Dr Rowan & Dr Serrano Roebuck Surgery 
Patient Participation Group Report
Background
Roebuck Surgery is divided into 4 individual practices and looks after a total of 13500 patients. Hastings & St Leonards have high unemployment rates and a high proportion of those out of work are claiming Incapacity & Disability Benefits (20.9% were listed as permanently unable to work in 2001 due to disability or illness). Pockets of Hastings & St Leonards have high deprivation rates. Over 40% of homes have no earner which is significantly above the national average. There is a high elderly population and a prevalence of mental health issues. 
The Practices at Roebuck decided as they share premises it would be better and more representative to form a joint Patient Participation Group together. This also includes representatives who use Dr Chopra’s branch surgery at Guestling. 
Practice Population Profile
Age
	Age

Range
	0-4
	5-14
	15-24
	25-34
	35-44
	45-54
	55-64
	65-74
	75-85
	85-89
	90+

	Male
	111
	247
	297
	239
	299
	391
	274
	273
	137
	29
	9

	Female
	107
	220
	278
	238
	275
	308
	271
	247
	162
	69
	36

	TOTAL
	218
	467
	575
	477
	574
	699
	545
	520
	299
	98
	45


Sex

Males 2306


Females 2211

Total 4517
Ethnicity

We have recorded Ethnicity data on 75% of registered patients and of these 3.68% are reported as being from ethnic minorities. These figures may be distorted as our clinical recording system has British & mixed British under the same category. According to the 2001 census report 94.5% of residents were born within the UK and Ethnicity was at 3%.
Patient Representation Group Profile

	Age

Range
	<14
	15-24
	25-34
	35-44
	45-54
	55-64
	65-74
	75-85
	85+

	 
	0
	0
	0
	1
	3
	1
	1
	3
	0


Males: 2
Females  7   Total 9

Ethnicity 100% British/mixed British
Other 
Members represent different employment status, marital & family group settings. One member feeds back to the Old Town Residents Association. Also represented are those with chronic health conditions, a young persons group, the visually impaired and long term issues relating to the elderly population including Alzheimers.
Differences between the practice population and Patient Participation Group
The PPG is only recently established and membership is still fluctuating from meeting to meeting with a couple having left after the first meeting and more people coming on board. It is hoped that as more patients become aware of the activities of the group that they will wish to become involved. However some groups such as the very young and very elderly are generally hard to represent at meetings. All patients can become involved and the group is promoted on the website and in surgery waiting rooms. 

How did the Practice ensure that every effort was made to get a representative number of patients on the group? 
In establishing the PPG, some patients were approached by the staff or by the GPs, others came forward following advertising in surgery waiting rooms. We also wrote to a number of patients from different backgrounds to invite them to the meetings. The group meetings are advertised in surgery waiting rooms. In order to be more representative the group surveys and encourages the views of all registered patients who are willing to participate in the survey.

Patient Survey (questionnaire)

The patient group developed the survey, working together with the practice, based on previous national surveys that have been completed. The group were involved in the creation of the 18 question survey and the collation of the results. 

The purpose of the survey was to gain a better understanding of the patient’s perception of the current level of care and identify areas for improvement. Patients attending surgery over a time period whether to see the doctor, or make an enquiry at the reception were asked to participate. 
A total of 50 of Dr Rowan’s patients were surveyed and 40 of Dr Serrano’s patients. Of those surveyed 5% considered themselves to have a long term disability and 5% had carer responsibilities for a person with long term health problems or a disability. 

The results of the survey were collated and reviewed by the group working with the Practice. The results were reviewed at a PPG meeting and an action plan was compiled. The results of this survey have been made available on the Practice website and a summary of results included in the patient newsletter. A copy of this report will be available to any patient who requests one. 
ACTION PLAN – 20th March 2012
	ISSUE
	ACTION REQUIRED
	BY WHOM
	TIMESCALE

	Doctors Surgeries Running Late


	-  Better communication between reception staff & patients of delays

- Review at further survey

- Investigate installation of message screens in waiting areas
	- Management team 

- Patient Group

- Sarah Upton & Tracy White
	- end October 2012

- before next meeting

	Parking*

	To make parking information available to patients in printed communications and on the website.


	Management Team
	- end April 2012

	Internet & Interactive Services**

	To survey patients on demand for online prescription ordering, appointment management
	Patient Participation Group
	- end October 2012

	Advance Bookings
	- To communicate better with patients that they are able to book appointments in advance, by promoting this in the newsletter & on the website. 
	Management Team
	- end April 2012


*  Parking is only available on-street and in public car parks near the Roebuck Surgery, it is something that the surgery have no influence over. 
** several patients had made suggestions in the comments section of the questionnaire about online services. It was agreed we should find out the demand for such services. 

Practice Opening Hours
Roebuck Surgery reception is open Monday to Friday 8.30am to 6.30pm.

The practice is shut between 1-2pm for lunch.

A full list of clinic times is available on the website. 

Extended hours services include appointments from 7.00am on Tuesday mornings and Wednesdays until 6.30pm. Out of hours the Practice is assisted by South East Health Ltd.
Conclusion:

The Patient Participation Group has concluded that future surveys should be reduced in length and the questions more objective & concise. 

Overall the Practice received positive comments:

· 90% of patients surveyed would recommend the practice.

· 90% of patients found it easy or very easy to book an appointment on the day or the next 2 week days

· 73% patients were very satisfied with the service provided
· 92% found the reception staff very helpful

The next survey will take place before the end of December 2012 and the surgery will aim to ensure that this is more widely distributed and representative of the surgery population. 
