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	Report on the results of The GP Patient Survey 2008/09


	Purpose of the report:
To advise Board members of the results of the GP Patient Survey 2008/09, conducted during the period January to March 2009.


	Executive Summary:
In line with commitments made in the NHS Next Stage Review, the GP Patient Survey was developed for 2008/09 to give patients a greater say, including whether practices are providing not just fast, convenient access but an all-round quality patient experience.  The new Survey helps support delivery of NHS services that are more responsive to patients’ needs and wishes, with approximately 5½ million registered patients invited to take part each year.

The new Survey covers a wider range of issues that are important to patients when visiting their GP practice.  These include questions on:

· Aspects of the surgery environment and helpfulness of reception staff

· Getting through on the phone, including for consultations or test results

· Accessing GP appointments (for the first time including questions supporting assessment of QOF patient experience indicator achievement on 48 hour access and advanced booking)

· Waiting time in the surgery

· Seeing a preferred doctor

· Satisfaction with practice opening hours

· Aspects of the consultation with doctors and nurses at the practice

· Overall satisfaction with care received

· Planning of care for patients with long term conditions

· Patient experiences of accessing local out of hours care

NHS Brent has seen significant decreases in performance across all elements of the survey for 2008/09:

· Response rate: 6% drop from 2007/08 (31% in 2007, 25% in 2008)

· Telephone access: 82% in 2007, 65% in 2008

· 48 hour access: 5% decrease from 2007/08 (83% in 2007, 78% in 2008)

· Advance booking: 4% decrease from2 007/08 (73% in 2007, 69% in 2008)

· Specific GP: 80% in 2007, 68% in 2008

Although not pleasing from a local perspective, performance has also dropped across the majority of indicators at national and London-wide level.    NHS Brent submitted a GP access improvement plan in August 2009.



	Decision required:  
The Board is asked to note the results of the GP Patient Survey 2008/09 and the proposed actions to be taken:

· to improve achievement scores for subsequent Patient Surveys and; 
· to improve patient reported satisfaction with access to primary care.


	Corporate Objectives and Board Assurance Framework:
The GP Patient Survey results and subsequent actions for improvement supports the Corporate Objective of increasing patient satisfaction rates with access and privacy and dignity (CO5.2).


	Healthcare Commission Standards supported by this paper: 
The GP Patient Survey results and subsequent actions for improvement supports the following Standards:
· C13a: Healthcare organisations have systems in place to ensure staff treat patients, their relatives and carers with dignity and respect

· C17: The views of patients, their carers and others are sought and taken into account in designing, planning, delivering and improving healthcare services

· C18: Healthcare organisations enable all members of the population to access services equally and offer choice in access to services and treatment equitably



	Equality and Diversity considerations and implications from which an Impact Assessment might be made: 
This standard report, which details the performance of NHS Brent general practice in relation to patient reported satisfaction with access to primary care, has been considered

against the criteria of EIA and an assessment has not been considered necessary.


	World Class Commissioning Competencies Demonstrated by the paper

2, 3, 4, 8, 10 and 11

	Resource implications:
Following the decision not to go ahead with the successful bidder for external support, the budget for the GP access transformation programme is £89,000.

	Risks Attached to this initiative:
The GP Patient Survey is commissioned by the Department of Health and undertaken by the independent survey specialist, Ipsos MORI.  To this end, NHS Brent have no liability associated with the methodology of conducting the Survey.

There are, however, risks associated with the delivery of our Corporate Objective (CO5.2):

· Practices do not meet 48 hour access targets

· Patients are not satisfied with improved access and remain dissatisfied with privacy and dignity

· Non-engagement or opposition of key stakeholders in effecting improvements in access and patient satisfaction
· The scaled down transformation programme may not be as successful as that undertaken by McKinseys


	Patient & Public Engagement Input to and/or Impact of this initiative:
Approximately 5½ million registered patients are invited to take part in the Patient Survey each year.  For NHS Brent, this equated to 69,520 surveys being distributed to registered patients for 2008/09.  Of these, 17,701 surveys were completed, a return rate of 25%.


	Communications Strategy:  

Survey results were embargoed until 1st July 2009, with the exception of two indicators (48hr access and advanced booking) which related to QOF end of year payments.  These two results were shared with practices individually in early June 2009, with the full results being made available on 1st July 2009.
Patients are able to access the 2008/09 Survey results, together with those of earlier years, via a website (www.gp-patient.co.uk), which also provides patients with the opportunity to complete the survey online if they have received an invitation to do so through the post.
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