carried out and provide a copy of the survey  to demonstrate how the Practice has reflected the priority areas in the questions used.
1. Survey carried out throughout November 2013 
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2. Survey carried out throughout January and February 2014
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3. Survey carried out throughout March 2014 (and on-going)
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Step 4. Discussing Survey Results with the  Patient Reference Group (PRG)
Provide the Patient Reference Group (PRG) with the opportunity to discuss survey findings and reach agreement with the PRG of changes to services. 

Component 4

As part of component 4 of the DES Practices are required to provide the Patient Reference Group (PRG) with the opportunity to comment and discuss findings of the local practice survey and reach agreement with the PRG of changes in provision and manner of delivery of services. Where the PRG does not agree significant changes, agree these with the PRG.

4.1  The Practice is required to describe how it sought the views of the PRG on the findings of the survey and any proposed changes highlighted from it.
Last year’s survey results and action plan was sent to all members of the Virtual Patient group and posted on our website with posters detailing its location displayed in the surgery.

Patients were asked to comment on the suitability of the action plan and whether or not they felt it met the needs identified in the surveys.
The responses from the Virtual Patient Group were resoundingly positive and all respondents stated that they felt the plan would go some way to meeting the priorities identified in the survey. 

Throughout 2013 we have endeavoured to deliver against the action plan.

This years’ results have been sent to the Virtual Patient Group Members and we have requested comments are received by Wednesday 30th April 2014.

A summary of the results is shown below:

 Survey 1 – Extended Access Survey;
100 surveys vs. 56 respondents = 56% response rate

69% patients were happy with the current opening hours of the surgery

71% required an outside core hours appointment; 39% were using these appointments but would have been happy to be seen in core hours.

98% of respondents were happy with the time of their outside core hours appointment

89% of respondents would like appointments after 6.30pm

73% of respondents would like an appointment on a Saturday

42% of respondents would like an appointment on a Sunday

10% of respondents would like appointments before 8am
7% of respondents would like appointments at lunchtime.

This would suggest that the majority of our patients surveyed are happy with the current opening hours and the extended session offered on a Tuesday evening. Consideration will be given to the feasibility of opening or offering weekend appointments.

2. The paper survey results have been collated and are due to be published on the website once we have received the final analysis of the results collated by Clarity; this forms part of the GP appraisal system and we will be publishing results in April 2014.

From a summary sheet received from Clarity regarding care given by Dr’s Budahn and Persaud the results show that of the 73 responses received 100% would be happy to see that GP again and had confidence in care given.

Full results will be circulated to the Virtual PPG.
3. This consultation is ongoing results to date have been emailed to Virtual PPG members as part of the development/feedback process. Full results at the end of the Consultation will be published to the website and re-circulated to the Virtual Patient Group and displayed in the surgery.
Summary of results to date: 

250 responses analysed up to 27/03/14 this represented a 8% response rate.

58% of patients would like any new premises to be in close proximity to the surgery’s current location

75% of patients would like the surgery over 2 floors with a disabled lift facility

38% of patients would like the waiting area to be child friendly

34% of patients would like the premises to offer a safe area for mobility scooters to be stored
68% of patients would like a designated self check in area to allow booking in without approaching reception.

67% of patients would like designated reception bays for collecting/picking up prescriptions/results/samples/etc.

82% of patients would like their to be adequate / separate waiting areas for clinics

83% of patients would like an information screen in the waiting area advising on waiting times and upcoming clinics.

90% of patients would like a phlebotomy service within the premises

44% of patients would like their to be Consultant Led Clinics within the premises.

Step 5. Agreeing an Action Plan with the Patient Reference Group (PRG)

Agree and Action Plan with the Patient Reference Group (PRG) and seek PRG/PCT agreement to implementing changes.

Component 5

As part of component 5 of the DES the practice is required to agree with the PRG an Action Plan setting out the priorities and proposals arising out of the local patient survey. They are also required to seek agreement from the PRG to implement any changes and where necessary inform the PCT.
5.1  The Practice is required to produce a clear Action Plan that relates to the survey results and attach a copy of the agreed  Action Plan for 2012/13.
The action plan from last year appears to still apply; please find attached;
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The fact that themes continue suggest that advertising of changes implemented in the surgery has not been sufficient. Therefore we will be seeking the PPG views on how better to advertise the changes made i.e. online booking; text message enablement; extended hours
Reports on the clinical system reveal that the uptake in online services activation has risen from 39 people to 649 people; a huge improvement but still only representative of 6.5% of our list size.

Areas we haven’t been able to move forward on as yet are the Telephone system upgrade and therefore the use of telephone consultations; we have chosen a provider of this service and the new system is due to be implemented in May 2015.

5.2  The Practice is required  to confirm how it consulted with the PRG to agree the Action Plan and how it sought agreement from the PRG to implement any changes.
Due to the lack of uptake in the face to face patient group the results above and suggested action plan will be emailed to all members of the virtual patient reference group for feedback. Virtual Patient Group members have been asked to submit their comments by Wednesday 30th April 2014.
The previous action plan was circulated to all members; the group has only grown by 5 members and therefore we can assume that in the interim the action plan still stands and is representative.

As part of the latest consultation, and on our new patient registration forms we are seeking consent to contact patients via email; we will be utilising this to contact more patients to join the group to attempt to gain a larger response that is proportionately representative of our list size.

5.3  The Practice is required to advise whether there are any elements that were raised through the Survey that have not been agreed as part of the Action Plan and if so should outline the reasons why.

Issues around premises development had previously been placed on hold and have now been brought to the forefront.
These have no longer been discounted.

5.4  The Practice is required to confirm whether there are any contractual changes being considered if so please give details, as these will need to be agreed by the PCT. 
No current contractual changes planned at present; after a feasibility study we may opt to alter/extend our current extended hours provision.
Step 6. Publishing the Local Patient Participation Report 
Publicise actions taken and subsequent achievement 

Component 6

As part of component 6 of the DES the practices is required to publicise the Local Patient Participation Report on the Practice website and update the report on subsequent achievement.
The Practice should publicise the report as extensively as possible and ensure it appears on the Practice website by no later 31/03/2013.

6.1 The Practice is required to provide details of where the Local Participation Report has been published (include the link to the Practice website)
This report can be accessed at: http://www.thelondonroadsurgery.co.uk/
6.2  The Practice is required to provide any updates on progress against 2012/13 Action Plan

Access – improved extended hours times and appointment availability; our survey in November 2013 suggests we have been successful in meeting our patients needs in offering 5 hours worth of extended hours after 6.30pm. It has highlighted a need to consider the feasibility of offering a Saturday surgery.

Rota availability – 4-6 weeks rota’s available for pre-booking; this is an improvement on last year and has met the target set in the action plan. It has led to reduced complaints regarding appointment availability although we do see patients struggling to get appointments within a week in months where there is a bank holiday; this would suggest the need to consider further extension of available rota’s to 8 weeks.
Online access – 0.01% uptake last year to 6.5% uptake currently, further development and advertising needed and this remains on the action plan for 2014/15.
In addition any further updates will be published on the practice website
In addition the Practice required to give details of Practice opening hours and how Patients can access services through core hours
6.3  The Practice is required to confirm Practice opening hours and give details on how Patients can access services during core hours (8am-6.30pm)
The surgery telephone lines are open from 08:00 – 18.30 Monday – Friday
Appointments  are available from 08:00 – 18.00 Monday – Friday
Extended Hours available Tuesday Evenings til 9pm,
Out of hours cover from 18.30 – 08:00 Monday to Friday & all day Saturday & Sunday.
Where a Practice is commissioned to provide Extended Hours the Practice is required to confirm the times at which patients can see individual health care professionals 

6.4  The Practice is required to provide details of any extended hours provided and details of access to Health care Professionals during this period.
Extended Hours pre bookable appointments available Tuesday Evenings til 9pm,
7.  Practice Declaration

The Practice confirms that the above report is a true and accurate reflection of the work undertaken as part of the Participation DES  2012/13 .

Signed and submitted to the PCT and published on the Practice website on behalf of the Practice by:

Name:Cally Hayes


                        Signed: Cally Hayes
Designation: Practice Manager                                   Date: 28/03/14
_1457529701.pdf


We would be grateful if you would complete this survey about your general practice.  Your doctors want 
to provide the highest standard of care. Feedback from this survey will help them to identify areas that 
may need improvement. Your opinions are very valuable.


Please answer ALL the questions that apply to you by putting an X in one box unless more than one 
answer is allowed. There are no right or wrong answers and your doctor will NOT be able to identify your 
individual answers.
                                                                                                                                                      Thank you.


Q1 How helpful do you find the receptionists 
at your GP practice?



1 Very helpful



2 Fairly helpful



3 Not very helpful



4 Not at all helpful



5 Don’t know


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



1 Very easy 



2 Fairly easy



3 Not very easy



4 Not at all easy



5 Don’t know



6 Haven’t tried


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



1 Very easy 



2 Fairly easy



3 Not very easy



4 Not at all easy



5 Don’t know



6 Haven’t tried


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



1  Yes 



2  No



3  Don’t know / never needed to


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



1 Important 



2 Not important


Q6 How easy is it to book ahead in your 
practice?



1 Very easy 



2 Fairly easy



3 Not very easy



4 Not at all easy



5 Don’t know



6 Haven’t tried


Q7 How do you normally book your 
appointments at your practice?
 (please X all boxes that apply)



1 In person 



2 By phone



3 Online



4 Doesn’t apply


Q8 Which of the following methods 
would you prefer to use to book 
appointments at your practice?
(please X all boxes that apply)



1 In person 



2 By phone



3 Online



4 Doesn’t apply


© 2011 GPAQ V3 including all individual questions is copyright University of Cambridge/University of Manchester 
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                                                                                                                                                      Thank you.
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
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
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About Receptionists and Appointments


Practice: a a a a     GP/Nurse ID: a a a


General Practice Assessment Questionnaire


About Receptionists and Appointments


Q1
Q5


Q6


Q7


(please X all boxes that apply)


(please X all boxes that apply)


Q8


Q2


Q3


Q4







Thinking of times when you want to see 
a particular doctor: 


Q9 How quickly do you usually get seen?



1  Same day or next day



2  2-5 days



3  5 days or more



4  I don’t usually need to be seen quickly



5  Don’t know, never tried


Q10  How do you rate this?



1  Excellent 



2  Very good 



3  Good 



4  Fair 



5  Poor



6  Very poor



7  Does not apply


Thinking of times when you are willing to see 
any doctor: 


Q11 How quickly do you usually get seen?



1  Same day or next day



2  2-5 days



3  5 days or more



4   I don’t usually need to be seen quickly



5  Don’t know, never tried


Q12   How do you rate this?



1  Excellent 



2  Very good 



3  Good 



4  Fair 



5  Poor



6  Very poor



7  Does not apply 


Thinking of your most recent consultation 
with a doctor or nurse


Q13  How long did you wait for your 
consultation to start?



1   Less than 5 minutes



2   6 – 10 minutes



3   11 – 20 minutes



4   21 – 30 minutes



5   More than 30 minutes



6   There was no set time for my 


       consultation


Q14 How do you rate this?



1  Excellent 



2  Very good 



3  Good 



4  Fair 



5  Poor



6  Very poor



7  Does not apply


Q15 Is your GP practice currently open at 
times that are convenient to you?



1  Yes …………..…………. Go to Q17



2  No 



3  Don’t know 


Q16 Which of the following additional opening 
hours would make it easier for you to see 
or speak to someone? 
(Please X all boxes that apply)



1 Before 8am



2 At lunchtime 



3 After 6.30pm 



4 On a Saturday 



5 On a Sunday 



6 None of these


Q17 Is there a particular GP you usually 
prefer to see or speak to?
 



1 Yes 



2 No …………..………….. Go to Q19



3  There is usually only one doctor 
in my surgery ………... Go to Q19


Q18 How often do you see or speak to the 
GP you prefer?



1 Always or almost always



2 A lot of the time 



3 Some of the time 



4 Never or almost never 



5 Not tried at this GP practice 
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About opening times


Q9


Q10


Q14


Q15


Q16


Q17


Q18


Q11


Q12


Q13


About seeing the doctor 
of your choice


(please X all boxes that apply)


............................ Go to Q17


............................ Go to Q19


............. Go to Q19


Thinking of times when you want to see 
a particular doctor: 


Q9 How quickly do you usually get seen?



1  Same day or next day



2  2-5 days



3  5 days or more



4  I don’t usually need to be seen quickly



5  Don’t know, never tried


Q10  How do you rate this?



1  Excellent 



2  Very good 



3  Good 



4  Fair 



5  Poor



6  Very poor



7  Does not apply


Thinking of times when you are willing to see 
any doctor: 


Q11 How quickly do you usually get seen?



1  Same day or next day



2  2-5 days



3  5 days or more



4   I don’t usually need to be seen quickly



5  Don’t know, never tried


Q12   How do you rate this?



1  Excellent 



2  Very good 



3  Good 



4  Fair 



5  Poor



6  Very poor



7  Does not apply 


Thinking of your most recent consultation 
with a doctor or nurse


Q13  How long did you wait for your 
consultation to start?



1   Less than 5 minutes



2   6 – 10 minutes



3   11 – 20 minutes



4   21 – 30 minutes



5   More than 30 minutes



6   There was no set time for my 


       consultation


Q14 How do you rate this?



1  Excellent 



2  Very good 



3  Good 



4  Fair 



5  Poor



6  Very poor



7  Does not apply


Q15 Is your GP practice currently open at 
times that are convenient to you?



1  Yes …………..…………. Go to Q17



2  No 



3  Don’t know 


Q16 Which of the following additional opening 
hours would make it easier for you to see 
or speak to someone? 
(Please X all boxes that apply)



1 Before 8am



2 At lunchtime 



3 After 6.30pm 



4 On a Saturday 



5 On a Sunday 



6 None of these


Q17 Is there a particular GP you usually 
prefer to see or speak to?
 



1 Yes 



2 No …………..………….. Go to Q19



3  There is usually only one doctor 
in my surgery ………... Go to Q19


Q18 How often do you see or speak to the 
GP you prefer?



1 Always or almost always



2 A lot of the time 



3 Some of the time 



4 Never or almost never 



5 Not tried at this GP practice 
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About opening times


About seeing the doctor of your 
choice







Q19  Giving you enough time



1  Very good 



2  Good



3  Fair



4  Poor



5  Very poor



6  Does not apply


Q20 Listening to you



1  Very good 



2  Good



3  Fair



4  Poor



5  Very poor



6  Does not apply


Q21 Explaining tests and treatments



1  Very good 



2  Good



3  Fair



4  Poor



5  Very poor



6  Does not apply


Q22 Involving you in decisions about your care



1  Very good 



2  Good



3  Fair



4  Poor



5  Very poor



6  Does not apply


Q23 Treating you with care and concern



1  Very good 



2  Good



3  Fair



4  Poor



5  Very poor



6  Does not apply


Q24  Did you have confidence and trust in the 
GP you saw or spoke to?



1  Yes, definitely



2  Yes, to some extent



3  No, not at all



4  Don’t know / can’t say


If you know the name of the GP you last saw, 
please write it here: 
……………………………………………………….


Q25  Giving you enough time



1  Very good 



2  Good



3  Fair



4  Poor



5  Very poor



6  Does not apply


Q26 Listening to you



1  Very good 



2  Good



3  Fair



4  Poor



5  Very poor



6  Does not apply


Q27 Explaining tests and treatments



1  Very good 



2  Good



3  Fair



4  Poor



5  Very poor



6  Does not apply


Q28 Involving you in decisions about your care



1  Very good 



2  Good



3  Fair



4  Poor



5  Very poor



6  Does not apply


Q29 Treating you with care and concern



1  Very good 



2  Good



3  Fair



4  Poor



5  Very poor



6  Does not apply


Q30 Did you have confidence and trust in 
the nurse you saw or spoke to?



1  Yes, definitely



2  Yes, to some extent



3  No, not at all



4  Don’t know / can’t say


If you know the name of the nurse you last 
saw, please write it here: 
……………………………………………………


How good was the last GP you 
saw at each of the following?


If you haven’t seen a GP in your practice 
in the last 6 months, please go to Q25


How good was the last nurse you 
saw at each of the following?
If you haven’t seen a nurse in your practice 


in the last 6 months, please go to Q31


© 2011 GPAQ V3 including all individual questions is copyright 
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How good was the last GP you saw 
at each of the following?


If you haven’t seen a GP in your practice 
in the last 6 months, please go to Q25


How good was the last nurse you 
saw at each of the following?


If you haven’t seen a nurse in your practice 
in the last 6 months, please go to Q31


Q19 Q25


Q26


Q27


Q28


Q29


Q30


Q20


Q21


Q22


Q23


Q24


Q19  Giving you enough time



1  Very good 



2  Good



3  Fair



4  Poor



5  Very poor



6  Does not apply


Q20 Listening to you



1  Very good 



2  Good



3  Fair



4  Poor



5  Very poor



6  Does not apply


Q21 Explaining tests and treatments



1  Very good 



2  Good



3  Fair



4  Poor



5  Very poor



6  Does not apply


Q22 Involving you in decisions about your care



1  Very good 



2  Good



3  Fair



4  Poor



5  Very poor



6  Does not apply


Q23 Treating you with care and concern



1  Very good 



2  Good



3  Fair



4  Poor



5  Very poor



6  Does not apply


Q24  Did you have confidence and trust in the 
GP you saw or spoke to?



1  Yes, definitely



2  Yes, to some extent



3  No, not at all



4  Don’t know / can’t say


If you know the name of the GP you last saw, 
please write it here: 
……………………………………………………….


Q25  Giving you enough time



1  Very good 



2  Good



3  Fair



4  Poor



5  Very poor



6  Does not apply


Q26 Listening to you



1  Very good 



2  Good



3  Fair



4  Poor



5  Very poor



6  Does not apply


Q27 Explaining tests and treatments



1  Very good 



2  Good



3  Fair



4  Poor



5  Very poor



6  Does not apply


Q28 Involving you in decisions about your care



1  Very good 



2  Good



3  Fair



4  Poor



5  Very poor



6  Does not apply


Q29 Treating you with care and concern



1  Very good 



2  Good



3  Fair



4  Poor



5  Very poor



6  Does not apply


Q30 Did you have confidence and trust in 
the nurse you saw or spoke to?



1  Yes, definitely



2  Yes, to some extent



3  No, not at all



4  Don’t know / can’t say


If you know the name of the nurse you last 
saw, please write it here: 
……………………………………………………


How good was the last GP you 
saw at each of the following?


If you haven’t seen a GP in your practice 
in the last 6 months, please go to Q25


How good was the last nurse you 
saw at each of the following?
If you haven’t seen a nurse in your practice 


in the last 6 months, please go to Q31


Q19  Giving you enough time



1  Very good 



2  Good



3  Fair



4  Poor



5  Very poor



6  Does not apply


Q20 Listening to you



1  Very good 



2  Good



3  Fair



4  Poor



5  Very poor



6  Does not apply


Q21 Explaining tests and treatments



1  Very good 



2  Good



3  Fair



4  Poor



5  Very poor



6  Does not apply


Q22 Involving you in decisions about your care



1  Very good 



2  Good



3  Fair



4  Poor



5  Very poor



6  Does not apply


Q23 Treating you with care and concern



1  Very good 



2  Good



3  Fair



4  Poor



5  Very poor



6  Does not apply


Q24  Did you have confidence and trust in the 
GP you saw or spoke to?



1  Yes, definitely



2  Yes, to some extent



3  No, not at all



4  Don’t know / can’t say


If you know the name of the GP you last saw, 
please write it here: 
……………………………………………………….


Q25  Giving you enough time



1  Very good 



2  Good



3  Fair



4  Poor



5  Very poor



6  Does not apply


Q26 Listening to you



1  Very good 



2  Good



3  Fair



4  Poor



5  Very poor



6  Does not apply


Q27 Explaining tests and treatments



1  Very good 



2  Good



3  Fair



4  Poor



5  Very poor



6  Does not apply


Q28 Involving you in decisions about your care



1  Very good 



2  Good



3  Fair



4  Poor



5  Very poor



6  Does not apply


Q29 Treating you with care and concern



1  Very good 



2  Good



3  Fair



4  Poor



5  Very poor



6  Does not apply


Q30 Did you have confidence and trust in 
the nurse you saw or spoke to?



1  Yes, definitely



2  Yes, to some extent



3  No, not at all



4  Don’t know / can’t say


If you know the name of the nurse you last 
saw, please write it here: 
……………………………………………………


How good was the last GP you 
saw at each of the following?


If you haven’t seen a GP in your practice 
in the last 6 months, please go to Q25


How good was the last nurse you 
saw at each of the following?
If you haven’t seen a nurse in your practice 


in the last 6 months, please go to Q31







Thinking about the care you get from your 
doctors and nurses overall, how well does the 
practice help you to:


Q31 Understand your health problems?



1   Very well 



2   Unsure



3   Not very well



4   Does not apply


Q32 Cope with your health problems



1   Very well 



2   Unsure



3   Not very well



4   Does not apply


Q33 Keep yourself healthy



1   Very well 



2   Unsure



3   Not very well



4   Does not apply


Q34 Overall, how would you describe your 
experience of your GP surgery?



1   Excellent 



2   Very good 



3   Good 



4   Fair 



5   Poor



6   Very poor


Q35 Would you recommend your GP surgery 
to someone who has just moved to your 
local area?



1  Yes, definitely



2  Yes, probably



3  No, probably not



4  No, definitely not 



5  Don’t know


Q36 Are you ?



1  Male



2  Female


Q38
Q37 How old are you?



1  Under 15 



2  16 to 44 



3  45 to 64 



4  65 to 74 



5  75 or over


Q38 Do you have a long-standing health 
condition? 



1 Yes



2 No 



3  Don’t know / can’t say


Q39 What is your ethnic group?



1  White



2  Black or Black  British 



3  Asian or Asian British



4  Mixed



5  Chinese



6  Other ethnic group


Q40 Which of the following best describes 
you?



1  Employed (full or part time, 


including self-employed)



2  Unemployed / looking for work 



3  At school or in full time education



4  Unable to work due to long term 
sickness



5  Looking after your home/family



6  Retired from paid work



7  Other


Finally, please add any other comments you would like to make about your GP practice:


It will help us to understand your 


answers if you could tell us a little 
about yourself


About care from your doctors 
and nurses


Thinking about the care you get from your 
doctors and nurses overall, how well does the 
practice help you to:


Q31 Understand your health problems?



1   Very well 



2   Unsure



3   Not very well



4   Does not apply


Q32 Cope with your health problems



1   Very well 



2   Unsure



3   Not very well



4   Does not apply


Q33 Keep yourself healthy



1   Very well 



2   Unsure



3   Not very well



4   Does not apply


Q34 Overall, how would you describe your 
experience of your GP surgery?



1   Excellent 



2   Very good 



3   Good 



4   Fair 



5   Poor



6   Very poor


Q35 Would you recommend your GP surgery 
to someone who has just moved to your 
local area?



1  Yes, definitely



2  Yes, probably



3  No, probably not



4  No, definitely not 



5  Don’t know


Q36 Are you ?



1  Male



2  Female


Q38
Q37 How old are you?



1  Under 15 



2  16 to 44 



3  45 to 64 



4  65 to 74 



5  75 or over


Q38 Do you have a long-standing health 
condition? 



1 Yes



2 No 



3  Don’t know / can’t say


Q39 What is your ethnic group?



1  White



2  Black or Black  British 



3  Asian or Asian British



4  Mixed



5  Chinese



6  Other ethnic group


Q40 Which of the following best describes 
you?



1  Employed (full or part time, 


including self-employed)



2  Unemployed / looking for work 



3  At school or in full time education



4  Unable to work due to long term 
sickness



5  Looking after your home/family



6  Retired from paid work



7  Other


Finally, please add any other comments you would like to make about your GP practice:


It will help us to understand your 


answers if you could tell us a little 
about yourself


About care from your doctors 
and nurses


About care from your doctors 
and nurses


It will help us to understnad 
your answers if you could tell 


us a little about yourself


Q36


Q37


Q38


Q39


Q40


Q31


Q32


Q33


Q34


Q35


Thinking about the care you get from your 
doctors and nurses overall, how well does the 
practice help you to:


Q31 Understand your health problems?



1   Very well 



2   Unsure



3   Not very well



4   Does not apply


Q32 Cope with your health problems



1   Very well 



2   Unsure



3   Not very well



4   Does not apply


Q33 Keep yourself healthy



1   Very well 



2   Unsure



3   Not very well



4   Does not apply


Q34 Overall, how would you describe your 
experience of your GP surgery?



1   Excellent 



2   Very good 



3   Good 



4   Fair 



5   Poor



6   Very poor


Q35 Would you recommend your GP surgery 
to someone who has just moved to your 
local area?



1  Yes, definitely



2  Yes, probably



3  No, probably not



4  No, definitely not 



5  Don’t know


Q36 Are you ?



1  Male



2  Female


Q38
Q37 How old are you?



1  Under 15 



2  16 to 44 



3  45 to 64 



4  65 to 74 



5  75 or over


Q38 Do you have a long-standing health 
condition? 



1 Yes



2 No 



3  Don’t know / can’t say


Q39 What is your ethnic group?



1  White



2  Black or Black  British 



3  Asian or Asian British



4  Mixed



5  Chinese



6  Other ethnic group


Q40 Which of the following best describes 
you?



1  Employed (full or part time, 


including self-employed)



2  Unemployed / looking for work 



3  At school or in full time education



4  Unable to work due to long term 
sickness



5  Looking after your home/family



6  Retired from paid work



7  Other


Finally, please add any other comments you would like to make about your GP practice:


It will help us to understand your 


answers if you could tell us a little 
about yourself


About care from your doctors 
and nurses


Thinking about the care you get from your 
doctors and nurses overall, how well does the 
practice help you to:


Q31 Understand your health problems?



1   Very well 



2   Unsure



3   Not very well



4   Does not apply


Q32 Cope with your health problems



1   Very well 



2   Unsure



3   Not very well



4   Does not apply


Q33 Keep yourself healthy



1   Very well 



2   Unsure



3   Not very well



4   Does not apply


Q34 Overall, how would you describe your 
experience of your GP surgery?



1   Excellent 



2   Very good 



3   Good 



4   Fair 



5   Poor



6   Very poor


Q35 Would you recommend your GP surgery 
to someone who has just moved to your 
local area?



1  Yes, definitely



2  Yes, probably



3  No, probably not



4  No, definitely not 



5  Don’t know


Q36 Are you ?



1  Male



2  Female


Q38
Q37 How old are you?



1  Under 15 



2  16 to 44 



3  45 to 64 



4  65 to 74 



5  75 or over


Q38 Do you have a long-standing health 
condition? 



1 Yes



2 No 



3  Don’t know / can’t say


Q39 What is your ethnic group?



1  White



2  Black or Black  British 



3  Asian or Asian British



4  Mixed



5  Chinese



6  Other ethnic group


Q40 Which of the following best describes 
you?



1  Employed (full or part time, 


including self-employed)



2  Unemployed / looking for work 



3  At school or in full time education



4  Unable to work due to long term 
sickness



5  Looking after your home/family



6  Retired from paid work



7  Other


Finally, please add any other comments you would like to make about your GP practice:


It will help us to understand your 


answers if you could tell us a little 
about yourself


About care from your doctors 
and nurses
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LONDON ROAD SURGERY
  

www.thelondonroadsurgery.co.uk



Patient Premises Consultation

Dear Patient

As you may be aware from previous patient surveys and your contact with the surgery, the current building that the surgery operates from is not fit for purpose and does not meet the needs of our patients or the demands of the service.


With this in mind the surgery has been working in partnership with NHS England (previously known as South Essex PCT), the local Council and various external partners over the years in an attempt to upgrade premises or move to improved premises. Up to this point we have unfortunately not been successful however we have now negotiated a New Build opportunity with Basildon Council along Market Road; a site currently containing a car park and the Market.

There has been some local publicity around the proposed development and the surgery would like to seek your views on issues that will affect you as a patient; the surgery will use your responses to assist in the development of the proposed site and services offered.


We will also be holding consultation events over the coming months of which you will be invited to attend; these will be advertised as and when arranged. 


These events will be an opportunity put your views across and ask any relevant questions.


To assist us in gaining as many views as possible please confirm whether we can contact you via text / email; fill in the section at end of questionnaire.


In the mean time we would appreciate your responses to the short questionnaire attached.


Please complete and hand in at Reception or drop through the letterbox, all responses are anonymous so please feel free to give open, honest and frank responses. Please ask for additional copies if you would like to pass these to other members of your household who are registered here as all views would be greatly appreciated.

We look forward to receiving your responses and together building a modern primary care facility in the area.


Yours faithfully 


Cally Hayes


Practice Manager


On behalf of the Partners


Patient Premises Consultation Questionnaire


Any newly built or newly re-furbished premises would be designed to create a modern, high specification Primary Care facility (GP Practice). This would mean that the surgery would have improved Disability Access, with adequate room space to deliver services to its disabled or mobility impaired patients. It would also be compliant with all Infection Control Standards meaning that the environment for patients would be safer to receive care but also a more appealing and ambient atmosphere. The layout would need to provide efficiency in terms of layout and patient flow to allow services to be delivered more effectively. 

Taking these issues aside would you please answer the following questions by indicating your top 2 priorities with an X:


1) In terms of location of any alternative premises, what is most important to you?

Choose your top 2 priorities

		Distance from current surgery location         

		



		Distance from town centre

		



		Distance from public transport links                       

		



		Distance to a local pharmacy

		



		Within walking distance for a relatively mobile individual

		





2) In terms of internal/external access requirements, what is most important to you?

Choose your top 2 priorities

		That the building has a disabled lift if over 2 floors

		



		That the building has a bicycle lock up facility

		



		That the building has a pram park                       

		



		That the building has an area for mobility scooters to be left

		



		The building  has a child friendly waiting area

		





3) In terms of the reception/waiting area layout, what is most important to you?


Choose your top 2 priorities

		That there are multiple waiting areas specific to the clinic you are attending

		



		That there is a designated self ‘check-in’ area to avoid queuing at reception

		



		That there are designated bays for booking in or making appointments/ collecting/dropping of prescriptions/samples/referral paperwork

		



		That there is a confidential area to discuss personal matters if required?

		



		That there is a self-assessment area/suite containing BP/weight machine with health information/literature available

		





4) Whilst waiting to be called for your appointment, in terms of the reception/waiting area what would help create an ambient atmosphere?


Choose your top 2 priorities

		Adequate space including separate or waiting areas

		



		Adequate lighting

		



		Ambient music

		



		Health literature available to read whilst waiting 

		



		Health channel/life channel playing in waiting area

		



		Information screen advising on expected waiting times and upcoming clinics

		





5) If additional services within your surgery are important to you, which of the following services would you like to access within the surgery?


Choose your top 2 priorities

		Counselling Service

		



		Midwifery

		



		Phlebotomy (blood tests)

		



		Physiotherapy

		



		Ultrasound 

		



		Consultant Clinics

		





To keep you informed of any developments in the consultation and to further seek your views we would like to be able to email and text our patients.


If you would like your views above to remain anonymous please detach the section below and hand in separately.


Name : ………………………………………………………………….


Can the surgery contact you via text messaging: 
YES  /   NO


MOBILE NUMBER……………………………………………………..


Can the surgery contact you via email: 


YES  /   NO


Email address……………………………………………………………


Partners:    Dr. J. Persaud, MB, ChB, DMJ               Dr. P. Richards, MB, ChB, MRCGP, MSc FFTM RCPSG

                   Dr. O. Ope-Ewe, MBBS, DFFP, DRCOG, FRCS      Dr. L. D. Budahn, MB, ChB

Associate:  Dr. S. Khatun, MBBS MRCGP DFSRH
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THE


LONDON ROAD SURGERY






                 www.thelondonroadsurgery.co.uk

PATIENT QUESTIONNAIRE


EXTENDED HOURS 

The surgery is committed to providing additional services and appointments to patients; these should be convenient for our patient group and where possible should be in line with their needs and wishes.

Past surveys have suggested evening appointments are desirable and therefore our current ‘extended hours session’ is 6.30-9pm Tuesday evenings.


You have attended one of these extended hours appointments; please complete the questions below and pass it to the GP/Nurse at the start of your appointment.


1)  Is the London Road Surgery currently open at times that are convenient to you?

· Yes 

· No


· Don’t know


2) Did you require today’s appointment to be outside of core hours (8am-6.30pm)?


· Yes


· No


3) Were you happy with the extended hours appointment time you were offered?


· Yes


· No 


4) Which of the following opening hours would make it easier for you to see or speak to someone?   (please mark all that apply)

·  Before 8am


· At lunchtime


· After 6.30pm


· On a Saturday


· On a Sunday


· None of these


· Another time (please specify) …………………………………………………

THANK YOU FOR TAKING THE TIME TO COMPLETE THIS QUESTIONNAIRE

PLEASE HAND THIS TO YOUR GP/NURSE AT THE START OF YOUR APPOINTMENT


Partners:    Dr. J. Persaud, MB, ChB, DMJ                   Dr. P. Richards, MB, ChB, MRCGP, MSc FFTM RCPSG


                   Dr. O. Ope-Ewe, MBBS, DFFP, DRCOG, FRCS         Dr. L. D. Budahn, MB, ChB


Associate:  Dr. S. Khatun, MBBS MRCGP DFSRH




