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Introduction

The aim of this report is to capture the feedback gathered through consultation and collaboration between Valentine Hustistia, the
Valentine PPG membership and the patient population attending or having contact with the surgery during the chdatiuary to Mrch 2016.
Thepurposeof the local annual patients survey in addition to the feedback gathered through the newly introduced Friends and Famihéest by
NHS England was to concentrate on specific services, compare thetheidedbackreceived in previous years as well as evaluate whether they
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city and highly deprived area of South East London.

TheVisionof the Valentine Patient ParticipatioiGroup(VHPPPG)

The vision of the Patient Participation and Engagement Group remain unchallenged and as relevant as during the peiidightohgstseliquite a
few years ago now hlyeing the voice o behalf of the 26,000 patients registered with Valentine Health partnership across 3 locations in the Royal
Borough of Greenwich.
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1  To be voice on behalf of the 26,000 patients registered with the practice

1  To contritute positive feedback to the practice while also engaging into a constructive criticismvell the care is delivered to its

patient population

To be part of the improvements made listening to the patients andnsuring the agreed actions are carrieat o

To take part irdiscussios how to improve efficiency and especially how to eliminate waste as seen through wasted medication and lost
appointments not being cancelld®NAs) as well as educating patients how to access careappsipriately

= =

Membership of the VPPG

The memberkip of the group is opeto all registered patientand their carer&and new members are welcome to join at any tirffiae practice
understands that the patients wish to engagedhgh different media. They mayish to engage aswuch as regularly attending monthly face to
face meetings, engage just in times of discussions relevant to theirarehterestor remain just followers behind the social media the practice
has keenly used now for several yedmsaddition tothe virtual engagement mediand regular weekday monthly meetintiee PPG members also
organise regular monthly face to faoeeetings on Saturdays to enaliEce to faceengagementor those who cannoattend the Friday meetings.
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Valentine GP surgeries value
YOUR VIEWS - ge# dnuoleced. . .

SHARE YOUR
VIEWS

MAKE A

DIFFERENCE MAKE CHANGES

TOGETHER

Would you like to join Valentine Patient Participation Group for monthly
meetings or be part of our virtual community?

Please leave your name, telephone number & E-mail

Working Together To Improve Your Health Service.

Jlent;
Name: 4 e
E-mail: & T) !&
- o 3
At i pyine
"7 Facebook
Valentine Patient Group @valentinehealth

The PPG application form is available at reception slastoss all sites or can be downloaded from the website address

http://www. valentinehealth.org.uk/PPG%20A4%20POSTER%20with%20name%20tear% 2A@fiPd@nded%20by%20Will.pdhe
membership application is further simplified by inviting expression of interest by e mail as advertised on the websifgyoraling reception who
will be able to direct the call to the most appropriate person. The o#irnative route to either apply for the membership of the group or just
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The invitatiorto join the membership of the PR& G K S LINJ O i ke@dS asdollowsS 6 & A i S

AConsulting and planning with patients helps us to bring a sens eents Weworkecleselyswith p oarn d
Patient Participation Group (PPG) to help improve the service we provide. The group is always coming up with helpful ideas an d suggestions which benefit

both patients and the Surgery as a whole. Look out for the PPG Newsletter that will soon be availab le to learn more about what the Group does but meanwhile

check the link below to see our annual report published on 31st March 2014.

We are always looking for more of our patients to contribute to the PPG; meetings are currently run on both Friday and Satu rday, in addition
communityé6. If this is something that you would | i kmeiltotGRECLE ValentinePdI@nlesgieti n, pl ease ey

You can download our sign up for m HERE . We look forward to seeing you at the PPG meeting soon. o]

partners

o our oOv

nail

The curret PPGnembersregisteraccounts foi86 active membersand the characteristics of the group in relation to the whole patigopulation
of the practice ares follows:

By Age:
Years 15-34 3544 4554 5574 over 74
Overall Patient Population 43% 24% 17% 13% 3%
PPG Membership 24% 26% 16% 32% 2%
By Sex:
Sex Male Female
Overall Patient Population 49% 51%
PPG Membership 28% 72%
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By Ethnicity:

White British, Irish,

Black African,

Mixed and Multiple

Ethnicity European and other Asian Carrlb_e_an and Ethnic Groups Other
British
Overall Patient Population 25% 14% 32% 26% 3%
PPG Membership 20% 11% 38% 29% 2%

PRIORITIES ANBE 2012016 PATIENT SURVEY

In order to agree the 2018016 patient satisfaction survey and especially concentrate on most curriemities the PPG discussed tf@thcoming
content of the survey at the January and February 2016 regular PPG meetings. The members felt that eventhough the nemd\&kitclinic is
still inits infant stage and until April 2016 riomly as a pilott would be important to test the.Jl i A S y'dbfithe wed SeBvice. The walk in clinic
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to the patients ad scored relatively low compared to other parts of the survey. The Practice and the PPG were also concerned about thef number
Did Not Attendappointments(DNAs) which further affected availability of appointments to those who need it most. The statigirevious years

have shown that up to 1008ppointmentsa month were lost due to the DNAs and the new walk in and wait service will partly address this issue
due to its inherent nature ofonsultations being offeredn a walk in basis.

The designed andgreedLdr (G ASI i QHEFI OGA2Y
Apart from rating the new service, quality of consultations and helpfulness of the receptionists and suitability oftihg avaa relating to the new
service the PPG and the Practice were also keen to find out how the patients found out about the new service so futurdcaiiomalnout new

or redesigned services tde best tailored to the users based on these findings.
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relating to theincrease irdemand as well as bring care closer to those who may not be able to access thessertiaditional way by attending
face to face consultations Monday to Friday.

With view to compare results and any possible improvements or deterioration compared to previous years theoRRGiaési sections ofi t NB
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whether they managed to cancel them and if not possible reason why not.

The results of the survey are analysed in next sections.

20152016PATIENT SURYE
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The format of the 2015/2016 watiscussed andinalised at theJanuary andrebruary2016regular PPG meetings and the surveys were handed out

by receptionists or made available at the front reception ddekpatients to take a copyThere were 300 sueys printed, 121 retuned and

collected and 94vere sufficiently filled in to bealid andanalysed. The Surveys were made available to patients for most of February 2016 and first

couple of weeks in March 2016.They captured the satisfaction of the patigmo had a contact with the surgery during this period. It was

important the patients did have a recent contact as one of the main objectives of the survey was to capture response aachomgpithe patinets
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extended Monday to Friday in the new year. The wabkid Wait clinics currently rurvery working day between hours of 8:00 am and 11:00 am
and up to 150 patierstcan be seen ding this period.

The2015/2016 Patient Survey is attached to this document.

20152016 Patient Survey Results

The Patient Survey results were collated and analysed by the prdctitey the survey periadThe results of the statistal analysis were presented
to the PPG members at the March 2016 regular Friday and Saturday meetings and were discussed for the duration of theantbatitigss for
the forthcomingyear arising from the findings suggested, agreed and formalised hyéhebers of the PPG and the Practi€be findings of the

survey and statistical analysis presented to the PPG members are replicated below.
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20152016Patient Survey Results

Question 1:DROMN-ANDWAIT CLINIEWhere did you find out about the Clinit

E Found out Now

i Phoned Surgery

LI Leaflet at Surgery

i Notice in Surgery

i Letter from Surgery
i From a Doctor

i Told by Receptionist
4 On the Web

LI Other

Question 1:DROPN-AND-WAIT CLINIEHow satisfied were you with the aspects of the Drop In
And Wait Clini@

100%
90% - ::
80% -
70% 4VERY POOR
0,
60% 4 POOR
0,
50% LI SATISFACTORY
40%
300/" 4 GOOD
o
o 4 EXCELENT
0
10%
O% T T T T T
Q1 Q2 Q3 Q4 Q5 Q6
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Q2: Helpfulness of receptionists

Q3: Quality of the waiting area

Q4: Informationprovidedabout any delays

Q5: Time waiting to see a Doctor / Practitioner at a drop in Clinic

Q6: Quality of the Consultation

Valentine Health Pémership PPG: Patient Participation and Engagement Re——————
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Question 2: PRBBOOKED APPOINTMENTHow Satisfied areyou with aspectsof the Pre
Booked Appointments?

(

100% — -

90% - - ‘ :
80% - ' ' =

60% ' ' u VERY POOR
- ' - ® POOR

% -
S0% u SATISFACTOR
40% - ' E GOOD
30% - )4 = ' - HEXCELENT
20% - 4
10% - —

0% I T T T T T T - T — T —

Q1 Q2 Q@ Q4 Q5 Q6 Q7 Q8 Q9

: Getting through on the phen

: Booking an appointment online (EMIS)

: Getting an appointment at a time convenient to you

: using the automatic Check in at the surgery

: Helpfulness of the receptionist

: Quality of the waiting area

: Information provided about any delays

: Number of days needed to get an appointment to see a Doctor / Practitioner

: Time waited after the booked appointment to see a Doctor / practitioner for éopoked appointment

Valentine Health Pémership PPG: Patient Participation and Engagement Re——————
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Question 3: REPEAT PRESCRIPTH®N& Satisfied areyou with the aspects of Repeat
Prescription Collectiof?

100%

04 -

80% ® VERY POOR

60% - ® POOR

40% - M SATISFACTOR
®GOOD

20% -
M EXCELENT

0%_ T T T T 1

Q1 Q2 Q3 Q4 Q5

Q1: Getting a repeat prescription at the surgery

Q2: Getting a repeat prescription on line (EMIS)
Q3:Gettingrepeatprescriptions automatically through chemist

Q4: Being reminded about your annualiew

Q5: Having your prescriptions delivered to your home by your chemist

Question 4: INFORMATIONWhere do yai find about Valentine Services?

L1 Phone the surgery

H Leaflet in the surgery

i Notice in the surgery

H Letter from the surgery
i Told by Doctor

i Told By Receptionist
HWeb

i Other

Valentine Health Pémership PPG: Patient Participation and Engagement Re——————
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Question 5: NEW WAYS OF CONSULTING

Q1:Do You have access to internet?
Q2:Did you know about rline and telephone consultations?
Q3:Have you used an online consultation already?

100% -
80% -
60% - NO
[~
40% -
HYES
20% -
0% -

Q4How likely are you to usan ortline service?

100%
90% -
80% -
70% 1 #WOULD NOT USE
68% | @ VERY UNLIKELY
50% -
40% 4 4 QUITE UNLIKELY
30% - B QUITE LIKELY
20% - VERY LIKELY
10% -
0% -

Question 5: DID NOATTEND have you failed to attend a pré&ooked appointment in last year;
if yes what was he reasonand were you able to cancel it?

Q1: Have you failed to attend a pb®oked appointment in the last year?

Valentine Health Pémership PPG: Patient Participation and Engagement Re——————
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100%
80%
60%
40%
20%

0%

ENO
HYES

Q1

Q2: If you failed to attend a preoked appointment in the last year can you explain why?
Had a Hospital appointment
Forgot the date o&ppointment
Family emergency, travelled out of uk
Operation at QM
Waiting in a long queue (not at the surgery)
Forgot
Forgetfulness due to the mental illness, missed despite the reminder
Forgot due to work demands and commuting
Too busy at work deito the deadline

Q3: Were you able to cancel the appointment? If not, why not?
Yes

No

Notelephoneabroad

Called but no answer

Once yes, other times | forgot

As | was busy and so many things goingsimply forgot. Sorry!

Question 6: FOR DISABLEBBTIENTS Do you consider yourself disalbdeand how satisfied are
you with the services provided?

100% -
80% -
60% -
40% -
20% -

0% -

ENO
HYES

Q1- are you consideredQ2 - are you registered
as disabled as disabled

If Disabled, how satisfied are you with the service provided by Valentine?

Valentine Health Pémership PPG: Patient Participation and Engagement Re——————
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100%
90%
80% -
70% -
60% -
50% -
40% -
30% -+
20% -
10% -

0% -

H Very Dissatisfied
i Quite Dissatisfied
H Quite Satisfied

H Very Satisfied

Question 7: FOR ALL PATIENTSy other Comments about the Valentine &ctice

Q1:Things you like and/or_things you would like us to change?

Put patients first

Would like to see the walk in service in the evenings for those who work and cannot take time off

The walk in clinics for adults takes quite some time toa@&R. It does however not deter attendance which wi
further increase waiting time if more people attend. Solution is to employ more doctors, nurses and recepti
to avoid bottlenecks.

Just to continue improving in all areas possible.

Provide fregparking and ask the council to reduce the amount for an hour of parking from 80p to 30p

Telephone waiting times are very long. Appointment availability is low.

Doors onto the toilets a bit slammynstall slow closing setflosure

Better wheelchair agas

| dislike queuing to see a receptionist as standing is painful

More information on helping for disable and lonely people living alone

Would like the daily walk in and less greokable appointments. To be able to choose a Doctor to see on wa
service. | dislike receiving letters about missed appointments. | like the walk in service and the child play af

Took 6 weeks for doctor to refer me. The urine infection was not treated and had to go to the CASH clinic.

Do not like walk in for childreas had to wait an hour. | prefer same day emergency appointments. As this w
not possible | changed the surgery.

Very satisfied now due to the new walk in service

——— Valentine Health Pamership PPG: Patient Participation and Engagement Re—————
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02: Any more details/problems/good experiences or suggestions?

Walk in too long tavait when having a sick child

Overall, we are happy with the service you provide

Made an appointment for whooping cough and could not have it as did not bring the maternity notes. Had
rebook and the second nurse laughed at the reason why could anat h during the first apt.

| have been the patient since 1997 as well as my son. Find the service good and | am happy with the care
advice | receive from the doctors and nurses. | would suggest that the waiting times for an appointment is t
long and more doctors and nurses should be employed to reduce the time of next available appointment.

At present very happy the way Valentine Practice is run. | wish all the best luck

Waiting for an hour is long

Far too much waiting time, longer appointmenisore personalised care, see the same doctor, counselling
available at the practice

Receptionists need to improve

I am not happy to wait 2 hours to see a walk in Doctor when told at the time of booking in the waiting time i
hour

| like the walkn clinic, | dislike when appointments are delayed, | dislike when doctors do not refer you.

I am very pleased with the walk in clinic. It helps a lot but you must reduce the waiting times due to the par
restriction of two hours. Find it useful espalty for the children.

The waiting times of the walk in clinics are too long especially for the children. Adults and children should &
separate lists and waiting times reduced.

Called for appointment for inhalers and had to wait 9 days. Attended inalkiring the weekend and called an
ambulance when asthma attack.

External services like speech and language therapy should have their own reception as queue can be quit
delaying the appointment.

Poor customer service at the reception. Encourageppe to use online booking.

Walk in doctor very helpful for adults and kids alike

So far | have been always well treated by all staff. So thank you very much for everything

Telephone bookings are not helpful. They have preferences | the way people sotiem on the phone being
judged by accent.

On the whole a good Service

| have a good experience since joining this GP practice

20152016Patient Survey Action Plan
The PPG members and the Practice agreed the following action plan arising &dimdihgs of the 2015/2016 Patient Survey

Who To
Details of the Action| Who to take monitor
Priority heading | Action to be taken action progress Date of Completition
. Current waiting Improvement
WIZW Clinic times to be Executive of PPG monthly
Provide better displayed and Valentine Health | meetings to
information re updated every 20 - WI&W Sub receive the
delays in wi&w minutes Group update 30.04.2016

Valentine Health Pémership PPG: Patient Participation and Engagement Re————
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Improvement

WIZW Clinic Monitor waiting Executive of PPG monthly
times to identify Valentine Health | meetings to
whether that can be | Continuous service | - WI&W Sub receive the Ongoing through
minimised improvemen Group update 2016/2017
Improvement
WI&W Clinic Executive of
Monitor waiting Vakntine Health | PPG monthly
times for Pre as reported on meetings to
bookable Continuous service | the Monthly receive the Ongoing through
appointments improvement Dashboard update 2016/2017
To manage waiting
. times by pulling Improvement
WI&W Clinic clinicians out from Executive of PPG monthly
other clinics into Valentine Health | meetings to
wi&w clinic to help | Continuousservice - WI&W Sub receive the Immediately and by
manage it better improvement Group update 30.04.2016
Shift demand from
starting time of
WI&W Clinic 08.00 to an earlier
time of 07:45 to PPG monthly
address queuing ah | Open the front meetings to
registration of doors before 8:00 Reception receive the Immediately and by
patients am by reception Management update 30.04.2016
Enquire with Emis
and seek design of
the system if
WIZW Clinic possible. Proposed
for VHP to write a
letter to Emis
querying whether an
See whether Emis | application is
can provide a wider | available to address
overlook + clearer information re PPG monthly
pathways to use RStlFrea oK meetings to | First report and
their operation available to us at IM&T receive the feedback from EMIS
systems present. managment update by 30.09.2016
Promotion of Patient
Access Uptake at the
New ways of time of Registration
consulting and throughout the
service delivery.
Given the high level | Seeking external
of internet access; to| funding supporting
explore why high online consultations | Reception
volume of as uptake currently | Management PPG monthly
NB & L2y RSY | tolowtomakeita | and meetings to | Throughout
use online viable subscription | Improvement receive the 2016/2017 starting
consultation payable service Execuive update immediately

Valentine Health Pémership PPG:

Patient Participation and Engagement R——
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Continuous service

Pre-bookable Monitor the waiting | improvement as PPG monthly
period to see a GP | reported on the Improvement meetings to
on a prebookable dashboard shared Executive of receive the Ongoing through
appointment with the PPG Valentine Health | update 2016/2017
Enquire with Emis
and seek design of
the system if
Prebookable possible. Propogsk
for VHP to write a
letter to Emis
querying whether an
application is
Provide better available to address
information re information re PPG monthly
delays in Pre RStlFea oK meetings to | First report and
bookable available to us at IM&T receive the feedback from EMIS
appointments present. management update by 30.®.2016
Monthly Reporting
Prebookable mechanism of late PPG monthly
Monitor waiting run clinics and Improvement meetings to | Firstreport and
times ( clinicians especially of the Executive of receive the feedback from EMIS
clinic lateness) clinics starting late. | Valentine Health | update by 30.06.2016
Refine questions re
Repeat Emis presgriptions PPG i
Prescriptions and prescribing on ‘monthly )
the next part of the meetings to | Patients Survey to be
questionnaire 2016/2017 Patient | PPG receive the | completed by
Survey design membership update February 2017
Use the feedback
collected re: how
Information re | patients have
services accessed and found | To icentify the
out re our services | services and health
and what services information to be
are available to promoted and best
them to plan how to | way of promoting PPG monthly
best distribute them in line with the meetings to
information in findings of the 15/16| PPG receive the Continuously
future. survey membership update through 2016/2017
Create a notice
o ) being displayed in
Notice in reception reception clearly
re: ifunable to keep conveying message
a future of how to cancel
appointment to call | gppointments and PPG monthly
up and cancel. DNAs waste a huge meetings to
amount of Valentine receiwe the
DNA appointments Management update By 30.04.2016
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Satisfaction
with services:

To monitor
satisfaction amongst
respondents. % of
patients surveyed
were satisfied with
the services +

highlight PPG monthly

achievement of 0% | Comparative annual meetings to

of respondents were| patients' satishction | PPG receive the Annually by

dissatisfied. survey carried out membership update 28.02.2017
Previous Year's Action Plan and Update

Action from Details of the Action Completed or
Priority heading 2014/2015 taken during 2015/2016 | Achieved
Appointments Implementation of the
Lowsatisfaction with Universal Walk In Service
Access to Daily from ferryview
Appointments Health Centre Yes
Appointments Ratio of Patients Per
Doctor Maintained through 15/16| yes
. Not Possible as expansior|
Appointments of walk in service
attracting up to 150
ExpansiorOf Children | patients required larger
area seating area No
Changes More Seats Provided
More Seats Required | increase by 40% Yes
s Children walk in clinic
Communication developed into Universal
Communicatevaiting Clinic- pursuing system of
times for the Children | displaying waiting times
walk in clinic for new clinic No
NewUniversal walk in
clinic developed and
Communication became soon very
popular. Waiting Times up
to 2 hours but plan is to
concentrate all morning
Up to 2 hours waiting | resource in the walk in
time in the Children clinic to manage waiting
walk in Clinic times No
Communication Actioned during 15/16 as
part of the new Universal
Improved Signage and| walk in Service and
Queue management | Improved Confidentiality | Yes

Valentine Health Pémership PPG: Patient Participation and Engagement Re——————
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Communication Targeted patient
surveys: LTC, Over 65
and Parents with
young children No action taken. No

Promotion has been
Promotionof Patinet taking place with limited | Yes but effort
Access success. to continue

Communication

Additional Training and
Reception satisfaction | Shaddowing took place
not consistent during the year Yes

Communication

Communication Update of the Website | Website has been update
with all necessary

infromation and regularly
maintained. Ease of use
and navigation remains

still work in progress. Yes

EPShas been promoted
and take up increased
significantly following

Communication

Promotion of suspension of the
Electronic Prescribing | Prescription ordering over
(EPS) the phone Yes

Power Screen in
Reception promoting
services, inform about
DNAs etc

Communication The Screen not actioned | No

Opening Hours of our Surgeries

Ferryview Health Centre: Monday to Thursday 8:00am to 8:00 pm, Ri@iégm to 6:30 pm

HolburneRoad Surgery: Monday to Friday 8:00 am to 6:30Q WWadnesday Evenings 6.30pm to 8:00 pm a’HcBaturday of the month from 9:00
am to 1:00pm

Frances Street Surgery: Monday to Friday 8:00am to 1:00 pm

Telephone access availalieall sites on 0208 319 5400lon to Friday 8:00am to 6:30 pm
The surgeries are closed on weekends and bank holidays. The Out Of Hours cover is available by calling 111 whichribex freenriandlines
and mobile phones.

The routine appointmentare available to préook up to 4weeks in advance. Same day requests and emergency requests assessed by the Duty
Doctor system daily 8:00 am to 6:30 paniversal Walk in and Wait Clinic held daily at Ferryview Monday to Friday between Hours of 8:00 am and
11:00am.

Extended Hours Access

TheExtended Hours are available: Mon to Thursday at Ferryview Health Ce3ntto 8:00pmand on Wednesdays at Holburne Road Surgery
between hours of 6:30pm and 8:00pm
Most of clinicians provide Extended Hours Access asgpmiatment system available upwleeks in advance.

Valentine Health Pémership PPG: Patient Participation and Engagement Re————
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Date of the Report31stMarch2016

Report Pre@red by: Rok Zihed Valentine Health Partnership-BusinessManager

(T: 02083195471 M: 07791703784 Email: rok@valentinehealth.org.uk)

Dataextractedand collated from: The PPG meetings records,a&2016Patient survey analysis and results, the PPG promotional material and
brief, attendance of the PPG meetings
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