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BACKROUND
The Patient Participation Group (PPG) first met in June 2011. The PPG discussed with the practice manager the possibility of carrying out some surveys in the future. The group’s first priority was to let patients and other interested parties know of their existence and from that to decide on what surveys would be useful to the practice.
The PPG attended the Wootton Lower school fete, a WI meeting and the WI Christmas craft fair and provided information about the PPG and the practice. Registration forms were provided for those interested in joining the practice. There were also assorted health information forms available. At the fete and the Christmas bazaar there was a free health quiz with a basket of fruit for the winners.
The idea of this survey came when outline planning permission was granted for the permanent building. The practice manager was keen to survey patients on what they liked about the current building and services and what they would like to see in the new build.
The survey was to be discussed at the October meeting but other matters took precedence and there was insufficient time to plan a computerised  survey . It was felt that there was some urgency in carrying out the survey in time for ideas to go the designers, architects and planners.

The annual ‘flu clinics were due and would provide an ideal opportunity to meet with a large number of WVHLC patients. A survey form was drawn up at very short notice, approved by PPG members via e-mail and produced in time for the first clinic. Two minor amendments were made to the form after the first clinic. Question numbers were added and a missing age box was inserted.
Although some of the questions were about mandatory items such as ramps and lifts it was decided to include them to avoid having numbers of people pointing out that they were necessary.

PPG members attended the flu clinics and forms were available at reception. It was intended that clip boards would be handed to patients during routine surgeries but this did not happen regularly. It was also asked that that mother and baby clinics were targeted in order to get a good age range of patients but this also did not happen.

WOOTTON VALE HEALTHY LIVING CENTRE

PATIENT SURVEY OCT/NOV 20011

NEW BUILDING
What facilities would you like to see in the new health centre?

Please tick a box. 1 = very low priority and 5 = high priority

                                                                                                                     Priority

FACILITIES                                                                                        low                      high
	
	
	1
	2
	3
	4
	5

	1
	Adequate car parking*
	
	
	
	
	

	2
	Automatic opening front door*
	
	
	
	
	

	3
	Ramped access for wheelchairs and pushchairs*
	
	
	
	
	

	4
	Lifts to upper floors
	
	
	
	
	

	5
	Easily accessible reception desk
	
	
	
	
	

	6
	Confidentiality at reception desk
	
	
	
	
	

	7
	Use of a health centre wheelchair during your visit
	
	
	
	
	

	8
	Space to ‘park’ pushchairs
	
	
	
	
	

	9
	Children’s play area
	
	
	
	
	

	10
	Television
	
	
	
	
	

	11
	Music
	
	
	
	
	

	12
	Pictures/wall art
	
	
	
	
	

	13
	Magazines
	
	
	
	
	

	14
	Hand sanitizer dispensers
	
	
	
	
	

	15
	Rest room for distressed patients/families with beverage dispenser or kettle etc.
	
	
	
	
	

	16
	Drinks machine
	
	
	
	
	

	17
	Fish tank
	
	
	
	
	

	18
	Snack machine
	
	
	
	
	

	19
	Large multi-purpose room for meetings, classes etc.
	
	
	
	
	


* mandatory

Please tell us what else you would like to see.

…………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………

OPENING TIMES

	20
	Morning
	
	
	
	
	

	21
	Afternoon
	
	
	
	
	

	22
	Late evenings
	
	
	
	
	

	23
	Saturday morning
	
	
	
	
	


Please add any comments about opening times.

……………………………………………………………………………………………………………………………………………………………………………………

What services would you like to see in the new health centre?

Please tick a box. 1 = very low priority and 5 = high priority

                                                                                                                       Priority

SERVICES                                                                                           low                      high

	
	
	1
	2
	3
	4
	5

	24
	Baby clinic// health visitor
	
	
	
	
	

	25
	Mother and toddler group
	
	
	
	
	

	26
	Immunisation clinic
	
	
	
	
	

	27
	Pre and post natal clinic
	
	
	
	
	

	28
	On-site blood tests
	
	
	
	
	

	29
	Patient operated blood pressure machine
	
	
	
	
	

	30
	Audiologist (hearing tests etc)
	
	
	
	
	

	31
	Chiropodist
	
	
	
	
	

	32
	Dentist
	
	
	
	
	

	33
	Physiotherapist
	
	
	
	
	

	34
	Acupuncture
	
	
	
	
	

	35
	Counsellor
	
	
	
	
	

	36
	Pharmacist/chemist
	
	
	
	
	

	37
	Family planning clinic
	
	
	
	
	

	38
	Evening sexual health clinic for teenagers
	
	
	
	
	

	39
	Complementary  therapies (reflexology, aromatherapy, Reiki etc)
	
	
	
	
	

	40
	Meditation classes
	
	
	
	
	

	41
	Weight loss support group
	
	
	
	
	

	42
	Giving up smoking support group
	
	
	
	
	

	43
	Regular talks by health professionals
	
	
	
	
	

	44
	Specialist clinics e.g. Parkinson’s, diabetes, asthma, allergy
	
	
	
	
	


Please tell us what else you would like.

………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………

Please tell what you especially like about the present building and services.

………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………

45.       Please tell us your age group (please tick box)
 ⁫under 16   ⁮17-24   ⁮25-34    ⁮35-44    ⁮45-54     ⁮55-64    ⁮65-74   ⁮75-84    ⁮over 84

Your name (optional)…………………………………………………………………

COMPLETION OF THE QUESTIONNAIRES
218 questionnaires were completed. Not everyone completed the whole questionnaire. Some patients chose not to answer every question and some only completed one page. A number of patients opted not to reveal their age. The total number of people who scored a question is recorded on the following chart along with the total number who answered that question.
The next chart shows results in order of preference
Assistance was offered where needed.  Some patients opted to take their questionnaires home and returned them to the surgery before the end of the survey.
NUMBER OF PATIENTS RESPONDING TO EACH QUESTION AND THE TOTAL

	                                SURVEY COLLATION SHEET                                         

	Q
	1
	2
	3
	4
	5
	Total

	1
	4


	3
	10
	42
	124
	183

	2
	9


	14
	38
	40
	84
	185

	3
	4


	2
	12
	32
	129
	179

	4
	7


	5
	25
	39
	113
	189

	5
	1


	4
	32
	43
	113
	193

	6
	1


	6
	26
	42
	111
	186

	7
	37


	16
	43
	40
	35
	171

	8
	28


	22
	48
	50
	29
	177

	9
	29


	20
	47
	47
	31
	174

	10
	45


	27
	56
	32
	23
	183

	11
	58


	40
	42
	21
	14
	175

	12
	38


	43
	53
	32
	17
	183

	13
	12


	28
	52
	34
	25
	151

	14
	8


	10
	24
	        44
	81
	167

	15
	5


	14
	47
	56
	60
	182

	16
	29


	24
	71
	30
	25
	179

	17
	81


	40
	34
	15
	11
	181

	18
	96


	35
	29
	11
	7
	178

	19
	20


	19
	60
	42
	37
	178


	20
	1


	1
	11
	18
	129
	160

	21
	1


	0
	17
	23
	115
	156

	22
	3
	3
	17
	26
	95
	144

	23
	9
	7
	19
	29
	87
	151


	
	1
	2
	3
	4
	5
	Total

	24
	16


	11
	19
	36
	80
	162

	25
	19


	18
	46
	39
	37
	159

	26
	3


	7
	23
	46
	93
	172

	27
	15


	10
	18
	38
	78
	159

	28
	0


	4
	9
	27
	134
	174

	29
	12


	12
	36
	40
	67
	167

	30
	9


	5
	34
	54
	75
	177

	31
	13


	11
	41
	36
	72
	173

	32
	12


	9
	29
	40
	80
	170

	33
	14


	10
	37
	34
	69
	164

	34
	27


	23
	50
	31
	29
	160

	35
	22


	18
	49
	37
	42
	168

	36
	17


	13
	22
	39
	77
	168

	37
	18


	14
	32
	35
	47
	156

	38
	24


	12
	26
	37
	55
	154

	39
	31


	244
	45
	29
	31
	160

	40
	44


	33
	41
	28
	20
	166

	41
	16


	16
	41
	42
	48
	163

	42
	18


	11
	36
	37
	54
	160

	43
	27


	27
	48
	35
	23
	160

	44
	8


	10
	26
	47
	81
	172


	Under 16
	17-24
	25-34
	35-44
	45-54
	55-64
	65-74
	75-84
	84+
	Total

	      0
	6
	15
	22
	20
	42
	58
	20
	1
	184


RESULTS IN ORDER OF PREFERENCE

FACILITIES                                                                                        

	
	
	

	5
	Easily accessible reception desk
	193

	4
	Lifts to upper floors
	189

	6
	Confidentiality at reception desk
	186

	2
	Automatic opening front door*
	185

	1
	Adequate car parking*
	183

	10
	Television
	183

	12
	Pictures/wall art
	183

	15
	Rest room for distressed patients/families with beverage dispenser or kettle etc.
	182

	17
	Fish tank
	181

	3
	Ramped access for wheelchairs and pushchairs*
	179

	16
	Drinks machine
	179

	18
	Snack machine
	178

	19
	Large multi-purpose room for meetings, classes etc.
	178

	8
	Space to ‘park’ pushchairs
	177

	11
	Music
	175

	9
	Children’s play area
	174

	7
	Use of a health centre wheelchair during your visit
	171

	14
	Hand sanitizer dispensers
	167

	13
	Magazines
	151


* Mandatory

OPENING TIMES

	20
	Morning
	160

	21
	Afternoon
	156

	23
	Saturday morning
	151

	22
	Late evenings
	144


SERVICES                                                                                        

	
	
	

	30
	Audiologist (hearing tests etc)
	177

	28
	On-site blood tests
	174

	31
	Chiropodist
	173

	26
	Immunisation clinic
	172

	44
	Specialist clinics e.g. Parkinson’s, diabetes, asthma, allergy
	172

	32
	Dentist
	170

	35
	Counsellor
	168

	36
	Pharmacist/chemist
	168

	29
	Patient operated blood pressure machine
	167

	40
	Meditation classes
	166

	33
	Physiotherapist
	164

	41
	Weight loss support group
	163

	24
	Baby clinic// health visitor
	162

	34
	Acupuncture
	160

	39
	Complementary  therapies (reflexology, aromatherapy, Reiki etc)
	160

	42
	Giving up smoking support group
	160

	43
	Regular talks by health professionals
	160

	25
	Mother and toddler group
	159

	27
	Pre and post natal clinic
	159

	37
	Family planning clinic
	156

	38
	Evening sexual health clinic for teenagers
	154


Alongside the PPG paper survey the surgery carried out an on-line survey. The results are attached at the end. The respondents were not asked their age in this survey. It is possible that the respondents were generally in a younger group than those doing the paper survey.
PATIENTS’ COMMENTS ON THE CURRENT BUILDING AND SERVICES

The comments about the staff were overwhelmingly positive and a number commented on how airy and spacious the centre is.
There was anxiety about changing things and wanting things to stay the same as they were so good. 

Some of the comments:-

· Do not change the staff  - they are your greatest asset and brilliant!
· All receptionists helpful and charming. Love this surgery – the best I’ve been to.
· I like the staff. Can’t fault them!

· Excellent service under one roof.
· Very personable reception desk but more privacy needed.

· The friendly welcome at reception, kindness of all staff, smiling faces, immediate appointment if necessary).

· Cleanliness very important.
· I like the light airy spaces with room to manoeuvre a wheelchair. 
· I’m new to the area and everything seems to running smoothly and very professionally.
· You have listening doctors.
· Always welcomed.
· Quick referrals.
· A pleasant change from my previous practice. Best thing we ever did was to join this practice.
· WV is perfect. I want everything to stay the same on transfer.
· Marvellous.
· Women’s health specialist appreciated.
· Can’t fault it – it’s really good. (aged 17).
· The drop-in emergency clinic is fabulous. Plenty of space for pushchairs and car seats.
· You can find your way about easily. I like the way people know your name and history and seem to care.

· It’s so good to have on-site bloods tests.

· Cleanliness, lighting, easy blood tests (don’t have to go to hospital). Friendliness, regular health checks. Kept in formed of dates for ‘flu jabs (don’t have to ring up to find out when they are. Especially like the way we get prescriptions from the chemist. Hope if you get your own chemist it won’t affect the Wootton chemist as he works hard and is very helpful.

· I can get my diabetic care on site.

· It’s good to have the transport.
· The building is temporary but functions well. Most importantly it is the ambiance which is the noticeable thing i.e. good humoured treatment.

· I like the ability to make very advance appointments for long term or follow up.
Patients wishes for the future
· Very happy. Just make sure you carry on with the walk-in visits. That was the main reason for us joining you. Thank you!!

· Mother and child parking spaces.

· Midwifery service, gynae service, baby massage group, elderly persons’ meeting group, lip reading classes.

· Reception separate from waiting area for more privacy.

· More privacy at reception.

· Transport in the afternoon for an hour or two when appointments could be fitted in these times if needed.
· As a neighbour I would like to see thoughtful, environmentally friendly security lighting i.e. lights that shine DOWN and not across into people’s houses, as they currently do.

· Thicker walls. Sometimes there is interference to mobile phones – probably due to the make-up of the building.

· The evening opening is very useful and would like it if this could be extended to Saturday mornings at the expense of another afternoon session.

· Saturday morning appointments for working people.

· Evening and weekend appointments for working people.

· A crèche nursery would be useful.

· Out of hours doctor.

· Night calls for elderly.

· A male doctor.

· NHS optician.

· Help for elderly. Coffee room.

· Eating facility.

· A dentist. 

· Information library.

· Bigger waiting area with more chairs. Bigger gap for wheelchairs to get by e.g. trying to get past chairs to access room for flu jabs while in wheelchair.

· Carers support group. Access to social workers on site for advice drop-in clinic.
· Air conditioning for staff and patients. 
· It gets very hot in the phlebotomy room in the summer. Air conditioning would help make the experience less stressful.

· More parking spaces – car park is always full.

· Much more space for parking.

· Definitely more parking.

· Motor cycle parking spaces.

· Cycle racks.

· In/out car park flow.

· Yoga classes for all abilities. Movement to music for over 50s.

· Regular annual check- ups.

· Notice board for local info.

· Weaning and health promotion talks. Development checks for 1 and 2 year olds.

· More staff e.g. doctors.

· More doctors.

· Neil Erikson back!

· Better referral system, better patient access to MRI scan.

· Sports injury specialist.

· Would like wrist B/P monitor. Less stressful for those with ‘white coat syndrome’.

· Q43 a good idea. As is 39 and 41 – perhaps a men’s group.

· As now, a self-weighing machine.

·  A chair in the nurses room that I don’t have to take a flying leap to get up to!! ( or a step to get up and on).

· Small ops on site

· Doors to open sideways.

· A mobile (or permanent) eye clinic.

· Essential oil diffusers.

· Emergency GP number on display in and outside.
· BSL interpreter.

· A couple of wider chairs for larger patients.

· Higher chairs for those who find it difficult to get out of their chair.

· As a neighbour 

· More help for people with drug problems.

· An absence of the horrid local art works or at least a seat where you don’t have to look at them.

· A book swap shelf?

· Free coffee!

· Please let us have QUIET floors in the new building.

· I absolutely hate the TV. 

· A new building will be lovely.

CONCERNS
· The (low) number of doctors.

· Can’t get to see Dr McKenzie.

· These surveys do no good. It’s all decided beforehand anyway!
· It’s important to have at least one male doctor.
· You don’t always come back on phone requests.

· Children’s play area a good idea but in a side area please.

· ‘I’m concerned that the new bigger clinic will lose the friendly one- to-one atmosphere that the present one has.

CONCLUSIONS

The survey confirmed that patients were extremely satisfied with the current building and  services. There was concern that the something could be lost in a new, larger building.

Patients were very positive about the staff , their welcome and treatment.

A number of patients commented positively on the ‘walk-in’ clinic. The notice about the Urgent Access Clinic (UAC), which was approved some months ago,  has not been displayed therefore the name change has not been noted by patients.
It is hoped that the findings of the survey will be presented to all those concerned with the design and construction of the new premises and those that will be working there.
For any future surveys the communication could be improved. The request for mother and baby clinic coverage was not passed to reception staff and they were also not aware that forms should be routinely handed out during the period of the survey.
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