THE FOXHAYES PRACTICE
 
PATIENT PARTICIPATION DIRECTED ENHANCED SERVICE REPORT – YEAR 3
The purpose of this report is to provide an up-date picture of how the Partners of the Foxhayes Practice, Mrs. Gillian Champion and Dr Carl Bracey will use the results and feedback provided by patients in the Patient Survey 2014 to influence changes to the service provided at the Practice. Also, this report will give an update on last’s year plans.  
SUMMARY OF PREVIOUS POSTION

BACKGROUND
 

The Foxhayes Practice was founded in 2004; it has always been committed to patient involvement.  Within 6 months of it’s’ existence the partners of the practice developed a patient reference group. The group met on a 3 monthly basis, with a structure agenda of service development, together with organisational and performance management.

From its conception all complaints were shared with group members, together with significant event audits. The members of the group were also invited to participate in the recruitment process of staff, as well as sharing in the interview process.

 

2007 saw the foundation of the Friends of Foxhayes. This was set-up at the time with a small grant from Exeter PCT. The main functions of this group were to write, and publish the biannual newsletter, fundraise, and run the allotment club.

 

Both of these groups continued until 2011, when the partners of the practice reviewed the role and function of each group to assess whether either group conformed to the requirements stated in the contractual terms of Directed Enhanced Service: it was agreed by the partners that neither group conformed. Initially the patient reference group was ended to be replaced with a virtual, internet based group.

The Development of the Group
Gillian Champion supported by a practice administrator Caroline Isaac was given the responsibility to maintain a virtual group of patients to replicate the diversity, age, sex, ethnicity of the practice population.

 

In February 2012, 57 patients joined the group and the group has grown over the years, and to-date there are 101 members. Approximately 15 members did not give information regarding their age and gender for this group and as a practice we have respected their decision.  The staff team has shown commitment over the year, with 2 campaigns to increase the membership; one campaign was in October and November during the influenza vaccination programme at the Practice, and the other during January and February.  All newly registered patients are given information about the Group at the time of their registration. There is also information available on the Practice web-site – www.foxhayespractice.nhs.uk
	AGES
	MALE
	FEMALE
	TOTAL

	0-18
	1
	0
	1

	19-25
	1
	4
	5

	26-35
	5
	18
	23

	36-45
	7
	17
	24

	46-55
	4
	6
	10

	56-65
	10
	7
	17

	66-75
	4
	1
	5

	76 AND OVER
	1
	0
	1

	Number 
	33
	53
	86


 TABLE 1: Shows the age and gender distribution of the Foxhayes Practice Patient Participation Group.
 

Overall the distribution of the PPG is similar to that of the practice population in that, there are more members that are white/ British, 1 member Indian, 1 member Chinese, 1 member white South African, and 1 member white/ European.

Review of the work-plan 2013/14

The work plan for year 2013/14 had two areas of potential change: a feasibility study into the erection of an anchor point for bicycles, and to explore how SMS messaging could be adopted as a method of communication to enhance the way in which the staff team communicates with patients  
Anchor Point for Bicycles

Unfortunately, this was not completed.  A health and safety assessment concluded that the only feasible position of an anchor point would impact on the disability parking space and the dropping off space outside the practice premises rendering it unsafe. 
Communication 
Over the last 12 months the staff team, under the direction of the Managing Partner, have utilized SMS messaging as a means of communicating to patient’s confirmation of their appointments; date and times. Furthermore a reminder is sent 24 hours before their appointment. The feedback from this has been positive and favourable

The team built on the success of the appointment SMS service, by explored other ways in which SMS messaging could be utilized to improve the communication with registered patients. As a consequence the autumn saw the introduction of a new service for patients who have long term medication. The team decided to focus this initially on patients who have hypothyroid disease. Once patients consent was obtained, a SMS message was transmitted to patients to remind them to arrange an appointment for a blood test.  Patients were given the choice of a SMS message or a telephone call as to how they wanted to receive their results of the blood test. In recent months a similar service has been offered to patients with hypertension. 

The Patient Survey 2014

The Patient Survey 2014 was similar to the 2013 and 2012 Surveys. The number of patients completing the survey was 250 compared to 202 in 2013, 106 in 2012. The team are committed to ensure that as many patients as possible completed the questionnaire. The Partners would like to thank the staff team for their commitment to encourage patients to complete the survey this year.
The patient population of the Foxhayes is younger than the majority of other practices within the city of Exeter. This has been shown in the age group of patients who participated in the survey, in that 73% of patients completing the questionnaire were aged below 54 years of age. The age range of patients who completed the survey generally replicates the age profile of the practice patient population. 2% of patients were aged under 18.   

Headlines

98% of patients found the reception team helpful or very helpful
86% patients were seen within 15 minutes of their appointment time.

97% of patients were very satisfied or fairly satisfied with the level of care provided at Foxhayes. 1% (1 patient) in the survey was dissatisfied.\

96% of patients considered that they were treated with dignity and respect at the time of consultation

93% of patients considered that they were given sufficient time for their consultation 

93% of patients considered they were treated with care and concerned during their consultation with the clinical team.
It is interesting to note that in all the questions asked in the survey less than 1 patient of 250 considered they were treated very poorly.

 In the qualitative section of the survey patients were asked “would you like to be able to book your appointment online? 67% of patient answered yes, and 14% were unsure.

A similar question was asked about whether patients wanted a telephone call queuing system. 50% of patients answered yes, 25% answered no, 24% were unsure. 
Plans for next year – 2014/15 

The Partners would like to work with patients to continually improve the service we provide to our patient population.  Following the analysis of the Survey 2014 the staff team would focus on:-

Team Learning
The results of the Patient Survey 2014 will be shared with the staff team at a practice meeting. The clinical team – nursing and medical will be given the opportunity to reflect upon their clinical practice as part of their appraisals. 
Access to Services 

The Partners are committed to implement an online appointment service for patients. The detail of the service will be decided following consultation with members of the Friends of Foxhayes. 

During the year the current telephone service will be reviewed. The report will be discussed with members of the patient group.
The Foxhayes Practice opening hours: 
Monday 08.00-18.00

Tuesday 08.30 -18.00 late night opened until 20.00

Wednesday 08.30- 18.00

Thursday 08.30-18.00

Friday 08.00- 18.00
APPENDIX ONE – COPY OF PATIENT SURVEY 2014 
Z:\Patient Participation Group Meetings\2012\patient survey Results 2014.pdf
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