Quay Lane Surgery
Patient Participation Group Report 2013

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

Practice Profile 
Quay Lane Surgery is a well established dispensing GP practice based in St. Germans, there is also a branch surgery at Downderry.  Our practice has two full time doctors and one part-time doctor who work in partnership and a part-time salaried doctor.
We draw our patients form both the immediate area as well as many surrounding villages. We have 4,411 registered patients spread across all age groups. Although the large majority of our patients are recorded as being “White British” we do also have a number of patients from other ethnic backgrounds (see previous report).
Group Profile
There are 14 members of Quay Lane PPG, seven female and seven male, aged between 40 and 79.  Not all members of the group attend the meetings regularly but still have an active involvement.  The patients that form the group are representative of sections of the local community and include workers, parents and retired patients. There is no young patient representation or those from ethnic backgrounds despite actively advertising.  However, we do have representation from carers, the local residential home and patients with knowledge of various chronic diseases and disabilities. 

Methods used to publicise
Following on from the first report, which details the background to the development of the PPG at Quay Lane Surgery, there was a concerted effort to widen representation of patients based on the social demographics of the practice. This was achieved in a number of ways by actively advertising both through the practice website, practice booklet, handing leaflets to patients at both surgery premises and speaking to patients opportunistically. Patients across all age ranges, all ethnic backgrounds and across widely varying working patterns were asked. There was a variable degree of interest and uptake dependent on individual circumstances. Notices were also placed within the surgery premises advertising the PPG.
Virtual Patient Representative Group
This continues to be an area under development.  We do not currently have any virtual members; however, several members of the group are still actively involved despite not attending meetings regularly.
Communication
The group meet at regular intervals at Quay Lane Surgery to decide ways and means of making a positive contribution to the services and facilities offered by the practice to its patients.  Meetings are routinely attended by members of the PPG, the Practice Manager and a Doctor.  It is open for all practice staff to attend, who do so on occasions.  Minutes of all meetings are made available to all members of the group by e-mail or by post and go on the Practice website (www.quaylanesurgery.co.uk).  At these meetings friendly and constructive discussions take place about the quality of service at the point of contact with reception, opening times, practice staff handling of patient queries, comments about clinical care, concerns and suggestions about the premises and facilities available for the provision of health care, notices and advertising health services and suggestions regarding improvements. 

Health Strategy Group
Along with the other two local surgeries in Saltash the Practice is a member of the Saltash Health Strategy group which includes representation from Peninsula Community Health, Cornwall & Isles of Scilly PCT, and adult care and support from the County Council. The public is also represented at this meeting and one of our PPG members is a delegate from Saltash Gateway Community Interest Company which has itself in the last twelve months organised a consultative network for local organisations and individuals interested in health and wellbeing. The link to this is www.saltashgatewaycic.co.uk 

Peoples Commissioning
The group remit has been extended for nominated members to address single GP practice issues and provide a locality support process for commissioners so that local needs can be identified. Where appropriate, the PPG’s are also able to engage in wider Primary Care Trust patient and public involvement activity.
Patient Survey Results
A practice survey was held towards the end of 2012 and 142 questionnaires were completed and returned.  

The results of the patient survey were discussed with the PPG at a meeting held in March 2013.  Agreement was made with the group of proposed changes and recommendations for actions identified are:
	ACTIONS IDENTIFIED

	ACTION REQUIRED
	TIMED
	COMMENT
	COMPLETED

	Waiting times after the appointment for a GP had been identified as being too long (45% of patients highlighted this) 

(Q1 – 2)

However 95% patients who highlighted this also said it was fair to very good  (Q3)


	Ensure surgeries start on time - consider interruption factors.  Measures to be put in place to reduce interruptions i.e. phone calls and paperwork 
	With Immediate effect  
	Action started following results of survey  in December 2012

Measures have been put in place and improvements already made


	Ongoing

	Privacy for patients at reception and evening surgeries 
(Q6+7)


	Posters to be displayed informing patients of services

Information on the website to be updated

	By May 2013
	Evening surgeries are offered and are available to patients who work and are unable to attend during normal working hours


	 Website update completed March 2013

Poster displayed about privacy for patients

March 2013

	Unrelated questions can be removed from next years survey
	The national GPAQ (General Practice Assessment Questionnaire) will be used next year to benchmark QLS against other surgeries achievements


	April 2014
	It was agreed that the national survey would be used.  It is necessary for the Doctors re-validation.
	


Discussions:
The comments made by patients on the patient questionnaires, was discussed within the group.  It was noted that all comments were very positive.
· 99% of patients who left a comment said the service was good or excellent

· Suggestions for improvements were taken to a PPG group meeting for discussion (see minutes of meetings on the practice website for further information)

A member speaking on behalf of the group wanted it noted that the appointment system at the Surgery was splendid and the service provided was excellent.  The receptionists are always friendly and nothing is too much trouble for them.  This was reflected in the comments on the patient questionnaires.  
There are no contractual considerations to be discussed with the Primary Care Trust.

There were no issues that could not be addressed arising from the questionnaire.

Please see the PPG section on the Practice website for the results of this year’s patient questionnaires.

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

Opening times of the practice premises 
Access to services at the surgery can be made in person or via the telephone.
Opening Times – Quay Lane Surgery, St Germans 
	
	Morning 
	Lunch Closed 
	Afternoon 

	Monday 
	0830 – 1300 
	1300 – 1400 
	1400 – 1800 

	Tuesday 
	0830 – 1300 
	1300 – 1400 
	1400 – 1800 

	Wednesday 
	0830 – 1300 
	1300 – 1400 
	1400 – 1800 

	Thursday 
	0830 – 1300 
	1300 – 1400 
	1400 – 1800 

	Friday 
	0830 – 1300 
	1300 – 1400 
	1400 – 1800 


Opening Times – Downderry Surgery, Downderry 
	
	Morning 
	Lunch Closed 
	Afternoon 

	Monday 
	0900 – 1230 
	1230 – 1400 
	1400 – 1800 

	Tuesday 
	0900 – 1230 
	1230 – 1400 
	Closed 

	Wednesday 
	0900 – 1230 
	1230 – 1400 
	1400 – 1800 

	Thursday 
	0900 – 1230 
	1230 – 1400 
	1400 – 1800 

	Friday 
	0830 – 1230 
	1230 – 1400 
	Closed 


 

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

· Week 1 Wednesday 

· Week 2 Wednesday

· Week 3 Wednesday

· Week 4 Wednesday

· Week 5 Thursday

These appointments will be for routine consultations and run from 6.30 - 8.45 pm and must be booked in advance.
This report has been made available to all patients and to members of the Patient Participation Group, by display on the notice board in the practice premises and on the Practice website (www.quaylanesurgery.co.uk). In addition a copy of the report has been made available to the PCT. 
Report compiled by: DT, March 2013
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