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	Dunchurch Surgery

Patient Participation Group Report 2013/14


	Introduction



	Dunchurch Surgery is a semi-rural practice, situated in the heart of Dunchurch village, two miles south of Rugby.  Dunchurch Surgery is on Dunsmore Heath, off Rugby Road, just behind the Dun Cow Hotel in the centre of the village.  Dunchurch Surgery is part of Arden, Herefordshire & Worcestershire Area Team and the Coventry & Rugby Clinical Commissioning Group.  


	Practice Demographics & Patient Participation Group Profile


	We have a patient list size of around 7600. Our Practice area is Dunchurch, Cawston & surrounding villages. 

Please see link on website page for patient demographics.
age.sex clinial audit 7.3.14.doc
Please see links on website page for ethnicity profile. Data taken from the Office of National Statistics, census data 2001 for Dunchurch & Thurlaston ward and comparative data for Rugby
Dunchurch and Thurlaston.doc 

Rugby.doc
Following discussion at a Practice meeting in 2011, it was agreed that we should display posters in the waiting room & leave copies of patient information leaflets in the waiting room about establishing the Patient Participation Group. In addition to this and to attempt to engage minority groups, the Partners looked through our carers register, mental health & learning disability registers & appropriate patients were sent a letter with an information leaflet and inviting them to join the PPG. The Midwife & Health Visitor were also asked to provide a list of patients who they thought may be appropriate to contact in an attempt to engage younger patients.

PPG profile- We had 19 positive responses in total and the group was formally established in September 2011. The original group profile is as follows-

 Females = 42%                 Males = 58%                    White British group = 100%

25-34 year old = 11%      55-64 = 26%    65-74 = 42%    75-84 = 16%    84+ = 5%

The PPG is not fully representative of some minority groups, but does represent the Practice demographics well. Minority groups were targeted but some people felt unable to join the group.

PPG 2013/14- There are 12 members that attend the Patient Participation Group meetings.


	Patient Participation Group 2013/2014


	The PPG meets approximately quarterly. At the meetings we discussed undertaking a patient questionnaire late 2013. The questionnaire was emailed to all PPG members for their comments. It was agreed that the questionnaire would be based on the following priority areas-

· Access to Drs/Nurses

· Obtaining repeat prescriptions / Obtaining test results

· Facilities/Confidentiality of waiting room.

· General issues - Positive comments and suggestions for improvements- an opportunity for additional comments/feedback.

It was agreed that the questionnaire should be handed out to all those attending the surgery over a 3 week period between 7/10/13-18/10/13 to ensure a representative sample and high response rate. 

We have discussed the results from the questionnaire undertaken in October 2013 and the subsequent actions taken.
Please see links on website page for the action plan and the information poster and leaflet that was displayed in Practice waiting room.
ACTION PLAN 2013.doc


	Patient Questionnaire results 2013


	250 questionnaires were handed out over a 3 week period between 7/10/13-18/10/13. We received 207 completed questionnaires. This represents an 83% response rate.

Please see links on the website page for the PowerPoint presentation of collated results & additional comments.

ppg october 2013.pptx
GENERAL ISSUES all october 2013.doc
The PPG were emailed a copy of the results & additional comments were discussed at our meeting 20/1/2014

	Patient Participation Group Discussion  2014


	The PPG met 20/1/14- see below for minutes of the meeting regarding the PPG’s agreed action plan.

It was agreed that on the whole, the response from the questionnaire was very positive. An 83% response rate makes the survey statistically valid.  As a result of the questionnaire we will

1. To promote our new online appointment booking and cancellation service
2. Improve the telephone system regarding messages
3. Continue to provide and promote on-line repeat prescribing 
4. Contact the Dun Cow & Parish council re potential ideas to improve car parking.


	Questionnaire Action Plan.


	SURVEY FINDING

AGREED ACTION

ACTION BY WHO

ACTION BY WHEN

DATE COMPLETED

Access to appointments 
There appear to be some issues with the telephone system & access regarding the booking of appointments at certain times. We will promote our new facility to book and cancel appointments on-line. If the uptake is good we anticipate that this will allow patients to book certain appointments at their convenience.
Emily Hughes & Reception staff
From January 2014 & On going
Telephone system 
Following many issues with our current phone system and with a view to improve access we will invest in a new telephone system that has an auto attendant facility and will allow call queuing. 
Emily Hughes & Dr Chesser
April 2014
Prescription line information & message 
We will improve the quality & information left in any auto attendant messages regarding prescription ordering and collection. We will also continue to promote & utilise on-line prescribing following positive comments. We will continue to provide the option to order by telephone. 
Emily Hughes
Following installation of new phone system.
Car parking 
We approached 2 companies in 2012 re car parking and they agreed that we were unable to gain any further spaces. The car park was re-laid and re-surfaced. We have also promoted the fact that there is alternative parking in the village. An option may be to put a gate through the party wall between the Surgery car park and the Dun Cow car park, we will investigate this option. 
Emily Hughes & Dr Chesser
AUGUST 2014



	PRACTICE OPENING HOURS & ACCESSING SERVICES

	All surgeries are by appointment only.  You can book an appointment in person, or by calling 01788 522448, up to six weeks ahead. If you book in advance you can choose which doctor you want to see, though this may not be possible at short notice. The practice will endeavour to comply with any reasonable preference for a doctor, however, if you need to be seen urgently it may be with any doctor within the practice. If you have an urgent problem and need a same-day appointment, please call as early as possible- we will always try to fit you in. 

Doctors’ morning surgeries start from 8.40am. Afternoon surgeries start from 2.30pm. The last appointment is 6.20pm

All appointments are for 10 minutes.  If your problem is particularly complicated, or you have more than one problem; please ask for a double appointment.  
If you cannot attend for an appointment you have booked it is important that you let us know so that it can be offered to somebody else. If you do attend, but are late, you may be asked to wait until the end of surgery or be asked to make another appointment later on.

Dr Ian Czerniewski

Mornings- every morning





Afternoons- Monday, Tuesday, Thursday, Friday 

Dr Elizabeth Roberts

Mornings- Monday, Wednesday, Thursday






Afternoons- Wednesday, alternate Thursdays 

Dr Kate Reynolds

Mornings-Tuesday, Thursday, Friday






             Afternoons- Tuesday, alternate Thursdays 

Dr Sam Chesser

            Mornings- every morning




           Afternoons- Monday, Wednesday, Thursday, Friday 
Dr Eileen Berridge
          Tuesday afternoon (Child Health)




          Wednesday morning 

Other doctors are also available for both morning and afternoon surgeries. The practice has been accredited for General Practitioner training since 2000, and fully qualified doctors work under the close supervision of Dr Czerniewski and Dr Reynolds.  The Practice are able to offer general medical services, family planning advice, maternity care, minor surgery and child health surveillance. Most problems can be dealt with during a normal appointment, including cervical smears and joint injections, but for certain procedures such as minor surgery, freezing of warts,  fitting of contraceptive coils and implants or for child health surveillance you may be asked to book a special appointment. 
TO REQUEST A HOME VISIT
Your recent medical records are held on computer, so please come to the surgery if at all possible. If you need to talk to the doctor but are too unwell to come to the surgery, then please call before 11am. The doctor may call you back or visit you at home between 11am and 4pm. If you call after 11am it may not be possible for the doctor to visit you that day unless there is a pressing medical need.
TO CONTACT A DOCTOR OUTSIDE SURGERY HOURS

The surgery is open from 8.30am to 6.30pm, Monday to Friday. Out-of hours services are provided by NHS 111, please call 111 to speak to the out of hours service. You can also contact NHS Direct online at www.nhsdirect.nhs.uk, or by calling 08454647.
ACCIDENTS AND EMERGENCIES

If you are confronted by a serious problem such as severe chest pain, shortness of breath or bleeding, call an ambulance, as it is likely to be able to reach you before a surgery doctor can. 
IN AN EMERGENCY DIAL 999
If you have a minor injury or burn, or you think you may have a fracture, please attend the Rugby Urgent Care Centre at the Hospital of St Cross, Barby Road, Rugby, as the practice does not have facilities to offer you a full service for these types of problems. 
DENTAL PROBLEMS

Doctors are not trained to deal with dental problems. Please contact your dentist. If you are not registered with a dentist please call NHS Direct on 0845 46 47
TO SEE A NURSE AT HOME
Nursing care at home is provided by the local district Nursing Team. They are independent of the practice but maintain close working links. They can be contacted via the surgery on 01788 522448 or at the Orchard Centre in Rugby on 01788 551212.

TO SEE A MIDWIFE

The midwifery staff of the University Hospital of Coventry and Warwickshire share care of expectant mothers with the doctors at the practice and can be contacted on 01788 545184. They also provide care for home births and visit new mothers at home after delivery. Appointments can be made through the surgery on 01788 522448. 
TO SEE A HEALTH VISITOR

 Health Visitors can offer expert advice on a wide range of health matters, with particular responsibility for pre-school children and can be contacted on 01788 555134.  A Child Heath Clinic is held at the surgery on Tuesday afternoons, supported by Dr Eileen Berridge. To make an appointment call the surgery on 01788 522448. 
Warwickshire Healthline
03000 247 111
Not an emergency? Don’t know who to call?
There’s now one number for NHS services in Warwickshire.
Warwickshire Healthline is a local rate number, available 24 hours a day, 7 days a week for anyone living in or visiting Warwickshire. 

Warwickshire Healthline is a new telephone service to make it easier for people to access local health services when they need help quickly but it isn’t a life threatening emergency or they don’t know who to call.

Through Warwickshire Healthline, you can access:

· Community health services e.g. district nursing, physiotherapy, occupational 
therapy, health visiting 

· Social care 

· Mental health services 

· Acute clinical services 

· Intermediate care 

FAQs
1.       How does it work? Fully trained call advisers, supported by nurses, will assess your needs and put you in touch with the service which can help.

2.       Why should I ring the number? Warwickshire Healthline will make it easier for you to access health services, putting you directly in touch with the right service first time.

3.     When should I contact the Healthline? If you are unwell, and it is not an emergency or if you are unsure how to access health services, then contact the Healthline.

4.       What is the difference between Warwickshire Healthline and NHS Direct?  Warwickshire Healthline has immediate access to a broader range of public services and is backed up by a comprehensive directory of local services which was created especially for the new Healthline. NHS Direct will continue to offer all of its existing services to Warwickshire patients.

5.       Are there any clinicians on the end of the phone? Specialist, trained call handlers will use NHS Pathways – a specialist system designed to triage patients over the phone. This will mean that they can determine the best service to meet 
the callers’ needs. Clinicians will be on hand for more complex calls.

6.       How will Warwickshire Healthline benefit the NHS? Warwickshire Healthline should help take pressure of the ambulance service and A&E departments. It will also help us capture information to help us plan for the future in terms of which services are needed.
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