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Patient Participation Group (PPG) meeting minutes

18th April 2023
Princes Risborough surgery
	
	
	Action 

	1.
	Attendance / Apologies

In attendance:
LM-F - Lesley Munro-Faure, CJ – Charli Johnson, MM – Michael Mulholland (part)

JH – Jackie Highe, JE - Jenny Edmans, MB - Matt Bateman, MM – Monica Marshall, CC – Cathy Clarke, MH – Miv Hughes, BJ – Brenda Jefford

Apologies received:
Rob Holdaway, Yvonne Hook, Pat Mullen, Marion Wilkes (stepping back from PPG for now)
	

	2.
	Review of Minutes and Actions

Minutes of meeting of 25.02.23 were approved.
Actions were reviewed and all completed except the ones related to Klinik which are still outstanding and will be completed as part of the patient communications as we roll-out Klinik:

· Plan how we will communicate Klinik change to patients

· Dr M to write a paragraph informing patients why they should inform reception re their reason for needing an appt rather than saying ‘private’

· Dr M to arrange a video interview with RC to aid patient education re Klinik

	

	3.
	Update on Klinik

There are two parts to Klinik roll-out:

Design the ‘front-end’ as it will appear for patients

Design the ‘back end’, ie the internal structures, appointment books etc

We have completed the ‘front end’ and Dr Mulholland attended to take the PPG through Klinik in detail and how it will look for patients so we can ensure this works for patients before we finalise the rest of the process and start to roll-out.
The PPG were satisfied with the work that had been done and the need for a new on-line appointment system. Stressed that it won’t exclude those that can’t manage on-line – they will still be able to telephone/call in and reception will help them by completing the form with them. Nurse/HCA appointments won’t necessarily need to be booked this way (although we will enable on-line booking of some nurse appointments, which we have not done previously.

Meeting then focused on the communication for patients:

· Why needed – focus on helping patients get to the right person/right time

· Don’t mention AI since this can be off-putting for patient

· Would be useful if, once the form submitted, the patient receives confirmation of request received and what happens next (not sure of this and can’t test since ‘dummy’ system – will need to check with Klinik)

· Communicate through TV screens, website, text, newsletter, video


	

	4.
	Patient Survey

The meeting then reviewed the patient survey in detail, discussing the responses to each question and then the action plan proposed by Unity Health.
We have embedded the survey results and our initial analysis in the minutes here:
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We have also embedded the agreed action plan here:
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Final item we discussed was the newsletter and what we might do to raise its profile amongst patients. We recognise and appreciate the significant amount of work that goes into the newsletter and want to make sure we are able to make the most of this work. Last newsletter was Spring 2022

	Action: LM-F to implement agreed actions

Action: JH to discuss with YH/MW


	5.
	Staff Changes

LM-F provided an update on staff changes

· We have recruited two new GP Partners – Dr Rodger will start 1st June 2023 and Dr Dennis Phang will start as soon as his pre-employment checks are complete.
We have also recruited a new salaried GP – plan to start August 2023 – further details to follow.
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Patient Survey action plan – 2023


The results of the 2023 patient survey were analysed and discussed at the Patient Participation Group (PPG) meeting on 18th April 2023. The pressures on primary care have been challenging so we are not entirely surprised to see a decline in some of our results. It is helpful to see how these pressures have impacted our patients so we can focus on improving the delivery of our services to meet the demands and expectations of our patients. The following improvement actions were agreed.

		Area

		Issue

		Response/action

		Person(s)

Responsible

		Timescale

		Reviewed/updated



		Improvements in patient survey uptake for 2024





		30% decline in patient response compared to last year.

2022: 2,463 responses

2023: 1,726 responses

		There was an increase in SMS communication (DRUMs, Dispensary survey, QOF) by Unity Health to the patients towards the end of January/beginning of February which resulted in an influx of patients contacting Unity Health to decline consent for SMS contact. 

2024 patient survey to be sent out at the beginning of January. 



		

LM-F/CJ

		Last PPG meeting of 2023 to decide on patient survey questions ready to be sent out in January 2024

		





		Appointment system

		16% decline with patients being happy with the appointment system.

3% decline with patients being happy with the call back times.

		Change the appointment system to Klinik to provide:

· Care navigation team to triage patient contact/appointment requests to ensure patient consultations are with the right person in the right timescales.

· Greater efficiency gains to enable us to increase the availability of routine appointments.

· Better manage patient demand vs appointment capacity to ensure patients are seen within required timescales based on clinical need

		Management

Clinicians

PPG

		End June 2023

		



		Quality of care

		15% decline in patients feeling involved in their healthcare and management.

		The return of the long-term conditions annual review in the patient’s birthday month. Patients will be invited for their review explaining what needs to be done by the appropriate clinician.

		Data Quality Lead

		Start in April

		



		

		3% decline in patients feeling the GP/nurse listened to their concerns 

		The introduction of new Klinik appointment system will allow the length of the appointment time to be reassessed for clinicians. 

An increase in the appointment length time will allow the clinicians to more time to discuss the health matters including the appropriate action needed to be taken by the surgery and the patient. This will help the patient gain a better understanding of what is required of them, as well as, improving the quality of care provided. 





Re-introduction of birthday recall and the use of care and support planning will increase patient involvement and understanding of their health

		Management

Clinicians



		6 Months 

		



		

		13% decline in patients feeling involved in the decision making about their care when seeing a GP.

% decline in patients feeling involved in the decision making about their care when seeing a nurse.

		

		

		

		



		

		8% decline in patients seeing a GP understood what they needed to do next. 

6% decline in patients seeing a GP understood what they needed to do next. 

		

		

		

		



		

		7% decline in patients happy with the quality of care provided by GPs.

4% decline in patients happy with the quality of care provided by nurses.

		

		

		

		



		PCN Social Prescribers

		95% of patients reported they are not aware of this service.

24% of patients using this service find it helpful.

		Feedback results to the PCN management team/Board for further consideration. 

		PCN

		

		



		PPG Newsletter

		73% of patients report they have never seen the newsletter.

28% of patients report they find the newsletter useful.

		To increase uptake of the newsletter, we will text patients once available on website



PPG need to consider content and how we can make more useful for patients? 



		CJ

		

		







Patient survey action plan 2023
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               Patient survey 2022/2023: report and analysis



The patient survey ran for three weeks during February 2023. This was available as a hard copy in all 5 of the surgeries, and online via SurveyMonkey. A text was sent to all patients who have registered a mobile number with us, and a notice was also put on the homepage of our website. We received responses from 1,726 patients compared with 2,463 last year. 



Demographic Data

· Demographic data showed a reasonable split between male and female respondents (36%: 59%) with 5% that preferred to not to answer.  There was a broad spread of age ranges as well as a good cross-section of those who attend rarely, occasionally and regularly. 12% attend regularly, which is positive to know we are basing decisions on the needs of our wider population not just those who attend regularly, which may be the case if we had a solely paper-based system for the patient survey.  There was also an equal split of patients responding across our sites (22% per site), except for Long Crendon which had fewer patients respond (12%) – this may be that these patients identify themselves with an alternative site.



Appointment System

· 92% of patients reported that they were aware of the new appointment system and how it works. This is a good result especially considering that 88% of the patients responding occasionally or rarely visit our surgeries.  

· 60% of patients were either happy or very happy with the appointment system, this is lower than last year (76%). This is an area the practice will be focusing on in its action plan.

· 71% of patients agreed GP’s do call-back within a 2-hour timeframe. This was a small deterioration compared to last year (74%) and possibly due to the fact that the call-backs are now often full telephone appointments rather than pure GP triage appointments.

· There was a fairly even split with patients that would prefer to consult with a doctor of their choice (47%:53%).

· In the open text comments, there were many positive themes in relation to the flexibility that the appointment system offers:

· Being able to speak to a doctor on the same day. 

· The initial telephone point of contact with a doctor, reduces the need to visit the surgery. 

· The triage system makes better use of the GP’s time. 

· In terms of areas for improvement, the common themes were:

· More pre-bookable and face to face appointments. 

· Long wait for routine matters and limited availability to book an appointment with a doctor of the patient’s choice. 

· It can feel like a first come first served basis when trying to access an appointment with a doctor, making this difficult for those who work full time to schedule an appointment outside of their working hours. 

 These areas for improvement will be included in the practice’s action plan.  

· 71% of patients reported they have used our new consultation types and have reported the following: 

· 8% of patients reported they were unhappy with a telephone triage appointment to determine whether a face-to-face appointment is needed.

· 12% of patients reported they were unhappy with a consultation being completely done over the telephone.

· 13% of patients reported they were unhappy with a video consultation.

· 17% of patients reported they were unhappy with a text service - sending and receiving messages from a clinician. 

· 61% of patients reported they were unhappy with a face-to-face consultation. This is difficult to understand and may be a misinterpretation of the question?

These areas for improvement will be included in the practice’s action plan.  



Online access

· When asked whether patients were aware that as well as booking appointments and ordering repeat prescriptions online, they can also view their medical record (including test results) online, 78% reported that they were aware of this service. This is an improvement on last year’s result (68%). 



Quality of Care

· 73% of patients reported they feel Unity Health is responsive to their needs. This was a new question so there is no data to compare this to.  

· 62% of patients who reported family members or themselves struggling with anxiety, depression or their mental health, found Unity Health supportive when discussing these matters. 

· For patients with a long-term condition:

· Over 70% felt involved in their own healthcare and its management (compared to 85% last year). We feel this is probably a reflection of the fact that we carried out fewer LTC reviews over covid and is definitely an area we need to address – it will be included in the action plan for improvement.

· 44% had their test results (e.g. blood test results, peak flow results etc) in advance of their annual review appointment. This is similar to last year (45%).

· When asked how well the patient felt they were listened to the following results were concluded:

· 92% of patients felt the GP and nurse listened either very well or well to their concerns. This is a slight deterioration from last year (95%). 

· 85% of patients felt the Advanced Care Practitioner listened to their concerns either very well or well. This is new section to the question so there is no data to compare this to.  

· 81% felt the HCA listened to their concerns either very well or well. This is new section to the question so there is no data to compare this to.  

· When asked how involved the patient felt in the decision-making about their care, the following results were concluded:

· 86% of patients seeing a GP felt involved in the decision making about their care; this is a deterioration compared to last year (93%). 

· 89% of patients seeing a nurse felt involved in the decision making about their care, again this is a deterioration compared to last year (95%). This may be due to the fact that we have not been carrying out care and support planning since covid and is an area to include in the action plan for improvement.

· 79% of patients seeing an Advanced Care Practitioner felt involved in the decision making about their care. This is new section to the question so there is no data to compare this to.  

· 75% of patients seeing an HCA felt involved in the decision making about their care. This is new section to the question so there is no data to compare this to.  

· When asked how well the patient understood what they needed to do next (e.g. what action to take after a blood test etc), the following results were concluded:

· 86% of patients seeing a GP reported they understood very well or quite well what they needed to do next This is a deterioration compared to last year (94%). 

· 87% of patients seeing a nurse reported they understood very well or quite well what they needed to do next This is a deterioration compared to last year (94%). 

· 82% of patients seeing an Advanced Care Practitioner reported they understood very well or quite well what they needed to do next This is new section to the question so there is no data to compare this to.  

· 75% of patients seeing an HCA reported they understood very well or quite well what they needed to do next. This is new section to the question so there is no data to compare this to.  

· When asked how satisfied the patients were with the consultations and the quality of care that our clinicians provide, the following results were concluded: 

· 86% of patients were very happy or happy with the overall quality of care provided by our GPs. This is a good result but is a deterioration compared to last year (93%).

· 92% of patients were very happy or happy with the overall quality of care provided by our nurses. This is a good result but is a deterioration compared to last year (96%).

· 83% of patients were very happy or happy with the overall quality of care provided by our Advanced Care Practitioners. This is new section to the question so there is no data to compare this to.

· 80% of patients were very happy or happy with the overall quality of care provided by our HCAs. This is new section to the question so there is no data to compare this to.



Opening hours and waiting times

· 85% of patients reported being happy with the practice’s opening times. This is similar to last year’s results (87%). 

· When the patients were asked how long they typically have to wait to a clinician once they are in the surgery, the following results were concluded:

· Waiting times for GP appointments have improved, with 10% of patients reporting waiting more than 20 minutes, compared to 19% last year.

· Waiting times for nurse appointments have improved, with 3% of patients reporting waiting more than 20 minutes, compared to 4% last year.

· 8% of patients reported waiting more than 20 minutes for an appointment with an Advanced Care Practitioner. This is new section to the question so there is no data to compare this to.  

· Waiting times for HCA appointments have declined, with 7% of patients reporting waiting more than 20 minutes, compared to 4% last year.



Overall, 86% of patients reported they are happy with the time they typically wait to see the GP/Advanced Care Practitioner/Nurse/HCA. We are pleased that the majority of patients completing the patient survey are happy with the waiting room times, as well as the improvement in the waiting times with GP and nurse appointments. 



Telephone System

· 33% of patients reported they were aware of the new telephone system. We believe the reason for this answer being low is probably because 88% of the patients responding occasionally or rarely visit our surgeries, therefore are unlikely to have called the surgery.

· 86% of patients reported they find the initial menu easy to understand. 

· 67% of patients reported they feel the new telephone system is an improvement on the previous telephone system. We are not sure why this is lower than we would expect. It could be just because the system is new or could be because calls are now overflowed across the 5 sites once the call queue time exceeds 5 minutes and previously patients have been used to their calls being managed on just one site.



PCN - Social Prescribers

· 95% of patients reported they were not aware of the social prescribing services available. 

· 24% of patients that have used the social prescribing service found this helpful. 

The practice does not provide this service directly – it is provided by the PCN. We will feed this back to the PCN management team/board for them to consider.



PPG Newsletter

· 73% of patients reported they had never seen the PPG bi-annual patient newsletter.

· Out of the 27% who have seen the newsletter, 54% do read the PPG bi-annual patient newsletter.

· Out of the 54% of patients that read the newsletter, 28% of patients reported they find the newsletter useful. 



General comments 

Overall, there were some very positive open text comments about the practice:

· Receptionists are kind, courteous and helpful.

· Welcoming and friendly atmosphere

· Shorter telephone queue than many surgeries

· All staff are great, efficient and responsive.

· Telephone triage has reduced the number of patients in the waiting area.

· Great communication

· Practice keeps on top of general health maintenance.

· Have been organised in setting up vaccinations.





In terms of improvements that could be made, common themes included:

· Better car parking facilities 

· The building is not as clean as you would expect, and some sites look run down.

· The use of e-consult would be good.

· More presence and services available in Long Crendon 

· To be informed when patients have been assigned a new doctor.

· Reduce the number of text messages sent with updates.

· Quicker turn over for prescriptions/medications

· Restore the annual birthday medical review.

· Reintroduction of the well woman clinic

· More face-to-face appointments

· Poor privacy at reception

· Longer opening hours into the evenings

· More GP’s
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Unity Health Patient Survey 2023

Monday, March 13, 2023
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Date Created: Tuesday, February 14, 2023

1726

Total Responses

Complete Responses: 1726
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Q1: Which of the following options best describes how you think of yourself?

Answered: 1698   ,: 28
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 	Man (including trans man)	Woman (including trans woman)	Non-binary	Prefer Not To Answer	In another way (please specify)	0.35809999999999997	0.58660000000000001	1.8E-3	1.47E-2	3.8899999999999997E-2	





Q1: Which of the following options best describes how you think of yourself?

Answered: 1698   ,: 28

		ANSWER CHOICES		RESPONSES		

		Man (including trans man)		35.81%		608

		Woman (including trans woman)		58.66%		996

		Non-binary		0.18%		3

		Prefer Not To Answer		1.47%		25

		In another way (please specify)		3.89%		66

		TOTAL				1698
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Q2: Which age group are you in?

Answered: 1715   ,: 11
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 	16 or under	17 - 24	25 - 34	35 - 44	45 - 54	55 - 64	65 - 74	75 - 84	over 84	1.6999999999999999E-3	1.6899999999999998E-2	2.4500000000000001E-2	6.1199999999999997E-2	0.15509999999999999	0.24079999999999999	0.28399999999999997	0.18540000000000001	3.0300000000000001E-2	





Q2: Which age group are you in?

Answered: 1715   ,: 11

		ANSWER CHOICES		RESPONSES		

		16 or under		0.17%		3

		17 - 24		1.69%		29

		25 - 34		2.45%		42

		35 - 44		6.12%		105

		45 - 54		15.51%		266

		55 - 64		24.08%		413

		65 - 74		28.40%		487

		75 - 84		18.54%		318

		over 84		3.03%		52

		TOTAL				1715
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Q3: How often do you come to the practice? (tick one)

Answered: 1712   ,: 14
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 	Regularly	Occasionally	Rarely	0.1192	0.39600000000000002	0.48480000000000001	





Q3: How often do you come to the practice? (tick one)

Answered: 1712   ,: 14

		ANSWER CHOICES		RESPONSES		

		Regularly		11.92%		204

		Occasionally		39.60%		678

		Rarely		48.48%		830

		TOTAL				1712
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Q4: Which surgery do you normally attend?

Answered: 1716   ,: 10



Powered by



 	Chinnor	Princes Risborough	Thame	Long Crendon	Brill	0.23949999999999999	0.2319	0.24179999999999999	0.1305	0.2424	





Q4: Which surgery do you normally attend?

Answered: 1716   ,: 10

		ANSWER CHOICES		RESPONSES		

		Chinnor		23.95%		411

		Princes Risborough		23.19%		398

		Thame		24.18%		415

		Long Crendon		13.05%		224

		Brill		24.24%		416

		TOTAL				1864
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Q5: Are you aware of how the appointment system works?

Answered: 1346   ,: 380
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 	Yes	No	0.91920000000000002	7.8600000000000003E-2	





Q5: Are you aware of how the appointment system works?

Answered: 1346   ,: 380

		ANSWER CHOICES		RESPONSES		

		Yes		91.92%		1240

		No		7.86%		106

		TOTAL				1346
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Q6: On a scale of 1 - 4 how happy are you with the appointment system? (please tick one)

Answered: 1330   ,: 396
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 	1. Very happy	2. Happy	3. Unhappy	4. Very unhappy	0.1459	0.45939999999999998	0.24740000000000001	0.1474	





Q6: On a scale of 1 - 4 how happy are you with the appointment system? (please tick one)

Answered: 1330   ,: 396

		ANSWER CHOICES		RESPONSES		

		1. Very happy		14.59%		194

		2. Happy		45.94%		611

		3. Unhappy		24.74%		329

		4. Very unhappy		14.74%		196

		TOTAL				1330
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Q7: When you ask for an appointment (not a query telephone call) the GP is supposed to call you back within two hours (unless reception inform you differently at the time). In your experience, does the GP call you back within this time frame?

Answered: 1276   ,: 450
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 	Yes	No	0.70850000000000002	0.29149999999999998	





Q7: When you ask for an appointment (not a query telephone call) the GP is supposed to call you back within two hours (unless reception inform you differently at the time). In your experience, does the GP call you back within this time frame?

Answered: 1276   ,: 450

		ANSWER CHOICES		RESPONSES		

		Yes		70.85%		904

		No		29.15%		372

		TOTAL				1276
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Q10: If / when it is important for you, do you find that you are usually able to consult with the GP of your choice?’

Answered: 1228   ,: 498
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 	Yes	No	0.47310000000000002	0.52690000000000003	





Q10: If / when it is important for you, do you find that you are usually able to consult with the GP of your choice?’

Answered: 1228   ,: 498

		ANSWER CHOICES		RESPONSES		

		Yes		47.31%		581

		No		52.69%		647

		TOTAL				1228
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Q11: We have built on our previous appointment system and developed some new types of consultation. Where you have used these, how happy have you been with them? Please just tick the boxes where you have experienced that type of consultation – otherwise leave blank.

Answered: 1217   ,: 509
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Very Happy	Telephone triage (2-3 min consultation to make a decision as to whether a face to face appt needed)	Telephone consultation (where the consultation is completely done over the phone by a GP or nurse)	Video consultation – telephone plus the ability to see the patient/clinician	Text service (Accurx) to send and receive messages from/to the clinician	Face to face consultation	0.27160000000000001	0.30130000000000001	0.20710000000000001	0.2084	0.16800000000000001	Happy	Telephone triage (2-3 min consultation to make a decision as to whether a face to face appt needed)	Telephone consultation (where the consultation is completely done over the phone by a GP or nurse)	Video consultation – telephone plus the ability to see the patient/clinician	Text service (Accurx) to send and receive messages from/to the clinician	Face to face consultation	0.3029	0.37330000000000002	0.28449999999999998	0.27179999999999999	0.1075	Unhappy	Telephone triage (2-3 min consultation to make a decision as to whether a face to face appt needed)	Telephone consultation (where the consultation is completely done over the phone by a GP or nurse)	Video consultation – telephone plus the ability to see the patient/clinician	Text service (Accurx) to send and receive messages from/to the clinician	Face to face consultation	4.2099999999999999E-2	7.0800000000000002E-2	6.0699999999999997E-2	8.4400000000000003E-2	0.47720000000000001	Very unhappy	Telephone triage (2-3 min consultation to make a decision as to whether a face to face appt needed)	Telephone consultation (where the consultation is completely done over the phone by a GP or nurse)	Video consultation – telephone plus the ability to see the patient/clinician	Text service (Accurx) to send and receive messages from/to the clinician	Face to face consultation	3.49E-2	4.6800000000000001E-2	7.1099999999999997E-2	8.4400000000000003E-2	0.1358	Not Used	Telephone triage (2-3 min consultation to make a decision as to whether a face to face appt needed)	Telephone consultation (where the consultation is completely done over the phone by a GP or nurse)	Video consultation – telephone plus the ability to see the patient/clinician	Text service (Accurx) to send and receive messages from/to the clinician	Face to face consultation	0.34860000000000002	0.2077	0.37659999999999999	0.35089999999999999	0.1116	







Q11: We have built on our previous appointment system and developed some new types of consultation. Where you have used these, how happy have you been with them? Please just tick the boxes where you have experienced that type of consultation – otherwise leave blank.

Answered: 1217   ,: 509

				VERY HAPPY		HAPPY		UNHAPPY		VERY UNHAPPY		NOT USED		TOTAL		WEIGHTED AVERAGE

		Telephone triage (2-3 min consultation to make a decision as to whether a face to face appt needed)		27.16%
226		30.29%
252		4.21%
35		3.49%
29		34.86%
290		832		1

		Telephone consultation (where the consultation is completely done over the phone by a GP or nurse)		30.13%
251		37.33%
311		7.08%
59		4.68%
39		20.77%
173		833		1

		Video consultation – telephone plus the ability to see the patient/clinician		20.71%
99		28.45%
136		6.07%
29		7.11%
34		37.66%
180		478		1

		Text service (Accurx) to send and receive messages from/to the clinician		20.84%
79		27.18%
103		8.44%
32		8.44%
32		35.09%
133		379		1

		Face to face consultation		16.80%
125		10.75%
80		47.72%
355		13.58%
101		11.16%
83		744		1
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Q14: As well as booking appointments and ordering repeat prescriptions online, are you aware that you can also view your medical record (including your test results) online?

Answered: 1218   ,: 508
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 	Yes	No	0.78080000000000005	0.21920000000000001	





Q14: As well as booking appointments and ordering repeat prescriptions online, are you aware that you can also view your medical record (including your test results) online?

Answered: 1218   ,: 508

		ANSWER CHOICES		RESPONSES		

		Yes		78.08%		951

		No		21.92%		267

		TOTAL				1218





Powered by



Q15: Do you have a long term condition? If you answer No to this question, then please skip to Q18

Answered: 1166   ,: 560
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 	Yes	No	0.58919999999999995	0.4108	





Q15: Do you have a long term condition? If you answer No to this question, then please skip to Q18

Answered: 1166   ,: 560

		ANSWER CHOICES		RESPONSES		

		Yes		58.92%		687

		No		41.08%		479

		TOTAL				1166
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Q16: If you have a long term condition, do you feel you are involved in your own healthcare and its management?

Answered: 702   Skipped: 1024
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 	Yes	No	0.70040000000000002	0.28689999999999999	





Q16: If you have a long term condition, do you feel you are involved in your own healthcare and its management?

Answered: 702   Skipped: 1024

		ANSWER CHOICES		RESPONSES		

		Yes		70.04%		498

		No		28.69%		204

		TOTAL				702
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Q17: One of the key elements in developing effective long term condition plans is for each patient to have their test results (eg blood tests, peak flow results) before they attend for their review with the nurse/GP. When you attended for your last long term condition review (eg for diabetes, heart disease, asthma etc) did you have your results in advance of the appointment?

Answered: 762   Skipped: 964
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 	Yes	No	N/A	0.26250000000000001	0.33200000000000002	0.40550000000000003	





Q17: One of the key elements in developing effective long term condition plans is for each patient to have their test results (eg blood tests, peak flow results) before they attend for their review with the nurse/GP. When you attended for your last long term condition review (eg for diabetes, heart disease, asthma etc) did you have your results in advance of the appointment?

Answered: 762   Skipped: 964

		ANSWER CHOICES		RESPONSES		

		Yes		26.25%		200

		No		33.20%		253

		N/A		40.55%		309

		TOTAL				762
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Q18: When you last saw a GP, Advanced Care Practitioner, Nurse  HCA, please tell us about the quality of care you received:  How well did the clinician listen to your concerns?

Answered: 1169   ,: 557



Powered by



Very	GP	Advanced Care Practitioner	Nurse	HCA	0.69479999999999997	0.5524	0.70979999999999999	0.56020000000000003	Quite	GP	Advanced Care Practitioner	Nurse	HCA	0.22159999999999999	0.29520000000000002	0.21340000000000001	0.247	Not very	GP	Advanced Care Practitioner	Nurse	HCA	6.0100000000000001E-2	6.6699999999999995E-2	4.9200000000000001E-2	9.3399999999999997E-2	Not at all	GP	Advanced Care Practitioner	Nurse	HCA	2.35E-2	8.5699999999999998E-2	2.76E-2	9.9400000000000002E-2	







Q18: When you last saw a GP, Advanced Care Practitioner, Nurse  HCA, please tell us about the quality of care you received:  How well did the clinician listen to your concerns?

Answered: 1169   ,: 557

				VERY		QUITE		NOT VERY		NOT AT ALL		TOTAL		WEIGHTED AVERAGE

		GP		69.48%
740		22.16%
236		6.01%
64		2.35%
25		1065		1

		Advanced Care Practitioner		55.24%
232		29.52%
124		6.67%
28		8.57%
36		420		1

		Nurse		70.98%
592		21.34%
178		4.92%
41		2.76%
23		834		1

		HCA		56.02%
186		24.70%
82		9.34%
31		9.94%
33		332		1





Powered by



Q19: How involved did you feel in the decision-making about your care?

Answered: 1121   ,: 605
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Very	GP appointment	Advanced Care Practitioner appointment	Nurse appointment	HCA appointment	0.55930000000000002	0.48799999999999999	0.62239999999999995	0.49490000000000001	Quite	GP appointment	Advanced Care Practitioner appointment	Nurse appointment	HCA appointment	0.29699999999999999	0.30669999999999997	0.2545	0.2576	Not very	GP appointment	Advanced Care Practitioner appointment	Nurse appointment	HCA appointment	0.1032	0.1147	8.1600000000000006E-2	0.1356	Not at all	GP appointment	Advanced Care Practitioner appointment	Nurse appointment	HCA appointment	4.0500000000000001E-2	9.0700000000000003E-2	4.1500000000000002E-2	0.1119	







Q19: How involved did you feel in the decision-making about your care?

Answered: 1121   ,: 605

				VERY		QUITE		NOT VERY		NOT AT ALL		TOTAL		WEIGHTED AVERAGE

		GP appointment		55.93%
580		29.70%
308		10.32%
107		4.05%
42		1037		1

		Advanced Care Practitioner appointment		48.80%
183		30.67%
115		11.47%
43		9.07%
34		375		1

		Nurse appointment		62.24%
450		25.45%
184		8.16%
59		4.15%
30		723		1

		HCA appointment		49.49%
146		25.76%
76		13.56%
40		11.19%
33		295		1
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Q20: If applicable, how well did you understand what you needed to do next (eg what action to take after a blood test etc)?

Answered: 1023   ,: 703
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Very	GP appointment	Advanced Care Practitioner appointment	Nurse appointment	HCA appointment	0.62429999999999997	0.55679999999999996	0.64059999999999995	0.50890000000000002	Quite	GP appointment	Advanced Care Practitioner appointment	Nurse appointment	HCA appointment	0.2336	0.26700000000000002	0.22500000000000001	0.2384	Not very	GP appointment	Advanced Care Practitioner appointment	Nurse appointment	HCA appointment	9.0399999999999994E-2	7.0999999999999994E-2	6.88E-2	9.9599999999999994E-2	Not at all	GP appointment	Advanced Care Practitioner appointment	Nurse appointment	HCA appointment	5.1700000000000003E-2	0.1051	6.5600000000000006E-2	0.153	







Q20: If applicable, how well did you understand what you needed to do next (eg what action to take after a blood test etc)?

Answered: 1023   ,: 703

				VERY		QUITE		NOT VERY		NOT AT ALL		TOTAL		WEIGHTED AVERAGE

		GP appointment		62.43%
580		23.36%
217		9.04%
84		5.17%
48		929		1

		Advanced Care Practitioner appointment		55.68%
196		26.70%
94		7.10%
25		10.51%
37		352		1

		Nurse appointment		64.06%
410		22.50%
144		6.88%
44		6.56%
42		640		1

		HCA appointment		50.89%
143		23.84%
67		9.96%
28		15.30%
43		281		1
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Q21: Overall, how satisfied are you with the consultations and quality of care that our clinicians provide?

Answered: 1151   ,: 575



Powered by



Very	GP appointment	Advanced Care Practitioner	Nurse appointment	HCA appointment	0.55859999999999999	0.51910000000000001	0.67510000000000003	0.53159999999999996	Quite	GP appointment	Advanced Care Practitioner	Nurse appointment	HCA appointment	0.29920000000000002	0.31040000000000001	0.24909999999999999	0.2722	Not very	GP appointment	Advanced Care Practitioner	Nurse appointment	HCA appointment	9.6000000000000002E-2	7.3800000000000004E-2	4.9299999999999997E-2	7.5899999999999995E-2	Not at all	GP appointment	Advanced Care Practitioner	Nurse appointment	HCA appointment	4.6199999999999998E-2	9.6699999999999994E-2	2.6499999999999999E-2	0.1203	







Q21: Overall, how satisfied are you with the consultations and quality of care that our clinicians provide?

Answered: 1151   ,: 575

				VERY		QUITE		NOT VERY		NOT AT ALL		TOTAL		WEIGHTED AVERAGE

		GP appointment		55.86%
605		29.92%
324		9.60%
104		4.62%
50		1083		1

		Advanced Care Practitioner		51.91%
204		31.04%
122		7.38%
29		9.67%
38		393		1

		Nurse appointment		67.51%
534		24.91%
197		4.93%
39		2.65%
21		791		1

		HCA appointment		53.16%
168		27.22%
86		7.59%
24		12.03%
38		316		1
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Q22: Once you are in the surgery, how long do you typically have to wait to see the GP/Nurse/HCA?

Answered: 1123   ,: 603
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Less than 10mins	GP	Advanced Care Practitioner	Nurse	HCA	0.33800000000000002	0.4899	0.627	0.54979999999999996	Between 10 and 20mins	GP	Advanced Care Practitioner	Nurse	HCA	0.56169999999999998	0.43480000000000002	0.33979999999999999	0.38490000000000002	More than 20mins	GP	Advanced Care Practitioner	Nurse	HCA	0.1003	7.5399999999999995E-2	3.32E-2	6.5299999999999997E-2	







Q22: Once you are in the surgery, how long do you typically have to wait to see the GP/Nurse/HCA?

Answered: 1123   ,: 603

				LESS THAN 10MINS		BETWEEN 10 AND 20MINS		MORE THAN 20MINS		TOTAL		WEIGHTED AVERAGE

		GP		33.80%
337		56.17%
560		10.03%
100		997		1

		Advanced Care Practitioner		48.99%
169		43.48%
150		7.54%
26		345		1

		Nurse		62.70%
548		33.98%
297		3.32%
29		874		1

		HCA		54.98%
160		38.49%
112		6.53%
19		291		1
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Q23: Are you happy with the time you typically wait to see the GP/Advanced Care Practitioner/Nurse/HCA once you are in the waiting room?

Answered: 1107   ,: 619
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 	Yes	No	0.8609	0.1391	





Q23: Are you happy with the time you typically wait to see the GP/Advanced Care Practitioner/Nurse/HCA once you are in the waiting room?

Answered: 1107   ,: 619

		ANSWER CHOICES		RESPONSES		

		Yes		86.09%		953

		No		13.91%		154

		TOTAL				1107
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Q24: The core hours for the practice are 8.30am to 6.00pm every day.  We also offer appointments outside these hours with other healthcare practitioners such as the evening video consultations; dressing clinics on a Saturday and appointments with a first contact physio. Outside of these times, the Out of Hours (OOH) service operates.  Are you happy with the practice opening times as described above?

Answered: 1139   ,: 587
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 	Yes	No	0.85070000000000001	0.14929999999999999	





Q24: The core hours for the practice are 8.30am to 6.00pm every day.  We also offer appointments outside these hours with other healthcare practitioners such as the evening video consultations; dressing clinics on a Saturday and appointments with a first contact physio. Outside of these times, the Out of Hours (OOH) service operates.  Are you happy with the practice opening times as described above?

Answered: 1139   ,: 587

		ANSWER CHOICES		RESPONSES		

		Yes		85.07%		969

		No		14.93%		170

		TOTAL				1139
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Q25: Do you feel that Unity Health is responsive to your needs?

Answered: 1087   ,: 639
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 	Yes	No	0.71860000000000002	0.26519999999999999	





Q25: Do you feel that Unity Health is responsive to your needs?

Answered: 1087   ,: 639

		ANSWER CHOICES		RESPONSES		

		Yes		71.86%		794

		No		26.52%		293

		TOTAL				1087
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Q26: We have recently introduced a new telephone system which enables calls to be ‘overflowed’ to any site if the waiting time to be answered at your main site is too long; enables calls to be recorded and has a ‘call-back’ facility which ‘holds’ your place in the queue and calls you back when you reach the top of the queue.Were you aware of the new telephone system:

Answered: 1180   ,: 546
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 	Yes	No	0.33139999999999997	0.66859999999999997	





Q26: We have recently introduced a new telephone system which enables calls to be ‘overflowed’ to any site if the waiting time to be answered at your main site is too long; enables calls to be recorded and has a ‘call-back’ facility which ‘holds’ your place in the queue and calls you back when you reach the top of the queue.Were you aware of the new telephone system:

Answered: 1180   ,: 546

		ANSWER CHOICES		RESPONSES		

		Yes		33.14%		391

		No		66.86%		789

		TOTAL				1180





Powered by



Q27: Do you find the initial menu is easy to understand?

Answered: 830   Skipped: 896
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 	Yes	No	0.86019999999999996	0.13980000000000001	





Q27: Do you find the initial menu is easy to understand?

Answered: 830   Skipped: 896

		ANSWER CHOICES		RESPONSES		

		Yes		86.02%		714

		No		13.98%		116

		TOTAL				830
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Q28: Do you feel it is an improvement on the previous telephone system?

Answered: 773   Skipped: 953
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 	Yes	No	0.67789999999999995	0.3221	





Q28: Do you feel it is an improvement on the previous telephone system?

Answered: 773   Skipped: 953

		ANSWER CHOICES		RESPONSES		

		Yes		67.79%		524

		No		32.21%		249

		TOTAL				773
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Q29: We are aware that many of us have struggled more with anxiety, depression and mental health over recent months. During this time have you and/or any family members experiencing these issues found Unity Health to be supportive when discussing them?

Answered: 576   Skipped: 1150
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 	Yes	No	0.56420000000000003	0.34870000000000001	





Q29: We are aware that many of us have struggled more with anxiety, depression and mental health over recent months. During this time have you and/or any family members experiencing these issues found Unity Health to be supportive when discussing them?

Answered: 576   Skipped: 1150

		ANSWER CHOICES		RESPONSES		

		Yes		56.42%		356

		No		34.87%		220

		TOTAL				576
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Q30: We have recently employed social prescribers to help patients with social issues such as debt, unemployment, housing, loneliness, befriending.Were you aware of this service?

Answered: 1147   ,: 579
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 	Yes	No	5.0599999999999999E-2	0.94940000000000002	





Q30: We have recently employed social prescribers to help patients with social issues such as debt, unemployment, housing, loneliness, befriending.Were you aware of this service?

Answered: 1147   ,: 579

		ANSWER CHOICES		RESPONSES		

		Yes		5.06%		58

		No		94.94%		1089

		TOTAL				1147
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Q31: If you’ve used the service, have you found it useful?

Answered: 68   Skipped: 1658
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 	Yes	No	0.23530000000000001	0.76470000000000005	





Q31: If you’ve used the service, have you found it useful?

Answered: 68   Skipped: 1658

		ANSWER CHOICES		RESPONSES		

		Yes		23.53%		16

		No		76.47%		52

		TOTAL				68
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Q32: The Patient Participation Group, produces a bi-annual patient newsletter. Do you read this newsletter?

Answered: 1101   ,: 625
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 	Yes	No	Never seen it	0.14349999999999999	0.1244	0.73209999999999997	





Q32: The Patient Participation Group, produces a bi-annual patient newsletter. Do you read this newsletter?

Answered: 1101   ,: 625

		ANSWER CHOICES		RESPONSES		

		Yes		14.35%		158

		No		12.44%		137

		Never seen it		73.21%		806

		TOTAL				1101
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Q33: How useful do you find the bi-annual Patient Newsletter?

Answered: 304   Skipped: 1422
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 	Extremely useful	Very useful	Somewhat useful	Not at all useful	3.3099999999999997E-2	0.13450000000000001	0.2203	0.20469999999999999	





Q33: How useful do you find the bi-annual Patient Newsletter?

Answered: 304   Skipped: 1422

		ANSWER CHOICES		RESPONSES		

		Extremely useful		3.31%		17

		Very useful		13.45%		69

		Somewhat useful		22.03%		113

		Not at all useful		20.47%		105

		TOTAL				304
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Microsoft_Excel_Worksheet.xlsx
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			Categories			 


			Man (including trans man)			0.3581


			Woman (including trans woman)			0.5866


			Non-binary			0.0018


			Prefer Not To Answer			0.0147


			In another way (please specify)			0.0389










Microsoft_Excel_Worksheet1.xlsx
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			16 or under			0.0017


			17 - 24			0.0169


			25 - 34			0.0245


			35 - 44			0.0612


			45 - 54			0.1551


			55 - 64			0.2408


			65 - 74			0.2840


			75 - 84			0.1854


			over 84			0.0303
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			Regularly			0.1192


			Occasionally			0.3960


			Rarely			0.4848
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			Chinnor			0.2395


			Princes Risborough			0.2319


			Thame			0.2418


			Long Crendon			0.1305


			Brill			0.2424
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			Yes			0.9192


			No			0.0786
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			1. Very happy			0.1459


			2. Happy			0.4594


			3. Unhappy			0.2474


			4. Very unhappy			0.1474
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			Yes			0.7085
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			Yes			0.4731
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			Categories			Very Happy			Happy			Unhappy			Very unhappy			Not Used


			Telephone triage (2-3 min consultation to make a decision as to whether a face to face appt needed)			0.2716			0.3029			0.0421			0.0349			0.3486


			Telephone consultation (where the consultation is completely done over the phone by a GP or nurse)			0.3013			0.3733			0.0708			0.0468			0.2077


			Video consultation – telephone plus the ability to see the patient/clinician			0.2071			0.2845			0.0607			0.0711			0.3766


			Text service (Accurx) to send and receive messages from/to the clinician			0.2084			0.2718			0.0844			0.0844			0.3509


			Face to face consultation			0.1680			0.1075			0.4772			0.1358			0.1116
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			Yes			0.7808


			No			0.2192
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			Yes			0.5892


			No			0.4108
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			Yes			0.7004


			No			0.2869
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			Yes			0.2625


			No			0.3320


			N/A			0.4055
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			Categories			Very			Quite			Not very			Not at all


			GP			0.6948			0.2216			0.0601			0.0235


			Advanced Care Practitioner			0.5524			0.2952			0.0667			0.0857


			Nurse			0.7098			0.2134			0.0492			0.0276


			HCA			0.5602			0.2470			0.0934			0.0994
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			Categories			Very			Quite			Not very			Not at all


			GP appointment			0.5593			0.2970			0.1032			0.0405


			Advanced Care Practitioner appointment			0.488			0.3067			0.1147			0.0907


			Nurse appointment			0.6224			0.2545			0.0816			0.0415


			HCA appointment			0.4949			0.2576			0.1356			0.1119










Microsoft_Excel_Worksheet15.xlsx

Sheet1


			Categories			Very			Quite			Not very			Not at all


			GP appointment			0.6243			0.2336			0.0904			0.0517


			Advanced Care Practitioner appointment			0.5568			0.2670			0.0710			0.1051


			Nurse appointment			0.6406			0.225			0.0688			0.0656


			HCA appointment			0.5089			0.2384			0.0996			0.1530
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			GP appointment			0.5586			0.2992			0.0960			0.0462


			Advanced Care Practitioner			0.5191			0.3104			0.0738			0.0967


			Nurse appointment			0.6751			0.2491			0.0493			0.0265


			HCA appointment			0.5316			0.2722			0.0759			0.1203
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			Categories			Less than 10mins			Between 10 and 20mins			More than 20mins


			GP			0.3380			0.5617			0.1003


			Advanced Care Practitioner			0.4899			0.4348			0.0754


			Nurse			0.6270			0.3398			0.0332


			HCA			0.5498			0.3849			0.0653
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			Yes			0.8609


			No			0.1391
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			Yes			0.2353
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			Yes			0.1435
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			Never seen it			0.7321
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