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wmee | PATIENT SURVEY

RESULTS 2008/09

= Each year the practice participates in the General Practitioner Assessment
I =[N Questionnaire (GPAQ). This survey, as those of you who have kindly helped us
Lo [ oo in the past will know, looks at six areas of the practice. These are:

Reception
Continuity of care
Communication
Nursing

Overall satisfaction

The aim of the survey is to identify areas that need improving or that require
further investigation, but also to allow us to celebrate areas in which patients feel
we have excelled. This year, for the first time since the introduction of GPAQ,
each of our GPs wanted to have individual feedback on their performance, so in
the main the questionnaires were handed out by the GPs themselves, so as to
catch a cross section of patients and also to ensure good coverage of all the
surgery’s opening times.

How did we do in the 2008/09 survey?

Our Patient Participation Group working party who reviewed the results of the

survey analysis found that the practice scored higher than in the previous year in
all question responses, especially in the following questions:

‘It you need to see a GP urgently, can you normally get seen on the same day?’
‘How do you rate how often you see your usual doctor?’

How can we improve?

The PPG working party has made various recommendations to the practice on
the areas where it felt improvements should be made, and the practice has
identified the following priorities for the next two years:

1. We shall advertise and clarify the appointment system — including the
extended hours appointments - more widely; and explain more comprehen-
sively why patients are now registered with the practice rather than with
their ‘own doctor’.

We shall monitor the temperature in the waiting rooms (especially the
upstairs waiting room) and progress ways in which the rooms can be made
more comfortable for patients in the summer months.

We shall look at ways to have a Receptionist based at the front desk at
busy times. Continued on Page 2
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PATIENT SURVEY RESULTS 2008/09 CONTINUED...

Improvements to the phone system are planned imminently; and a way of keeping patients informed when their
health care practitioner is running late has already been implemented via the new LED Jayex screens in both
waiting rooms.

Your comments continue to be a valuable way of improving our services and we are grateful to those of you who
contributed to the GPAQ 2008/09 questionnaire. We hope you will take part again when the next questionnaire
(2009/10) comes out this Autumn.

Sarah Harris - Practice Manager  May 2009
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» We have noticed recently that the number of home visits has increased significantly and many
Z of them are late in the day. Some of these visits are for minor problems and clearly unneces-
4« sary, and others are to people who could have come to the surgery if they had transport.

» We are more than willing to do home visits for anyone who is too ill to come to the surgery. Half

Q of all our visits are to residential homes where the patients are very frail and this is entirely

« appropriate. A significant proportion of visits are to those who are dying and this is an important
part of our work. We also visit inpatients at All Hallows Hospital.

2 However, home visits should be the exception rather than the rule and we expect most patients
« to come to the surgery whenever possible.

If a home visit is needed please phone before 10.00 am so the doctors can plan their day
2 more efficiently. Obviously if it is an emergency, home visits will be accepted at any time. Visits
K are shared amongst the doctors on duty and the doctor may phone you before visiting to see if
@ the visit is justified. The doctor may not be your usual doctor.

2 You may wonder why we are issuing this guidance now. Part of the problem is the increasing
& number of home visits, but the other part of the problem is the pressure on our appointments at
@ the surgery. We see six patients an hour at the surgery and between two and three an hour
visiting patients’ homes. Clearly we can help more people if we see them at the surgery, rather
2 than in their homes. Also the facilities for examining and treating patients are much better at the 3

L surgery.
Thank you
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Dr Judith Harris BSc MB ChB MRCGP

As you may be aware, Dr Harris joined the practice on a permanent basis in
March 2009 as a salaried GP working part-time. Dr Harris is now taking on her
own list of patients. She works in the practice on the following days: Monday,
Tuesday, Wednesday and Friday. She has also joined the medical team at All
Hallows Hospital in Ditchingham where she usually does a ward round oni
Wednesday afternoons.

Is your doctor running late.......2
SUPPORT FOR PEOPLE CARING AT HOME

INFORMATION, SUPPORT & ADVOCACY SERVICE . To help your doctor stay on time, may
for Family Carers in Suffolk we remind patients that all routine doctor

appointments are 10 minutes. Your doctor only
has time to deal with one problem in 10 minutes.

Find out how Suffolk Family Carers can help | |If you have more than one problem to discuss you
you with information and support may be asked to make a further appointment.

HEALTH TRAINER—*NEW SERVICE*

Health Trainers can offer FREE one-to-one support for anyone in Waveney and this new service is now available at the surgery.
WHO ARE THE HEALTH TRAINERS? Currently there are 8 Health Trainers working in the area. They are not medical profession-
als, but come from a variety of backgrounds such as fitness trainers, counsellors and nutritionists and they have undergone
extensive training with the scheme.

WHO WOULD BENEFIT FROM SEEING A HEALTH TRAINER? Anyone who would like to learn how to achieve a healthier life
through, for example, eating well, exercising more, coping with stress or stopping smoking.

WHAT WILL HAPPEN IF | DECIDE TO SEE A HEALTH TRAINER? You will be given a first half hour appointment with the
Trainer to assess your lifestyle and discuss any changes. You will be given a diary to record your progress. The Health Trainer
will then see you for 15 minutes in six sessions over six to twelve weeks. The Trainer will support and motivate you during this
time and give you a certificate at the end of the programme.

HOW DO | CONTACT A HEALTH TRAINER?

You can book an appointment through the surgery reception. Ask for a first appointment with the Health Trainer.

WHAT HAPPENS IF THE HEALTH TRAINER CANNOT HELP ME?

The Health Trainer is able to contact other outside agencies for specialist referrals.
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Ordering Medication at busy times...help us to help you!

Our practice dispensary is a very busy department and when there is a public holiday we
always receive lots of last minute requests for repeat medication! We would like to
remind patients to order repeat medication in plenty of time and please allow an extra
working day when ordering at busy times, such as a Bank Holiday weekend.

require medication that it is not on your repeat medication slip, you should allow at least 72 hours (3
working days). You should also allow 3 working days if you would like to collect your medication from the
local pharmacy.

CHEEENS S

% We always need a MINIMUM of 48 hours (2 working days) to process orders for repeat medication. If you

lHeartslurl UK—Cardiopulmonary Resuscitation (CPR) Courses

‘We are pleased to report that in 2008 our Patient Participation Group,
|together with Heartstart UK, organised CPR training for 57 patients at the practice,
:2 of which are now being trained as First Responders. All patients who completed
| training were awarded Emergency Life Support Certificates and Heartstart received
-£350 in donations towards training expenses. We are hoping to arrange some further
| training in 2009.
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PREPARING FOR PANDEMIC FLU

Pandemic flu is now upon us, although it still remains to be seen how it will
develop and how severe cases will be.
If you would like an update on Swine Flu ring 0800 1 513 513

Local health service plans for dealing with this are well advanced. Please
take time to read this bulletin to find out how you can access medical
services over this period.

At the point where we are getting new cases daily in Bungay,
the practice will activate it’s plan:

e All patients contacting the surgery will be asked by receptionists whether they have fever, flu
like symptoms and a recent onset of cough. If the answer is yes, they will be advised to ring the
National Flu Line (number to be advised) to find out how to obtain Tamiflu antiviral drugs for
themselves and their household. Please DO NOT come to the surgery and spread the virus.

e To obtain Tamiflu you will need to know your NHS number which is on your medical card.

4

4

4

4

4

4

4

4

4

4

4

4

4

4

4

4

4

4

4

4

4

* . Tamiflu supplies will NOT be held at the surgery. Having phoned the National Flu Line,
¢ someone (a friend or family member) will need to collect the Tamiflu from a central collection
* point. There are currently collection points in Great Yarmouth, Lowestoft and Halesworth. There
¢ il be no delivery service so please make contingency plans now.

* All routine appointments at the surgery will be cancelled immediately including long term
¢ condition clinics. You can still be seen by doctors and nurses at the surgery if you do not have
* fever, but all appointments will be on the day and please be prepared to talk to a nurse on the
0 ¢ phone first.
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e There will be a dedicated Flu Team who can visit those patients who are getting complications
of the flu such as pneumonia. All these requests will be discussed on the phone first. These
doctors and nurses will protect themselves with gowns and masks. There will not be home visits for
flu alone.

What you can do to help yourselves:

e Listen to bulletins on TV and radio and follow advice and note down the National Flu Line
number.

e Have a supply of paracetamol or ibuprofen at home in readiness.

e Obtain a supply of tissues and household cleaning materials.

e Make sure you know your NHS number.

e Make contingency plans. Organise friends and family to act as runners and obtain supplies.
* Do not come to the surgery if you get flu. Stay at home for a week.

* Be fastidious with hand washing and cleaning surfaces, door handles, etc.

ANTI-PNEUMONIA JAB
If you are aged 65 or over, you should be protected against pneumococcal infection g;

such as pneumonia or septicaemia. If you have not had this jab, please book an >
appointment with the Practice Nurse to have this done as soon as possible. /
@
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werehee D1l 0845 4647 m

Whenever you need health

advice and information
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