Bellegrove Surgery
Telephone 020 8856 1770

Website: www.bellegrovesurgery.co.uk
Report of the PPG 2013/14

This year has been a difficult period for the PPG with the death of our Chairman at the end of 2012 and the failure to appoint a replacement until the end of July 2013. The new Chairman was unable to be present at meetings in the early part of 2013 due to serious illness which resulted in a prolonged stay in hospital.
The Group itself has changed little during the year and now comprises of a Surgery Representative and a membership of 14. We lost one lady member but also gained one lady and one male member. The profile of the Group is 9 ladies and 5 gentlemen of which all, save one, are White British. The age range is one member who is in their fifties, two in their sixties, ten in their seventies and one over eighty. Recruitment to obtain a more representative age spread has proved more than difficult despite invitations on the Surgery notice boards, a notice in the Surgery newsletter and the continued display on the Surgery Jaylex Board. The main reason for this is thought to be the time commitment required, certainly from any person who is still working or has young children.
During the year the Group adopted a revised constitution - Appendix A (attached).
Patient Survey

This year the Surgery carried out a survey of a sample patient-base of some 2,700, to which 840 (31.1%) responses were received. The rate of response is felt to be good and shows a true reflection of how the Surgery is perceived by its patients. A sample copy of the questionnaire used is attached - Appendix B.
It will be seen that the majority of completed questionnaires came from the elderly age Group. This is not unexpected given this is the Group that is most likely to use the services provided.

Collation of the results was undertaken by the PPG, which are shown in Appendix C as attached, together with a sample of the comments made. The overall response shows that the service provided is of a very high standard and meets patients’ expectations.
Opening Hours

The hours that the Surgery is open remains unchanged from previous reports and is as follows:
7.00 am - 6.00 pm
Monday, Tuesday, Wednesday and Friday (telephones answered until 6.30 pm).

7.00 am - 7.00 pm
Thursday (telephones answered until 6.30 pm).

Outside of these hours, cover is provided by the NHS 111 Service.
Clinic times: 
7.30 am - 10.30 am
Monday to Friday (Open Surgery) 
3.30 pm - 6.00 pm
Monday, Tuesday and Wednesday (Appointments)

3.00 pm - 6.00 pm
Friday (Appointments)

5.00 pm - 7.00 pm 
Thursday (Workers only clinic by Appointment)
9.00 am - 11.00 am
Saturday morning (Appointment)
As will be seen from the survey result, the provision of an Open Surgery in the mornings remains popular with patients. The afternoon Surgeries are, as shown, by appointment only and are normally fully subscribed.
Surgery Rear Waiting Room

The situation in respect of the rear waiting room remains as outlined in previous reports and correspondence but in the interim period, the structure has continued to deteriorate with the roof letting in water during heavy rainfall.
It is proposed to replace the existing structure with a new building which will provide much needed additional floor space. Planning was applied for and granted well over 12 months ago however, a request to allow the Surgery to proceed submitted to NHS England has brought forth no response whatsoever which can only be seen as unsatisfactory. The PPG has asked that the Surgery pursue the matter in order that it can be resolved quickly. 
Actions undertaken

Given that we did not have a formal Group structure until the middle of 2013, it was decided not to hold a Health Event during the current period. Another factor in this decision was the poor turnout at previous events (only 17 people attended the last such event and these were mainly from the PPG).
This decision does not preclude future such events, but a lot more research needs to be undertaken before we invite speakers.
We did however:

Collate the survey result.

Undertake to tidy all the notice boards and to ensure they are each dedicated to a single subject. 

Continue to maintain the reference files within the waiting areas.
Improve Surgery safety by asking that all slopes within the building be marked.

All these items have been achieved.

It should be recorded at this point that the Surgery staff held a coffee morning on 25th May 2013 in aid of a local charity namely The Greenwich and Bexley Community Hospice. The venue was the small forecourt of the Surgery where, assisted by some members of the PPG, they served coffee, tea and cakes to passers by. Over £400 was raised for what is a respected local charity.

Action Plan 2014/15

During the forthcoming period we will:
1. Look again at the completed 2013/14 survey to ensure no areas for improvement remain outstanding and to implement any reasonable improvements, where possible. This will take place during the quarterly PPG meetings which are held at the Surgery.
2. Together with the Surgery staff, carry out a further survey of patients.

3. Continue to maintain the Surgery notice boards.

4. Continue to maintain the reference files within the waiting rooms.

5. Undertake any other reasonable task where the Surgery requests assistance.

In addition we will do further research to see if it is viable to hold a health education event with invited speakers and we will also hold discussions with the Surgery staff to see if a further charity event is possible.

However, the priority this year is to follow up on the Business Plan for the rebuilding of the Surgery rear waiting room.

Approved and signed on 21/03/2014                 Approved and signed on 21/03/2014
…………………………………..….

    …………………..………………….

Mr George Heitmann 


    Dr William A Cotter

Signed on behalf of the PPG                            Signed on behalf of Bellegrove Surgery
A signed copy is available upon request at Bellegrove Surgery
Appendix A

Bellegrove Surgery

Patient Participation Group Constitution

Aims

To represent the patients of the Surgery and convey their wishes/views to the Surgery.

To be a point of contact for the Surgery, in matters for joint consultation.

Functions

Patients supporting patients, both by representing them as part of the Group in consultation issues and by organising educational meetings for patients in co-operation with medical professionals.

To support the Surgery’s professionals in decision making, where needed.

Membership

Open to all registered patients who express an interest in belonging to the Group.

Volunteers – all members must be patients, plus one representative of the Practice who may be a Doctor or other suitably qualified staff member.

Group Etiquette

Respect should be shown to all parties, plus respect for their privacy outside the Group.

Confidentiality – members should not discuss privileged, confidential information with non-members.

Allow others to speak - take turns in speaking.

Contact details of members may be shared within the Group, but not with non-Group members.

If a Group member notices a general problem with the Surgery which might invite constructive comment from the Group, it may be aired within the Group.  However, specific personal complaints must not be brought to the Group but should be dealt with in the normal manner.  The Surgery Representative should not be expected to deal with an individual’s medical matters within the Group.  All Group members must be aware of their privileged position and should not abuse it by requesting favour or otherwise.  Anyone found abusing their position will be asked to leave the Group.

The Constitution may be amended by a majority vote – one vote for each listed member of the Group.

Apart from changes to the Constitution, decisions may be taken by a majority vote of the members present at any meeting.

Responsibilities of Group Members

Where possible, attend all meetings.

If unable to attend a meeting, apologies to be made to the Group Chairman or Surgery Representative before the meeting.

If a member of the Group fails to attend three consecutive meetings without due cause or fail to inform the Chairman or Surgery Representative, they may be asked to leave the Group.

Responsibilities of the Surgery to the Group

To provide a Representative of the Surgery to be part of the Group.

To provide an acceptable meeting place.

To provide administrative support as and when needed.

To provide Surgery feedback, usually via the Surgery Representative.

To provide a further liaison officer (e.g. Receptionist, Practice Manager etc.) to act as another point of contact.

Roles within the Group and their responsibilities 

Group co-ordinator/facilitator 

*
At present, the Surgery Representative fills this role but it may be any member appointed by the Group via a majority decision.

Chairperson

*
Chairs all Group meetings.

*
Organises meetings and issues reminders regarding meetings.

*
Co-ordinates Group functions.

*
Collects views and opinions of members and collates discussion points for agenda.  Agrees with members the date of the next meeting.

*
Decides if and when an Extraordinary meeting of the Group is required.

Secretary

*
Takes the minutes of each meeting and arranges for copies to be sent to members with the intention of allowing at least three weeks’ notice of the next meeting.

Meetings

To be held at Bellegrove Surgery.

One meeting to be held four times every year.

The Group can call special meetings as required, subject to two weeks’ notice.

Notice of meetings to be issued at least three weeks in advance.

Resources

As funds for administering and running the Group are met from Bellegrove Surgery funds, the Group has no need to raise funds or open a Bank account.  Expenses for guests/invited speakers are met in the same way.

Note: a year shall be twelve months commencing the 1st April.

This document was adopted by the PPG at the September 2013 meeting.
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We would appreciate you filling out this short survey regarding Bellegrove Surgery. With your help, we can provide a service that will best benefit you and others in the community. The survey is confidential and you are under no obligation to provide your contact details. 

About the surgery
1. How easy did you find it to get into the building at the Surgery? 

 FORMCHECKBOX 
 Very easy 

 FORMCHECKBOX 
 Fairly easy 

 FORMCHECKBOX 
 Not very easy 

 FORMCHECKBOX 
 Not easy at all 

2. How clean was the Surgery? 

 FORMCHECKBOX 
 Very clean 

 FORMCHECKBOX 
 Fairly clean 

 FORMCHECKBOX 
 Not very clean 

 FORMCHECKBOX 
 Not clean at all 

3. In the reception area, did you feel that patients could overhear what you were saying to the receptionist? 

 FORMCHECKBOX 
 Yes but I did not mind 

 FORMCHECKBOX 
 Yes and I am not happy about it 

 FORMCHECKBOX 
 No, other patients cannot overhear 

 FORMCHECKBOX 
 Not applicable 

4. How helpful did you find the receptionists at the Surgery? 

 FORMCHECKBOX 
 Very helpful 

 FORMCHECKBOX 
 Fairly helpful 

 FORMCHECKBOX 
 Not very helpful 

 FORMCHECKBOX 
 Not helpful at all 

5. How easy did you find it to get through to a member of staff on the telephone? 

 FORMCHECKBOX 
 Very easy 

 FORMCHECKBOX 
 Fairly easy 

 FORMCHECKBOX 
 Not very easy 

 FORMCHECKBOX 
 Not easy at all 

6. 
How easy did you find it to get an appointment with a nurse?

 FORMCHECKBOX 
 Very easy 

 FORMCHECKBOX 
 Fairly easy 

 FORMCHECKBOX 
 Not very easy 

 FORMCHECKBOX 
 Not easy at all 

 FORMCHECKBOX 
 Have not tried

7. How easy did you find it to get a GP appointment? 

 FORMCHECKBOX 
 Very easy 

 FORMCHECKBOX 
 Fairly easy 

 FORMCHECKBOX 
 Not very easy 

 FORMCHECKBOX 
 Not easy at all 

 FORMCHECKBOX 
 Have not tried

Seeing a clinician

8. Did you have a booked appointment? 

 FORMCHECKBOX 
 Yes 

 FORMCHECKBOX 
 No 

 FORMCHECKBOX 
 Not applicable 

9. Was your appointment time met?

 FORMCHECKBOX 
 Yes 

 FORMCHECKBOX 
 No 

 FORMCHECKBOX 
 Not applicable 

10. If you attended open surgery, how long did you wait? 

 FORMCHECKBOX 
 0 – 30 minutes 

 FORMCHECKBOX 
 30 minutes – 1 hour 

 FORMCHECKBOX 
 1 hour or more 

11. 
Which clinician did you see? 

 FORMCHECKBOX 
 Doctor 

 FORMCHECKBOX 
 Nurse 

12. The clinician listened to my needs. 

 FORMCHECKBOX 
 Strongly agree 

 FORMCHECKBOX 
 Agree 

 FORMCHECKBOX 
 Neither agree nor disagree 

 FORMCHECKBOX 
 Disagree 

 FORMCHECKBOX 
 Strongly disagree 

13. I was given a full explanation of my treatment. 

 FORMCHECKBOX 
 Strongly agree 

 FORMCHECKBOX 
 Agree 

 FORMCHECKBOX 
 Neither agree nor disagree 

 FORMCHECKBOX 
 Disagree 

 FORMCHECKBOX 
 Strongly disagree

14. All of my questions were answered to my   satisfaction. 

 FORMCHECKBOX 
 Strongly agree 

 FORMCHECKBOX 
 Agree 


 FORMCHECKBOX 
 Neither agree nor disagree 

 FORMCHECKBOX 
 Disagree 

 FORMCHECKBOX 
 Strongly disagree 

15. I was treated with respect, dignity and confidence and trust in the clinician that I saw.

 FORMCHECKBOX 
 Strongly agree 

 FORMCHECKBOX 
 Agree 

 FORMCHECKBOX 
 Neither agree nor disagree 

 FORMCHECKBOX 
 Disagree 

 FORMCHECKBOX 
 Strongly disagree 

16. I feel I was sufficiently involved in decisions about my care. 

 FORMCHECKBOX 
 Strongly agree 

 FORMCHECKBOX 
 Agree 

 FORMCHECKBOX 
 Neither agree nor disagree 

 FORMCHECKBOX 
 Disagree 

 FORMCHECKBOX 
 Strongly disagree 

17. I am aware of who to contact if I was not satisfied with any aspect of the service received. 

 FORMCHECKBOX 
 Strongly agree 
 FORMCHECKBOX 
 Agree 

 FORMCHECKBOX 
 Neither agree nor disagree 

 FORMCHECKBOX 
 Disagree 

 FORMCHECKBOX 
 Strongly disagree 
18. I found the clinical environment to be clean and comfortable.

 FORMCHECKBOX 
 Strongly agree 

 FORMCHECKBOX 
 Agree 

 FORMCHECKBOX 
 Neither agree nor disagree 

 FORMCHECKBOX 
 Disagree 

 FORMCHECKBOX 
 Strongly disagree 

19. How satisfied are you with the hours that the Surgery is open? 

 FORMCHECKBOX 
 Very satisfied  

 FORMCHECKBOX 
 Satisfied 

 FORMCHECKBOX 
 Neither satisfied nor dissatisfied  

 FORMCHECKBOX 
 Fairly dissatisfied 

 FORMCHECKBOX 
 Very dissatisfied  

20. If dissatisfied – please provide further information​​​​​​​​​___________________________________________________________________________________________________

21. In general, how would you rate the service that you have received today?

 FORMCHECKBOX 
 Excellent 

 FORMCHECKBOX 
 Very good 

 FORMCHECKBOX 
 Good 

 FORMCHECKBOX 
 Fair 

 FORMCHECKBOX 
 Poor 

22.  Are you? 

 FORMCHECKBOX 
 Male 

 FORMCHECKBOX 
 Female 

23. Age group 

 FORMCHECKBOX 
 Under 16 

 FORMCHECKBOX 
 17 – 34 

 FORMCHECKBOX 
 35 – 54 

 FORMCHECKBOX 
 55 – 75 

 FORMCHECKBOX 
 75 or over 

24. Please provide any further comments on any of the questions above or any other aspect of the service that you have received.

____________________________________________________________________________________________________________

Please return to the Bellegrove Surgery patient summary box at reception when you next visit
Appendix C

Survey Result

	About the Surgery


	
	

	Question 1

How easy did you find it to get into the building at the Surgery
	Very easy

Fairly easy

Not very easy

Not easy at all
	90%

9.75%

0.24%

0.01%

	Question 2

How clean was the Surgery

	Very clean

Fairly clean

Not very clean

Not clean at all
	88%

12%

0%

0%

	Question 3

In the reception area, did you feel that patients could overhear what you were saying to the receptionist?
	Yes but I did not mind

Yes and I am not happy about it

No, other patients cannot overhear

Not applicable
	78%

13%

7%

2%

	Question 4

How helpful did you find the receptionists at the Surgery

	Very helpful

Fairly helpful

Not very helpful

Not helpful at all
	77%

21.25%

1.35%

0.4%

	Question 5

How easy did you find it to get through to a member of staff on the telephone?

	Very easy

Fairly easy

Not very easy

Not easy at all

Have not tried                                     
	26%

50%

16.45%

4.1%

3.45%

	Question 6

How easy did you find it to get an appointment with a nurse?
	Very easy

Fairly easy

Not very easy

Not easy at all

Have not tried
	57.5%

36.4%

4%

0.15%

1.95%

	Question 7

How easy did you find it to get a GP appointment?
	Very easy

Fairly easy

Not very easy

Not easy at all

Have not tried
	35.15%

26.27%

15.61%

4.19%

18.78%

	Seeing a Clinician

	
	

	Question 8

Did you have a booked appointment?

	Yes

No

Not applicable
	53.66%

22.49%

23.85%

	Question 9

Was your appointment time met?


	Yes

No

Not applicable
	56.46%

9.34%

34.20%

	Question 10

If you attended Open Surgery, how long did you wait?
	0-30 minutes

30 minutes – 1 hour

1 hour or more
	23.19%

49.52%

27.29%

	Question 11

Which clinician did you see?
	Doctor

Nurse
	62.34%

37.66%

	Question 12

The clinician listened to my needs


	Strongly agree

Agree

Neither agree nor disagree

Disagree

Strongly disagree
	46.47%

47.35%

4.85%

0%

1.33%

	Question 13

I was given a full explanation of my treatment

	Strongly agree

Agree

Neither agree nor disagree

Disagree

Strongly disagree
	43.27%

47.20%

8.47%

1.06%

0%

	Question 14

All of my questions were answered to my satisfaction

	Strongly agree

Agree

Neither agree nor disagree

Disagree

Strongly disagree
	42.83%

47.76%

8.36%

0.90%

0.15%

	Question 15

I was treated with respect, dignity and confidence and trust in the clinician that I saw

	Strongly agree

Agree

Neither agree nor disagree

Disagree

Strongly disagree
	62.70%

35.52%

1.48%

0.15%

0.15%

	Question 16

I feel I was sufficiently involved in decisions about my care

	Strongly agree

Agree

Neither agree nor disagree

Disagree

Strongly disagree
	44.66%

46.48%

7.8%

0.76%

0.30%

	Question 17

I am aware of who to contact if I was not satisfied with any aspect of the service received


	Strongly agree

Agree

Neither agree nor disagree

Disagree

Strongly disagree
	24.40%

39.98%

22.47%

10.75%

2.40%

	Question 18

I found the clinical environment to be clean and comfortable

	Strongly agree

Agree

Neither agree nor disagree

Disagree

Strongly disagree
	52.51%

43.76%

3.01%

0.43%

0.29%

	Question 19

How satisfied are you with the hours that the Surgery is open?
	Very satisfied

Satisfied

Neither satisfied nor dissatisfied

Fairly dissatisfied 

Very dissatisfied
	46.90%

43.15%

5.62%

2.74%

1.59%

	Question 20

If dissatisfied, please provide further information
	See comments attached
	

	Question 21

In general, how would you rate the service that you have received today
	Excellent

Very good

Good

Fair

Poor
	46.72%

40.15%

12.23%

0.75%

0.15%

	Question 22

Are you?
	Male

Female
	43%

57%

	Question 23

Age Group
	Under 16

17-34

35-54

55-75

75 or over
	0.44%

4.64%

9.70%

52.32%

32.90%

	Question 24

Please provide any further comments on any of the questions above or any other aspect of the service that you have received
	See comments attached
	


Sample Comments
I am entirely happy with the service and treatment received.

Please replace the current seating in reception.  Benches are very uncomfortable when you have a bad back!

I am very fortunate to have such a good caring Surgery.  Thank you.

Please keep the morning Surgery appointment free as at least you can always see a doctor.

Very happy with the Surgery. All Doctors and Nurses explain things fully.

We find Surgery to be very efficient and friendly - the best surgery in area. GPs are great!

I am strongly in favour of the open hour Surgery provided in the mornings.

Open Surgery should be for workers only between 7.30am-8.30am. Employers are not happy giving time off.

A very caring and helpful Surgery; even did a home visit. Cannot fault my treatment.

Hard to get after work appointments. Open Surgery is good but not always convenient.

Open Surgery always packed out. Cannot get appointments quickly.  Needs to have late evening appointments and Surgery to be kept open at weekends.

Difficult for wheelchairs to get into Doctors’ rooms.

Luckily I do not have to attend very often but am very satisfied when I do.

Open Surgery waiting time depends on volume of patients waiting - I will wait as long as it takes as this is a wonderful service.

I am sure being a Receptionist is not easy but they are always welcoming. A smile goes a long way!

Would prefer (all) weekend opening as well.

Surgery has got too big. Far too many patients.
I find Doctors, Nurses and all other staff very helpful.

Please keep the Open Surgery. It does not matter how long I wait as I am seen by a Doctor that day.

Excellent service provided at all times.
NOTE

A number of comments refer to overcrowding in the waiting rooms. It should be noted that in addition to the normal patient base, the Surgery runs/hosts a number of clinics. The proposed rebuilding of the rear waiting area will do much to ease the problem.
Weekend and out of hours coverage is provided by the local NHS 111 Service.  

