Results of the March 2012 Masham and Kirkby Malzeard GP Patient Participation Survey.

Analysed by Dr Steven Broadbent

Our aim

Our aim was to canvas opinions of the community we serve.

We aimed to determine services that were good and areas that could be improved.

Methodology
In order to achieve this we utilised our active Patient’s Group to convert them to the Patient’s Reference Group and tried to encourage people to register their views on aspects of our service provision they felt were important.  A set of ratified questions were they applied to our individual practice with alterations suggested by the Patient’s Group.  Web based questionnaire delivery systems were used with paper copies available which were then uploaded, results collated (% rounded up to whole numbers and hence totals may not be 100% all the time) and analysed.

It is recognised that certain groups are underrepresented and this is something we found in our survey.  We endeavoured to try and reach groups of clients through novel means such as asking the Ripon Community Voluntary Service to invite their clients to join our survey.  Our Patient’s Group then asked at least 2 other people they knew to increase the bank of questions we could ask that would be specific to our locality and practice area.

I hope the results are informative and will provide discussion and hopefully solutions to issues raised when I analyse them with the next Patient Group meeting.

Data Analysis and cautions

One important point to note is the number of responses I received was low at around 47 and few fully completed.  Our questionnaire response is approximately <0.9% of our practice population.

 Small sample sizes have profound implications for data analysis as some percentages will appear “large” but their actual impact or relevance is very low and to this end some of the data has been removed as it cannot be reliably interpreted.

To this end, at the beginning of the data analysis, I have tried to show what % of the overall response rate the results are to allow a more meaningful analysis and there are some comments at the end of certain questions.

Data Analysis

Question 1-3  Patient Demographics

1. Females 70%

2. Males 30%

3. Age range (years)

a. 25-54 = 18%

b. 55-64 = 27%

c. 65-74 = 27%

d. 75-84 = 20%

e. >85 = 9%

4. Ethnicity

a. White British = 98%
Question 4. When did you last see a doctor?

1. In the past 3 months = 88% 
2. 3-6 months = 6%

3. 6-12 months = 4%
Question 5. If you have not seen a doctor in the last 6 months why is that?

Response rate <8%

1. Did not need to = 100%

Appointments

Question 6. How do you normally book your appointments?

1. In person = 68%

2. Phone = 32%

Question 7. Would you like to be able to book appointments via online access?
Response rate 51% but of these people who replied 100% would like online access.

Question 8. Getting through on the telephone. How easy was it to...
1. Get through on telephone (response rate 98%)

a. Excellent-Good = 83%

2. Speaking to Dr (response rate 78%)

a. Excellent-Neutral = 84%

b. Fair-Poor = 16%

3. Speaking to a nurse (response rate 68%)

a. Excellent-Neutral = 84%

b. Fair-Poor = 16%

4. Obtaining results via telephone (response rate 81%)

a. Excellent-Neutral = 97%

b. Fair = 3%

Question 9. Would you like the option of booked telephone appointments?
98% response rate
1. Strongly agree-Agree = 70%
2. Neutral = 30%
I feel this would have to be looked into carefully.  Appointments could be inadvertently reduced as patients book for a telephone consultation to then be advised a face to face encounter is needed as a doctor needs more information.  Although a strong response it represents <0.9% of the population.

Question 10. In the past 6 months have you tried to see a Dr fairly quickly (on the same day or in the next 2 weekdays that the Dr is available)?

Response 64%

1. Yes = 73%

2. No = 27%

Question 11. Think about the last time you tried to see a Dr fairly quickly. Were you able to see a Dr on the same day or in the next 2 weekdays that the GP was open?
Response 64%

1. Yes = 80%

2. No = 20%

3. N/A = 10%

We have open surgeries everyday over our 2 sites so I cannot understand the 20% no response unless people did not want to wait in open surgery or were waiting for a particular Dr. 

Question 12. If you were not able to be seen during the next 2 days why was that?
Response 6%
1. Not the Dr they wanted = 67%

2. No appointments = 33%

Interpretation of this is difficult, we have open surgery every day.

Question 13. In the last 6 months have you tried to book ahead for an appointment with a Dr? We mean booking an appointment >2 weeks in advance.
Response 61%

1. Yes = 62%

2. No = 34%

3. Can’t remember = 4%

Question 14. Last time you tried to book a Dr appointment were you able to get one more than 2 weekdays in advance?

Response 60%

1. Yes = 86%

2. No = 14%

Question 15. Was it with the Dr you wanted?

Response 55%

1. Yes = 86%

2. No = 14%

Question 17. How often do you see the Dr you prefer?

94% response
1. Always-A lot of the time = 82%

2. Some = 9%

3. Never = 2%

Question 18. How long after your BOOKED appointment do you have to wait to be seen?
Response 87%

1. 0-15mins = 58%

2. 15-30mins = 27%

3. >30mins = 15%

Question 20. Sometimes when a Dr runs behind in surgery this is due to patients presenting with multiple problems. If we advised limiting consultations to ideally 1 problem to ensure better time keeping would you find that acceptable?

Response 91%

1. Very appropriate-Appropriate = 30%

2. Neutral = 30%

3. Inappropriate-very inappropriate = 40%

I feel this is an important point to discuss with the Patient’s Group.  It is usually unsafe to present with multiple separate problems as they cannot be dealt with adequately in a 10minute appointment.  Documentation requirements in modern day medical practice have increased leading to reduced time within a 10 minute consultation.

Question 21. Do you prefer OPEN or BOOKED surgeries?
Response 96%

1. Correct balance = 49%

2. Booked = 33%

3. Open = 18%

Question 22. How satisfied with opening times are you?
Response 64%

1. Very satisfied-satisfied = 93%

2. Neutral 7% 
Question 23. How easy do you find it to get around the building?

Response 66%.

1. Very good-good = 87%

2. Neutral = 6%

3. Bad = 6%

Access can cause profound delays in the clinics as doctors and patients wait for rooms downstairs but there is no current easy solution to this problem.

Question 24. Do you feel that access needs to be improved for people less able?
Response 64%

1. Strongly agree-agree = 63%

2. Neutral = 30%

3. Disagree = 7%

Question 25. How clean is the GP surgery?
Response 64%

1. Very clean-fairly = 97%

2. Needs refurbishment = 3%

Question 26.In reception do you find confidentiality a problem? 
1. Masham

a. Downstairs problem = 20%

b. Upstairs problem = 14%

c. Unhappy with situation = 11%

d. Yes but don’t mind = 46%

2. Kirkby

a. Don’t mind = 48%

b. Unhappy with situation = 10%
Question 27. Do you find reception staff helpful?

Response 94%
1. Very good = 77%

2. Good = 23%

Question 28. Were you satisfied with the care you received from the following people?

1. Practice Nurse

a. Very satisfied-satisfied = 96%

2. Health Care Assistant

a. Very satisfied-satisfied = 100%

3. District Nurse

a. Very satisfied-satisfied = 57%

b. Neutral = 43%

4. Midwife

a. Very satisfied-satisfied = 50%

b. Neutral 50%

Counsellor,  retinal screen, physiotherapist were very low numbers to be truly reliable or representative.  Midwifery was an anomaly as the age group 16-44 only has 4 people in it yet there were 6 responses.

Question 29. Are you satisfied with the physiotherapy services you received?

Data did not correlate; 11 people commented on question 28yet 15 people commented on this question. Question not analysed 

Question 30. How easy is it to get an appointment with the Practice Nurse?

Response 60%

1. Excellent-Good = 97%

2. Neutral = 3% 
Questions raised by the Patient’s Reference Group

Question 31. Do you feel you have access to obtain information about long term disease from the surgery?

Response 83%
1. Strongly agree-agree = 72%

2. Neutral = 26%

Question 32. Do you feel the doctors and allied health professionals are holistic in their approach?
1. Doctor

a. Yes = 93%

b. No = 7%

2. Nurse

a. Yes = 89%

b. No = 11%

3. Physiotherapy

a. Yes = 92%

b. No = 8%

Question 33. Do you wish there was greater access for complimentary therapies via the service?
1. Sports massage

a. Yes = 45%
b. No = 55%

2. Chiropractor

a. Yes = 53%

b. No = 47%

3. Osteopathy

a. Yes = 66%

b. No = 34%

4. Homeopathy

a. Yes = 39%

b. No = 48%
5. Hypnotherapy

a. Yes = 39%

b. No = 61%

6. Acupuncture

a. Yes = 59%

b. No = 41%

Question 34. Are you satisfied with the current system of access to see a doctor?
Response 89%
1. Very satisfied-satisfied = 81%

2. Neutral =12%

3. Dissatisfied = 7%

Question 35. Do you think a news letter from the surgery would be helpful?
Response 89%

1. Yes = 79%

2. No= 21%

I would like to extend my thanks to the Patient’s Group/Patient’s Reference Group and all the patients who have completed a copy our questionnaire.

Dr Steven Broadbent
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