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Church View Surgery

Market Hill, Hedon, HULL, HU12 8JE  Tel: (01482) 899348  Fax: (01482) 890715

Patient Participation Report 2013/14
This report summarises development and outcomes of Church View Surgery patient participation group in 2013/14
It contains:

1. Profile of our patient participation group.
2. Priorities for the survey and how they were agreed 

3. Patient Survey
4. Survey Results
5. Action plan.
6. Update from 2013 survey.
7. Confirmation of our opening times.

We would like to thank members of our patient group and those patient’s that took part in our annual patient survey.
1 Our Patient Group
Our patient group was developed in 2011.  Patients were invited to join the group via our newsletter, website, advertisement on noticeboards, text messaging and letters sent out to a range of patients.

We currently have 31 members of our patient group which are a mix of virtual and postal representation.  The practice continues to promote and encourage patient membership via our website, notice board and newsletter.
PRG profile
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2 
Priorities for the survey and how they were agreed
Members of the patient group agreed to the practice undertaking its annual survey to focus on hospital and community services. We also put up a poster within the surgery to notify patients and give them the opportunity to comment.
Our patients subsequently agreed with the proposal.  

3 
The Survey
The survey was sent out to all members of our patient group, we also advertised the survey on our practice website, put posters within the surgery and also put paper copies available on the dispensary and reception desk.
We carried out the survey between: 10 February 2014 and 10 March 2014.
A total of 112 surveys were completed.  

Analysis of respondents included a fair share of male and female responses and included age range of  under 16 years 6%, 16-44 41%, 45-64 20%, 65-74 18% and the over 74 at 13%.  Most responses were from either employed or retired and were of white ethnic group.  Those patients with a long standing health condition was 18%.

4
Survey Results

The results of the survey are published on our practice website. PRG members were notified of the results and requested to forward comments to the practice.  We also displayed posters on our noticeboard notifying patients that our results were available via website or a paper copy could be requested.

 A brief overview of the results is below.
Hospital Services

From responses received 50% of patients had accessed Hospital services within the past 6 months and 38% within the past year.  A total of 10% had never accessed hospital services.  Therefore, 88% of the survey had experienced hospital services within the past year.
The majority of services accessed were outpatient services at 63%, inpatient stay was 20% and Day case surgery 12%. A&E attendance was 9%.

Those patients that accessed outpatient services were mixed in their experience with 29% rating their experience high and 4% very poor. 19% said they had an average experience.  
A&E experience was poor and in-patient and day case experience was average.

Patient comments regarding improvements to hospital services included the waiting times and parking facilities.

Most patients had travelled between 30-45 mins to get to their appointment and most felt that a travel time of up to 30 mins was reasonable.  77% had travelled by car and 12% by bus.  Surprisingly, none had used other community or  transport services and this could be something the practice could promote along with other local transport facilities.
Community Services

It was surprising to note that 84% of patients had not or never accessed community services in the past year.  1% had accessed services in the past 6 months and 14% within the past year.  Those that had accessed services had given a range of rating on experience of average to high levels of service received.  Again comments regarding waiting time and being able to speak to someone over the telephone for advice was noted.
Community Hospitals

The response regarding using facilities and services at local Community Hospitals was positive with 83% willing to attend clinics at community Hospitals and 16% said they would not.  The reasons behind patients not willing to attend Community Hospitals included; travelling/transport and parking, Hull Royal is closer and easier to get to, services need to be nearer Hedon and more services locally.

Services that they would like to be seen in the Community Hospitals included:-



X-ray and diagnostics



Clinics and tests



Minor injury and closer A&E



Outpatient clinics



Physio



Ultrasounds and minor ailments



Same as hospital services and clinics

It does seem that patients like the idea of having more diagnostic and clinical services locally but consideration needs to be made around access and transport facilities.

6
Summary
Overall there is a keen interest in patients willing to travel to Community Hospitals but with current hospitals at Beverley, Bridlington, Hornsea and Withernsea, some feel it is easier to travel to Hull due to timing and local transport.  It is interesting to note that some feel there should be more services local to Hedon and that these should provide similar services to those at the Community Hospitals.  The overall rating of their Hospital experience is average but waiting times are a concern.  Community services are of similar comparison but with the high percentage of patients not accessing community services it is difficult to gauge a more accurate and reflective impression.
 ospit

5  
Action Plan agreed with PRG
The results of the patient survey will be shared with the other surgeries within the Holderness locality forum which is part of the East Riding of Yorkshire Clinical Commissioning Group.  
We will work closely with the other practices and our CCG to improve and development the commissioning of services for the local population.
The practice will also look at local community transport services and how these can be brought to the attention of patients.
The practice has published the results of the survey on its website.

Update on action plan:
· Patient Survey and results have been shared with other surgeries in our locality. 
· All survey results will be discussed at next locality meeting and details forwarded to the CCG to assist in the commissioning of patient services.
· Patient notice board updated to display the range of services available.

· No changes made to opening times and the practice will continue to offer Saturday morning extended surgeries.
· Action plan and results published on practice website.
6
Update from 2013 Action plan

· Appointment system continues to provide pre-bookable and same day appointments.

· On line prescribing continues to be offered and promoted.

· On line booking is still offered.

· Texting message service is provided.

· Confidentiality in reception – we have put in an internal wall so that the back reception cannot be heard in the main waiting area.

· Complaints, Suggestions and compliments service/procedure is advertised
7 Confirmation of our opening times 

As a result of the survey we have not changed our opening times. They are:
You can call the surgery 01482 899348 (Hedon)
The surgery reception is open
Mon/Tues/Wed/Thur/ Fri 8.00 am – 6.00 pm


Sat  9.00 am – 12 pm

Surgery times are  Mon 9.20 – 11.40 am and 3.30 pm – 5.40 pm

                              Tues/Wed/Thurs 8.30  – 11.00 am and 3.30 pm – 5.40 pm.  
                               Fri 8.30 – 11. 00 am and 2.00 pm – 4.00 pm.
We are open at weekends on a Saturday 9.00 am – 12 pm for pre-booked appointments 
                                                   and prescription pick-up only.

Outside of these times please call 111
You can call the surgery 01964 622214 (Keyingham)
The surgery reception is open 
Mon/Tues/Thurs 8.00 am – 1.00 pm & 2.00 - 6.00pm

Wed/Fri 8.00 am – 1.00 pm    


Sat 9.00 – 10.00 am Prescription Pick Up Only
Surgery times are Mon 9.40  – 11.40 am and 3.30 – 5.40 pm.  
                             Tues/Wed 8.30 – 11.00 am

                             Thurs 8.30 – 11.00 am  and  3.30 - 5.40 pm

                             Fri 9.30 – 11.00 am.
We are open at weekends on a Saturday 9.00 am – 10.00 am  for prescription pick-up only.
Outside of these times please call 111

