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Patient Participation Group (PPG) meeting minutes

8th March 2024
10:00
Princes Risborough surgery
	
	
	Action 

	1.
	Attendance / Apologies

In attendance:
LM-F - Lesley Munro-Faure, PM - Pat Mullan, MM – Monica Marshall; MH – Miv Hughes
Reception lead: Ang Hyland attended

Apologies received:
Jackie Highe, Matt Bateman, Marion Wilkes, Yvonne Hook, Louise Smith, Richard Clemmow; Rob Holdaway; Louise Smith; Jenny Edmonds; Julian Newman
	

	2.
	Review of Minutes and Actions

Minutes of meeting of 28.9.2023 were approved.

	

	3.
	Patient Survey

The main purpose of the meeting was to discuss the patient survey in detail.
Overall, the PPG were very pleased with the results of the patient survey, particularly given the major change we made to the appointment system in July 2023 which patients are still adapting to. 

The following are areas agreed to consider for improvement:

· We would investigate whether we can improve being able to access the patient’s GP of choice (we may also need to amend the question since the part time GP workforce needs to be taken into account)

· We will investigate how we can improve continuity alongside improving access

· We will consider whether we can safely open Klinik outside the current opening hours

· We will discuss with Klinik possible changes to the questions/form to improve patient experience

· We will provide more communications to patients on how patient access can be used for more than appointment booking and how to best use the appointment system 

· If considering changing the way patients access the practice via telephone, we will take into account the patient survey responses to this question

· Next year we will consider reducing the questions 17, 18, 19 and just asking one overall question on quality of care. We will also review the question on different types of consultation and whether this provides any useful information

The survey results and the analysis are included here
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	Action: LM-F to update report/analysis/action plan


	4.
	Staff Changes

LM-F informed the group that she will retiring at the end of May.
We have recruited an excellent new manager, Vanessa Woodley who is an experienced Practice Manager from a different area. We have also had a number of Saturday strategy planning sessions with all the GP Partners and Vanessa to determine which elements of the partner role currently undertaken by LMF will now be undertaken by the GP Partners.
	

	5.
	AoB

Discussed having more information on services we don’t provide on the website and how these can be accessed (examples given were pessary fitting and ear syringing)
Discussed Boots closure at Thame Health Centre and LMF advised we were in the process of informing patients about this and what will now happen to prescriptions.

Considered how we can promote information about the practice more widely in addition to our own website/social media. Ideas were:

Crendon Crier

Bernwood News

What’s on – PR community association

U3A

Hallmark – Lacey Green

Love Thame

Longwick have a newsletter


	Action: VW to consider

Action: LM-F to arrange

Action: VM to consider 
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Unity Health Patient Survey 2024

Thursday, March 07, 2024
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Date Created: Monday, February 05, 2024

3063

Total Responses

Complete Responses: 3063
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Q1: Which of the following options best describes how you think of yourself?

Answered: 3023   ,: 40
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 	Man (including trans man)	Woman (including trans woman)	Non-binary	Prefer Not To Answer	In another way (please specify)	0.38800000000000001	0.5554	3.0000000000000001E-3	1.26E-2	4.1000000000000002E-2	





Q1: Which of the following options best describes how you think of yourself?

Answered: 3023   ,: 40

		ANSWER CHOICES		RESPONSES		

		Man (including trans man)		38.80%		1173

		Woman (including trans woman)		55.54%		1679

		Non-binary		0.30%		9

		Prefer Not To Answer		1.26%		38

		In another way (please specify)		4.10%		124

		TOTAL				3023
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Q2: Which age group are you in?

Answered: 3044   ,: 19
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 	16 or under	17 - 24	25 - 34	35 - 44	45 - 54	55 - 64	65 - 74	75 - 84	over 84	0	8.8999999999999999E-3	3.1899999999999998E-2	6.54E-2	0.1229	0.25790000000000002	0.2848	0.1938	3.4500000000000003E-2	





Q2: Which age group are you in?

Answered: 3044   ,: 19

		ANSWER CHOICES		RESPONSES		

		16 or under		0%		0

		17 - 24		0.89%		27

		25 - 34		3.19%		97

		35 - 44		6.54%		199

		45 - 54		12.29%		374

		55 - 64		25.79%		785

		65 - 74		28.48%		867

		75 - 84		19.38%		590

		over 84		3.45%		105

		TOTAL				3044
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Q3: How often do you come to the practice? (tick one)

Answered: 3042   ,: 21
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 	Regularly	Occasionally	Rarely	0.1036	0.41720000000000002	0.4793	





Q3: How often do you come to the practice? (tick one)

Answered: 3042   ,: 21

		ANSWER CHOICES		RESPONSES		

		Regularly		10.36%		315

		Occasionally		41.72%		1269

		Rarely		47.93%		1458

		TOTAL				3042
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Q4: Which surgery do you normally attend?

Answered: 3041   ,: 22
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 	Chinnor	Princes Risborough	Thame	Long Crendon	Brill	0.25850000000000001	0.28120000000000001	0.2374	8.5199999999999998E-2	0.22620000000000001	





Q4: Which surgery do you normally attend?

Answered: 3041   ,: 22

		ANSWER CHOICES		RESPONSES		

		Chinnor		25.85%		786

		Princes Risborough		28.12%		855

		Thame		23.74%		722

		Long Crendon		8.52%		259

		Brill		22.62%		688

		TOTAL				3310
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Q5: Are you aware of how the appointment system works?

Answered: 2445   ,: 618
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 	Yes	No	0.85850000000000004	0.14149999999999999	





Q5: Are you aware of how the appointment system works?

Answered: 2445   ,: 618

		ANSWER CHOICES		RESPONSES		

		Yes		85.85%		2099

		No		14.15%		346

		TOTAL				2445
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Q6: On a scale of 1 - 4 how happy are you with the appointment system? (please tick one)

Answered: 2383   ,: 680
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 	1. Very happy	2. Happy	3. Unhappy	4. Very unhappy	0.10780000000000001	0.45319999999999999	0.28489999999999999	0.154	





Q6: On a scale of 1 - 4 how happy are you with the appointment system? (please tick one)

Answered: 2383   ,: 680

		ANSWER CHOICES		RESPONSES		

		1. Very happy		10.78%		257

		2. Happy		45.32%		1080

		3. Unhappy		28.49%		679

		4. Very unhappy		15.40%		367

		TOTAL				2383
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Q9: If / when it is important for you, do you find that you are usually able to consult with the GP of your choice?’

Answered: 2402   ,: 661
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 	Yes	No	n/a - never needed a specific GP	0.24099999999999999	0.32469999999999999	0.43419999999999997	





Q9: If / when it is important for you, do you find that you are usually able to consult with the GP of your choice?’

Answered: 2402   ,: 661

		ANSWER CHOICES		RESPONSES		

		Yes		24.10%		579

		No		32.47%		780

		n/a - never needed a specific GP		43.42%		1043

		TOTAL				2402
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Q10: We have built on our previous appointment system and developed some new types of consultation. Where you have used these, how happy have you been with them? Please just tick the boxes where you have experienced that type of consultation – otherwise leave blank.

Answered: 2396   ,: 667
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Very Happy	Telephone consultation (where the consultation is completely done over the phone by a GP or nurse)	Video consultation – telephone plus the ability to see the patient/clinician	Text service (Accurx) to send and receive messages from/to the clinician	Face to face consultation	0.1676	2.8400000000000002E-2	0.1229	0.36609999999999998	Happy	Telephone consultation (where the consultation is completely done over the phone by a GP or nurse)	Video consultation – telephone plus the ability to see the patient/clinician	Text service (Accurx) to send and receive messages from/to the clinician	Face to face consultation	0.48259999999999997	8.1900000000000001E-2	0.29970000000000002	0.37859999999999999	Unhappy	Telephone consultation (where the consultation is completely done over the phone by a GP or nurse)	Video consultation – telephone plus the ability to see the patient/clinician	Text service (Accurx) to send and receive messages from/to the clinician	Face to face consultation	0.1419	4.0099999999999997E-2	7.0300000000000001E-2	4.02E-2	Very unhappy	Telephone consultation (where the consultation is completely done over the phone by a GP or nurse)	Video consultation – telephone plus the ability to see the patient/clinician	Text service (Accurx) to send and receive messages from/to the clinician	Face to face consultation	4.4600000000000001E-2	1.7600000000000001E-2	3.27E-2	2.0799999999999999E-2	Not Used	Telephone consultation (where the consultation is completely done over the phone by a GP or nurse)	Video consultation – telephone plus the ability to see the patient/clinician	Text service (Accurx) to send and receive messages from/to the clinician	Face to face consultation	0.1633	0.83209999999999995	0.47439999999999999	0.1943	







Q10: We have built on our previous appointment system and developed some new types of consultation. Where you have used these, how happy have you been with them? Please just tick the boxes where you have experienced that type of consultation – otherwise leave blank.

Answered: 2396   ,: 667

				VERY HAPPY		HAPPY		UNHAPPY		VERY UNHAPPY		NOT USED		TOTAL		WEIGHTED AVERAGE

		Telephone consultation (where the consultation is completely done over the phone by a GP or nurse)		16.76%
391		48.26%
1126		14.19%
331		4.46%
104		16.33%
381		2333		1

		Video consultation – telephone plus the ability to see the patient/clinician		2.84%
63		8.19%
182		4.01%
89		1.76%
39		83.21%
1849		2222		1

		Text service (Accurx) to send and receive messages from/to the clinician		12.29%
278		29.97%
678		7.03%
159		3.27%
74		47.44%
1073		2262		1

		Face to face consultation		36.61%
846		37.86%
875		4.02%
93		2.08%
48		19.43%
449		2311		1
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Q13: Are you aware of Patient Access and all the things you can use it for. Please let us know which of the following you are aware of - please tick more than one where applicable

Answered: 2104   ,: 959



Powered by



 	Ordering repeat medication	Booking an appointment with the nurse/health care assistant (not GP appointments)	Viewing your test results	Viewing your medical record	Updating your contact details (any new address needs to still be within our Practice Boundary)	0.90400000000000003	0.58560000000000001	0.62790000000000001	0.63780000000000003	0.41299999999999998	





Q13: Are you aware of Patient Access and all the things you can use it for. Please let us know which of the following you are aware of - please tick more than one where applicable

Answered: 2104   ,: 959

		ANSWER CHOICES		RESPONSES		

		Ordering repeat medication		90.40%		1902

		Booking an appointment with the nurse/health care assistant (not GP appointments)		58.56%		1232

		Viewing your test results		62.79%		1321

		Viewing your medical record		63.78%		1342

		Updating your contact details (any new address needs to still be within our Practice Boundary)		41.30%		869

		TOTAL				6666
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Q14: Do you have a long term condition? If you answer No to this question, then please skip to Q17

Answered: 2142   ,: 921
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 	Yes	No	Other (please specify)	0.52990000000000004	0.41220000000000001	5.79E-2	





Q14: Do you have a long term condition? If you answer No to this question, then please skip to Q17

Answered: 2142   ,: 921

		ANSWER CHOICES		RESPONSES		

		Yes		52.99%		1135

		No		41.22%		883

		Other (please specify)		5.79%		124

		TOTAL				2142
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Q15: If you have a long term condition, do you feel you are involved in your own healthcare and its management?

Answered: 1286   ,: 1777
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 	Yes	No	0.73329999999999995	0.26669999999999999	





Q15: If you have a long term condition, do you feel you are involved in your own healthcare and its management?

Answered: 1286   ,: 1777

		ANSWER CHOICES		RESPONSES		

		Yes		73.33%		943

		No		26.67%		343

		TOTAL				1286
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Q16: One of the key elements in developing effective long term condition plans is for each patient to have their test results (eg blood tests, peak flow results) before their review with the nurse/GP. At you last long term condition review (eg for diabetes, heart disease, asthma etc) did you have your results in advance of the appointment?

Answered: 1435   ,: 1628
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 	Yes	No	N/A	0.27179999999999999	0.308	0.42020000000000002	





Q16: One of the key elements in developing effective long term condition plans is for each patient to have their test results (eg blood tests, peak flow results) before their review with the nurse/GP. At you last long term condition review (eg for diabetes, heart disease, asthma etc) did you have your results in advance of the appointment?

Answered: 1435   ,: 1628

		ANSWER CHOICES		RESPONSES		

		Yes		27.18%		390

		No		30.80%		442

		N/A		42.02%		603

		TOTAL				1435
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Q17: When you last saw a GP, Advanced Care Practitioner, Nurse  HCA, please tell us about the quality of care you received:  How well did the clinician listen to your concerns?

Answered: 2098   ,: 965
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Very	GP	Advanced Care Practitioner	Nurse	HCA	0.6774	0.60550000000000004	0.72340000000000004	0.54069999999999996	Quite	GP	Advanced Care Practitioner	Nurse	HCA	0.2442	0.23980000000000001	0.19950000000000001	0.26290000000000002	Not very	GP	Advanced Care Practitioner	Nurse	HCA	5.3699999999999998E-2	5.4100000000000002E-2	4.2700000000000002E-2	6.0999999999999999E-2	Not at all	GP	Advanced Care Practitioner	Nurse	HCA	2.47E-2	0.10059999999999999	3.4299999999999997E-2	0.13550000000000001	







Q17: When you last saw a GP, Advanced Care Practitioner, Nurse  HCA, please tell us about the quality of care you received:  How well did the clinician listen to your concerns?

Answered: 2098   ,: 965

				VERY		QUITE		NOT VERY		NOT AT ALL		TOTAL		WEIGHTED AVERAGE

		GP		67.74%
1287		24.42%
464		5.37%
102		2.47%
47		1900		1

		Advanced Care Practitioner		60.55%
548		23.98%
217		5.41%
49		10.06%
91		905		1

		Nurse		72.34%
1117		19.95%
308		4.27%
66		3.43%
53		1544		1

		HCA		54.07%
399		26.29%
194		6.10%
45		13.55%
100		738		1
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Q18: How involved did you feel in the decision-making about your care?

Answered: 2032   ,: 1031
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Very	GP appointment	Advanced Care Practitioner appointment	Nurse appointment	HCA appointment	0.52610000000000001	0.48330000000000001	0.59419999999999995	0.4521	Quite	GP appointment	Advanced Care Practitioner appointment	Nurse appointment	HCA appointment	0.32519999999999999	0.31069999999999998	0.28599999999999998	0.30759999999999998	Not very	GP appointment	Advanced Care Practitioner appointment	Nurse appointment	HCA appointment	0.1103	9.5200000000000007E-2	7.3200000000000001E-2	9.7299999999999998E-2	Not at all	GP appointment	Advanced Care Practitioner appointment	Nurse appointment	HCA appointment	3.8399999999999997E-2	0.11070000000000001	4.6600000000000003E-2	0.1431	







Q18: How involved did you feel in the decision-making about your care?

Answered: 2032   ,: 1031

				VERY		QUITE		NOT VERY		NOT AT ALL		TOTAL		WEIGHTED AVERAGE

		GP appointment		52.61%
987		32.52%
610		11.03%
207		3.84%
72		1876		1

		Advanced Care Practitioner appointment		48.33%
406		31.07%
261		9.52%
80		11.07%
93		840		1

		Nurse appointment		59.42%
804		28.60%
387		7.32%
99		4.66%
63		1353		1

		HCA appointment		45.21%
316		30.76%
215		9.73%
68		14.31%
100		699		1
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Q19: If applicable, how well did you understand what you needed to do next (eg what action to take after a blood test etc)?

Answered: 1828   ,: 1235
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Very	GP appointment	Advanced Care Practitioner appointment	Nurse appointment	HCA appointment	0.61670000000000003	0.5353	0.65469999999999995	0.51639999999999997	Quite	GP appointment	Advanced Care Practitioner appointment	Nurse appointment	HCA appointment	0.22439999999999999	0.23169999999999999	0.20849999999999999	0.24959999999999999	Not very	GP appointment	Advanced Care Practitioner appointment	Nurse appointment	HCA appointment	0.1019	0.1079	6.8400000000000002E-2	7.4899999999999994E-2	Not at all	GP appointment	Advanced Care Practitioner appointment	Nurse appointment	HCA appointment	5.7000000000000002E-2	0.12520000000000001	6.8400000000000002E-2	0.15909999999999999	







Q19: If applicable, how well did you understand what you needed to do next (eg what action to take after a blood test etc)?

Answered: 1828   ,: 1235

				VERY		QUITE		NOT VERY		NOT AT ALL		TOTAL		WEIGHTED AVERAGE

		GP appointment		61.67%
1017		22.44%
370		10.19%
168		5.70%
94		1649		1

		Advanced Care Practitioner appointment		53.53%
402		23.17%
174		10.79%
81		12.52%
94		751		1

		Nurse appointment		65.47%
766		20.85%
244		6.84%
80		6.84%
80		1170		1

		HCA appointment		51.64%
331		24.96%
160		7.49%
48		15.91%
102		641		1
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Q20: Overall, how satisfied are you with the consultations and quality of care that our clinicians provide?

Answered: 2028   ,: 1035
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Very	GP appointment	Advanced Care Practitioner	Nurse appointment	HCA appointment	0.56020000000000003	0.55649999999999999	0.65469999999999995	0.52790000000000004	Quite	GP appointment	Advanced Care Practitioner	Nurse appointment	HCA appointment	0.30990000000000001	0.28070000000000001	0.25109999999999999	0.27939999999999998	Not very	GP appointment	Advanced Care Practitioner	Nurse appointment	HCA appointment	9.2899999999999996E-2	7.4499999999999997E-2	5.6800000000000003E-2	8.09E-2	Not at all	GP appointment	Advanced Care Practitioner	Nurse appointment	HCA appointment	3.6999999999999998E-2	8.8200000000000001E-2	3.7400000000000003E-2	0.1118	







Q20: Overall, how satisfied are you with the consultations and quality of care that our clinicians provide?

Answered: 2028   ,: 1035

				VERY		QUITE		NOT VERY		NOT AT ALL		TOTAL		WEIGHTED AVERAGE

		GP appointment		56.02%
1061		30.99%
587		9.29%
176		3.70%
70		1894		1

		Advanced Care Practitioner		55.65%
448		28.07%
226		7.45%
60		8.82%
71		805		1

		Nurse appointment		65.47%
910		25.11%
349		5.68%
79		3.74%
52		1390		1

		HCA appointment		52.79%
359		27.94%
190		8.09%
55		11.18%
76		680		1
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Q21: Once you are in the surgery, how long do you typically have to wait to see the GP/Nurse/HCA?

Answered: 2008   ,: 1055
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Less than 10mins	GP	Advanced Care Practitioner	Nurse	HCA	0.41070000000000001	0.5575	0.66300000000000003	0.58099999999999996	Between 10 and 20mins	GP	Advanced Care Practitioner	Nurse	HCA	0.52280000000000004	0.39889999999999998	0.3155	0.37380000000000002	More than 20mins	GP	Advanced Care Practitioner	Nurse	HCA	6.6600000000000006E-2	4.36E-2	2.1499999999999998E-2	4.5199999999999997E-2	







Q21: Once you are in the surgery, how long do you typically have to wait to see the GP/Nurse/HCA?

Answered: 2008   ,: 1055

				LESS THAN 10MINS		BETWEEN 10 AND 20MINS		MORE THAN 20MINS		TOTAL		WEIGHTED AVERAGE

		GP		41.07%
722		52.28%
919		6.66%
117		1758		1

		Advanced Care Practitioner		55.75%
422		39.89%
302		4.36%
33		757		1

		Nurse		66.30%
1019		31.55%
485		2.15%
33		1537		1

		HCA		58.10%
373		37.38%
240		4.52%
29		642		1
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Q22: Are you happy with the time you typically wait to see the GP/Advanced Care Practitioner/Nurse/HCA once you are in the waiting room?

Answered: 1984   ,: 1079
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 	Yes	No	0.89970000000000006	0.1003	





Q22: Are you happy with the time you typically wait to see the GP/Advanced Care Practitioner/Nurse/HCA once you are in the waiting room?

Answered: 1984   ,: 1079

		ANSWER CHOICES		RESPONSES		

		Yes		89.97%		1785

		No		10.03%		199

		TOTAL				1984
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Q23: The core hours for the practice are 8.30am to 6.00pm every day.  We also offer appointments outside these hours with other healthcare practitioners such as the evening video consultations; dressing clinics on a Saturday and appointments with a first contact physio. Outside of these times, the Out of Hours (OOH) service operates.  Are you happy with the practice opening times as described above?

Answered: 2059   ,: 1004
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 	Yes	No	0.90239999999999998	9.7600000000000006E-2	





Q23: The core hours for the practice are 8.30am to 6.00pm every day.  We also offer appointments outside these hours with other healthcare practitioners such as the evening video consultations; dressing clinics on a Saturday and appointments with a first contact physio. Outside of these times, the Out of Hours (OOH) service operates.  Are you happy with the practice opening times as described above?

Answered: 2059   ,: 1004

		ANSWER CHOICES		RESPONSES		

		Yes		90.24%		1858

		No		9.76%		201

		TOTAL				2059
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Q24: Do you feel that Unity Health is responsive to your needs?

Answered: 1843   ,: 1220
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 	Yes	No	0.7732	0.2268	





Q24: Do you feel that Unity Health is responsive to your needs?

Answered: 1843   ,: 1220

		ANSWER CHOICES		RESPONSES		

		Yes		77.32%		1425

		No		22.68%		418

		TOTAL				1843
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Q25: We have recently introduced a new telephone system which enables calls to be ‘overflowed’ to any surgery if the waiting time to be answered at your chosen surgery site is too long; enables calls to be recorded and has a ‘call-back’ facility which ‘holds’ your place in the queue and calls you back when you reach the top of the queue.Were you aware of the new telephone system:

Answered: 1959   ,: 1104
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 	Yes	No	0.30320000000000003	0.69679999999999997	





Q25: We have recently introduced a new telephone system which enables calls to be ‘overflowed’ to any surgery if the waiting time to be answered at your chosen surgery site is too long; enables calls to be recorded and has a ‘call-back’ facility which ‘holds’ your place in the queue and calls you back when you reach the top of the queue.Were you aware of the new telephone system:

Answered: 1959   ,: 1104

		ANSWER CHOICES		RESPONSES		

		Yes		30.32%		594

		No		69.68%		1365

		TOTAL				1959
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Q26: We are looking at making changes to the telephone answering system to try to improve telephone waiting times. This might be improved if we move away from the current system where each surgery has its own telephone number and you call your own surgery site to you calling a more centralised team and we would appreciate your views on this.  Please rank the following options; where 1 is your first preference; 2 your second preference etc

Answered: 1981   ,: 1082
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Q26: We are looking at making changes to the telephone answering system to try to improve telephone waiting times. This might be improved if we move away from the current system where each surgery has its own telephone number and you call your own surgery site to you calling a more centralised team and we would appreciate your views on this.  Please rank the following options; where 1 is your first preference; 2 your second preference etc

Answered: 1981   ,: 1082





Powered by



Q27: We are aware that many of us have struggled more with anxiety, depression and mental health over recent months. During this time have you and/or any family members experiencing these issues found Unity Health to be supportive when discussing them?

Answered: 1916   ,: 1147
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 	Yes	No	N/A	0.19259999999999999	0.1028	0.7046	





Q27: We are aware that many of us have struggled more with anxiety, depression and mental health over recent months. During this time have you and/or any family members experiencing these issues found Unity Health to be supportive when discussing them?

Answered: 1916   ,: 1147

		ANSWER CHOICES		RESPONSES		

		Yes		19.26%		369

		No		10.28%		197

		N/A		70.46%		1350

		TOTAL				1916
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Q28: We have recently employed social prescribers to help patients with social issues such as debt, unemployment, housing, loneliness, befriending.Were you aware of this service?

Answered: 1956   ,: 1107
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 	Yes	No	5.9299999999999999E-2	0.94069999999999998	





Q28: We have recently employed social prescribers to help patients with social issues such as debt, unemployment, housing, loneliness, befriending.Were you aware of this service?

Answered: 1956   ,: 1107

		ANSWER CHOICES		RESPONSES		

		Yes		5.93%		116

		No		94.07%		1840

		TOTAL				1956
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Q29: If you’ve used the service, have you found it useful?

Answered: 211   Skipped: 2852
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 	Yes	No	0.18010000000000001	0.81989999999999996	





Q29: If you’ve used the service, have you found it useful?

Answered: 211   Skipped: 2852

		ANSWER CHOICES		RESPONSES		

		Yes		18.01%		38

		No		81.99%		173

		TOTAL				211
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			GP			0.6774			0.2442			0.0537			0.0247
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                Patient survey 2023/2024: report, analysis and improvement plan



The patient survey ran for three weeks during February 2024. This was available online via SurveyMonkey. A text was sent to all patients who have registered a mobile number with us, and a notice was also put on the homepage of our website. We received responses from 3063 patients compared with 1726 last year. 



The results were discussed with the PPG on the 8th March 2024 and areas for improvement were identified.



Demographic Data

· Demographic data showed a reasonable split between male and female respondents (39%: 56%) with 5% that preferred not to answer/describe themselves in a different way (most of these seemed to be objecting to man including trans man etc).  There was a broad spread of age ranges as well as a good cross-section of those who attend rarely, occasionally and regularly. 10% attend regularly, which is positive to know we are basing decisions on the needs of our wider population not just those who attend regularly.  There was also a reasonably equal split of patients responding across our sites (22 – 28% per site), except for Long Crendon which had fewer patients respond (8.5%) – this may be that these patients identify themselves with an alternative site.



Appointment System

· 86% of patients reported that they were aware of the new appointment system and how it works. This is a good result especially considering the new appointment system (which was a radical change) was only introduced in July 2023.

· 56% of patients were either happy or very happy with the appointment system, this is lower than last year (60%). Understandable given that it is a completely new appointment system launched in July 2023. Felt we should continue with patient education on how to use the new system

· Consulting with the GP of your choice. Many people (43.4%) have not needed to book with a specific GP. Of those that felt this was important to them; 43% were able to book with their preferred GP and 57% were not. Felt this was an area we should look at for improvement.

· We asked questions about how happy patients were with the different types of consultation we offer. Having looked at this in detail with the PPG, we are not sure what this is telling us and how useful it was as a question.



In the open text comments, there were many positive themes in relation to the flexibility that the appointment system offers:

· Convenient

· Easy to use

· Saves time for patient and GP

· Explain problem better – leads to better consultation 

· No queuing on the phone to get through to reception to make an appointment – avoids the early morning rush

· Efficient

· Accessible and fair – based on need, not 8am ‘rush’



In terms of areas for improvement, the common themes were:

· Integrate with NHS app

· More continuity would be helpful

· More f:f appointments – not all on telephone (although our analysis shows we often have too many f:f and not enough telephone slots)

· Ability to complete the form outside the current hours. Feel this is something we could look at over 2024/25

· Form doesn’t always fit the symptoms - ? review the form with Klinik

· Can form self-populate

· More Drs and full-time Drs

· Go back to the old system



Online access

· When asked which elements of Patient Access they were aware of; over 90% were aware of the ability to order repeat medication. Viewing medical records; tests results; booking nurse appts were all around 60%. Felt we could do some patient education around using patient access



Quality of Care

· For patients with a long-term condition:

· Over 73% felt involved in their own healthcare and its management (compared to 70% last year and previous survey was 85%). We feel this is probably a reflection of the fact that we carried out fewer LTC reviews over covid and is now starting to improve slowly.

· 47% had their test results (e.g. blood test results, peak flow results etc) in advance of their annual review appointment. This is a slight improvement on last year (44%).

· When asked how well the patient felt they were listened to the following results were concluded:

· 92% of patients felt the GP and nurse listened either very well or well to their concerns. This is a the same as last year.. 

· 85% of patients felt the Advanced Care Practitioner listened to their concerns either very well or well. This is the same as last year.  

· 80% felt the HCA listened to their concerns either very well or well. This is the same as last year.

· When asked how involved the patient felt in the decision-making about their care, the following results were concluded:

· [bookmark: _Hlk160719079]84% of patients seeing a GP felt involved in the decision making about their care; this is the same as last year. 

· 88% of patients seeing a nurse felt involved in the decision making about their care, this is the same as last year.

· 79% of patients seeing an Advanced Care Prctitioner felt involved in the decision making about their care; this is the same as last year.

· 76% of patients seeing an HCA felt involved in the decision making about their care; this is the same as last year.

· When asked how well the patient understood what they needed to do next (e.g. what action to take after a blood test etc), the following results were concluded:

· 84% of patients seeing a GP reported they understood very well or quite well what they needed to do next This is a deterioration compared to last year (86%). 

· 86% of patients seeing a nurse reported they understood very well or quite well what they needed to do next This is the same as last year.

· 77% of patients seeing an Advanced Care Practitioner reported they understood very well or quite well what they needed to do next This is a deterioration on last year (82%)

· 77% of patients seeing an HCA reported they understood very well or quite well what they needed to do next. This is increase on last year (75%)

· When asked how satisfied the patients were with the consultations and the quality of care that our clinicians provide, the following results were concluded: 

· 87% of patients were very happy or happy with the overall quality of care provided by our GPs. This is a slight increase on last year (86%)

· [bookmark: _Hlk160719613]91% of patients were very happy or happy with the overall quality of care provided by our nurses. This is the same as last year.

· 84% of patients were very happy or happy with the overall quality of care provided by our Advanced Care Practitioners. This is the same as last year.

· 80% of patients were very happy or happy with the overall quality of care provided by our HCAs. This is the same as last year.

· 77% of patients reported they feel Unity Health is responsive to their needs. This is an improvement on the previous year which was 73%

· 65% of patients who reported family members or themselves struggling with anxiety, depression or their mental health, found Unity Health supportive when discussing these matters. Last year this was 63%





Opening hours and waiting times

· 90% of patients reported being happy with the practice’s opening times. This is an improvement on last year’s results (86%). 

· When the patients were asked how long they typically have to wait to a clinician once they are in the surgery, the following results were concluded:

· Waiting times for GP appointments have improved, with 7% of patients reporting waiting more than 20 minutes, compared to 10% last year.

· Waiting times for nurse appointments have improved, with 2% of patients reporting waiting more than 20 minutes, compared to 3% last year.

· Waiting times for ACP appointments have improved, with 4% reporting waiting more than 20 minutes for an appointment with an Advanced Care Practitioner, compared to 8% last year.  

· Waiting times for HCA appointments have improved with 4% of patients reporting waiting more than 20 minutes, compared to 7% last year.



Overall, 90% of patients reported they are happy with the time they typically wait to see the GP/Advanced Care Practitioner/Nurse/HCA. We are pleased that the majority of patients completing the patient survey are happy with the waiting room times, as well as the improvement in the waiting times with GP and nurse appointments. 



Telephone System

· 30% of patients reported they were aware of the new telephone system. 

· We asked some questions to ascertain patient’s possible preferences between calling their own site and phone queuing times to see which was most important to them. Almost 50% voted having a single central telephone number for Unity Health as their worst (4th) choice. 45% voted to wait in the queue at their chosen site regardless of wait time. If calls are to flow, patients are indifferent as to whether this if for appointment requests or enquiries.

We will take these views into account should we look to change the system for telephoning the Practice



PCN – Social Prescribers

· 95% of patients reported they were not aware of the social prescribing services available. This is the same as last year.

· 18% of patients that have used the social prescribing service found this helpful. This is a deterioration from last year (24%)

The practice does not provide this service directly – it is provided by the PCN. We will feed this back to the PCN management team/board for them to consider.





General comments 

Overall, there were some very positive open text comments about the practice:

· Reception team are kind and helpful

· Clinical staff are lovely – caring, empathetic; listen, support and don’t judge

· Good to have other staff eg physio, paramedics

· Prompt and efficient

· Well run and professional

· Modern and clean

· Good to be offered appointments at other site 

· Access good – generally able to book appointments

· Much better than many others



In terms of improvements that could be made, common themes included:

· Better car parking facilities 

· The reception areas are a bit ‘cold’ -make more welcoming, children’s area etc

· More presence and services available in Long Crendon 

· To be informed when patients have been assigned a new doctor.

· Quicker turn over for prescriptions/medications

· More GP’s

· More appointments

· Better ability to see named/usual GP

· Receptionist need to be friendlier – also address confidentiality on reception

· Waiting times on the phone

· More proactive monitoring and prevention





Areas for improvement

Overall the PPG were very pleased with the results of the patient survey, particularly given the major change we made to the appointment system in July 2023 which patients are still adapting to. 



The following are areas agreed to consider for improvement:



· We would investigate whether we can improve being able to access the patient’s GP of choice (we may also need to amend the question since the part time GP workforce needs to be taken into account)

· We will investigate how we can improve continuity alongside improving access

· We will consider whether we can safely open Klinik outside the current opening hours

· We will discuss with Klinik possible changes to the questions/form to improve patient experience

· We will provide more communications to patients on how patient access can be used for more than appointment booking and how to best use the appointment system 

· If considering changing the way patients access the practice via telephone, we will take into account the patient survey responses to this question

· Next year we will consider reducing the questions 17, 18, 19 and just asking one overall question on quality of care. We will also review the question on different types of consultation and whether this provides any useful information





image1.png

=2
UnityHealth







