Queens Avenue Surgery Patient Participation Report
2013-14

Introduction
The Practice has been running the patient survey annually since 2005. We have been
collecting patient opinions in order to help evaluate and improve our services. The Patient
Participation Group was formed also during 2005 and we have met with the PPG twice
yearly since then to help analyse and discuss the survey results. The results of our surveys
and action plans are posted each year on the waiting room notice board and in more recent
years on our practice website.

The PPG [Patient Participation Group] help the practice with the following:









Offer views from a patient’s perspective.
Interpret patient survey feedback
Identify the needs of our patients
Make recommendations where possible
Plan change as a result the findings
Measure the impact of what we have done.
Improve the quality of care
Help shape the future of the surgery

1] Structure of the PPG Group
The PPG is at present made up of ten volunteers, both male and female and of different
ethnicity. They range between the ages of 43 and 78 and they are all registered patients at
Queens Avenue Practice. We have two new members this year.

This year the practice has elected a chair person from the group to assist with meetings. The
practice has paid the annual subscription for the group to join NAPP [The National
Association for Patient Participation] and all members have been given the password to
access the NAPP website. This allows the group access to guidance and information relevant
to national standards.

NB: Table below shows breakdown of Patient Participation Group

PPG PANEL
PROFILE
2013-14
AGE

MALE

FEMALE

ETHNICITY

0-16

0

0

0

17-34

0

0

0

35-54

0

3

3
1 Irish
1 Caribbean
1 white British

55-74

3

3

6
2 Irish
2 white British
1 white European
1 British mixed

75+

1

0

1
1 white British

TOTAL

10

2] PPG Representation
The practice welcomes new members; we advertise for new members both on our website
and through posters in the waiting room .We have experienced some difficulty finding
joiners from the younger generation.

3] Agreement with PPG regarding Practice issues
The Chair, PPG and practice are all in touch via email before each meeting to draw up the
agenda, the date having been at the previous meeting. The practice administrator will send
out a reminder a week before.
During our summer meeting in the summer of 2013, we reviewed the practice questionnaire
and made changes to the wording as requested by the group, we added in age bands
instead of asking patients their actual age.
At our most recent meeting on the 31/01/2014 the practice and PPG reviewed our patient
survey results. It was noted that 20% of patients had experienced problems getting through

on the telephones and as a result of this finding the practice agreed to look at improving the
telephone system.
Comments made by patients during the survey indicated that there was some
dissatisfaction with the appointments system, the practice has agreed to look at an on line
appointment system which would allow patients to book their own appointments rather
than having to contact the surgery.
New elements which were introduced by the practice during 2013 and discussed at the last
PPG meeting:
 The practice has extended its telephone and opening hours during 2013 and now
opens 3 mornings a week at 8.00am; appointments start half an hour earlier at 8.30
am.The practice has informed patients through the website, posters and practice
leaflet.
 New electronic check in screen for patients who are attending for an appointment.
 Text message reminders are sent out to patients with booked appointments.

4] How the practice obtained the views of our patients
The survey was drawn up and approved of by the PPG and practice team and is reviewed
annually. Posters are displayed in our waiting room and a notice on our practice website
informing patients that we are running a survey.
This year the survey ran for a total of three months. We received 1089 completed
questionnaires, which amounts to approximately 20% of our patient list. We started the
survey in September and finished at the end of December. We chose this time of year
because all partners and nurse were present.
The practice staff handed out the questionnaires to all patients who were attending for an
appointment, so that they could read it before their consultation. Pens and books to rest
forms on were also provided. Patients were asked not to put their name on it but were
asked to insert the name of the doctor they were seeing. This allowed us to produce
individual results as well as overall results. The patients were also asked to place their
completed questionnaires in the box in the waiting room and not give to reception. These
were then collected at the end of each surgery. When the survey finished the data was then
typed into a statistical software package to help us obtain the figures and percentages we
needed for analysis.

NB: An example of the patient survey questionnaire used this year is shown below:

5] Discussing our Action Plan and agreeing changes with PPG
The results of our most recent patient survey were emailed to all the members of the group
a month in advance of the meeting. A reminder of the meeting was sent out by the practice
administrator. The action plan is formed as a result of our meeting with the PPG group each
February and followed up in the summer. We analyse the patient survey results and we see
where changes can be made to help improve our services. The practice will implement
change as a result of the PPG recommendations. The Practice Administrator and Chair keep
in touch with the PPG and Doctors by e mail in between meetings.
All meetings are attended by the PPG, Doctors and the practice administrator.

6] Details of the Action plan 2013
The main points to come out of the last PRG meeting were:
1] Introduce an on line appointment booking service for patients.
2] Improve telephone access, the practice to contact our telephone supplier to see how we
can improve our present system.
3] Rephrase patient survey questions.
4] Provide coat hook in Patient toilet

7] Summary and Statistical evidence
The practice and PPG have analysed the 2013 survey results and compared results the
results of 2012 to 2013, the slides used for our meeting are displayed below.
Findings show an improvement on last year’s results, but with some concern around survey
questions with the lowest scores. i.e. telephone access and availability of appointments

8] Opening Hours of the Practice premises
The Queens Avenue Surgery opening times are as follows:

Telephones 02088831846
Open all day Monday to Friday from 8.00am until 6.30pm

Doors:
Open Monday to Friday from 8.30am until 11.00am and from 4.00pm until 6.00pm

When the surgery is closed:
Out of Hours please phone 111

