BRENT TEACHING PRIMARY CARE TRUST

2005 Patient Survey Results

1.

Background

The National Patient Survey is in its third year, having begun in 2003.  As in the two previous years, Brent tPCT Patient Survey 2005 was carried out by Picker Institute Europe, who are specialist in healthcare research and quality improvement.  

The survey is a requirement of The Healthcare Commission imposed on all NHS Primary Care Trusts in England. Its purpose is to obtain an understanding of what patients’ think of health services provided by the tPCT.  The results for this survey contribute to the Performance Indicators (Star Ratings). 

2.
 
Survey Method

Standard questions and survey methodology were used.  The questionnaires are developed to reflect the priorities and concerns of patients.  They were developed using a series of focus groups with patients, were pilot-tested using interviews to ensure that patients could understand the questions clearly and a full mailed pilot test of the questionnaire was also carried out.  The questions invite patients to report on what happened rather than rate their satisfaction. The survey questionnaire has also been developed through consultation with clinicians and Trusts. 

3. Survey Response

Picker Institute Europe was commissioned by 100 Trusts to undertake the UK PCT Patient Survey 2005.  The survey covered a random sample of 850 patients registered with a GP in Brent tPCT. This postal survey involved an initial mailing and two reminders.  Freephone and Language Line were made available.  Of the 850 Brent tPCT patients sampled 222 returned a completed questionnaire, a response rate of 27.9%.  The average response rate for all 100 Trusts for whom Picker undertook surveys, was 45.2%, which is similar to the response rate of 2003 and 2004.

The questionnaire includes 68 questions which patients scored to identify where there are problems or room for improvement.  

Problem scores have been used for benchmarking and to compare results over time.  The problem score shows the percentage of patients for each question who felt that particular aspect of their care could have been improved.  

Where fewer than 50 patients have answered a particular question, the result should be treated with caution, as the number of patients answering is relatively small.  So for instance, of the 222 survey participants, only 19 responded to the question on access to a community language interpreter at the GP surgery/health centre.  Brent tPCT residents scored better than the Picker national average on this measure, 21.1% compared with Picker 31.5%.  However, only 19 patients responded to this question:  42.1% used a friend or relative, whilst 36.8% said someone from the surgery/health centre staff interpreted for them.  Similarly, the number of respondents to the out of hours questions were quite small.

4.

Sample Profile

a) The gender comparisons of the sample were 43.7% male, compared with 55.4% female; 

b) The highest percentage of the sample, 21.2% were aged 30–39;   18.5% were aged 40-49 years; 15.3% were aged 20-29 years;  13.1% were aged between 60-69 years and 4.5% was between 80-89 years.

c) 66.7% were parents/guardians with someone aged less than 18 years living with them.

d) Ethnicity breakdown for the respondents were: White 30.6%;  Asian 31.9%;   Black 14.1%;  Mixed 4.6% and Chinese 0.9%.  

e) 18% of the sample said they had received a copy of Your Guide to Local Health Services, compared to 58.6% who said they did not.  19.4% did not know/could not remember

In the last 12 months:

· 89.6% of respondents visited their GP surgery/health centre. 

· 87.8% had seen a doctor from their surgery/health centre.

· 58.1% had a new medicine prescribed by a doctor or nurse practitioner.

· 37.8% had been referred to a specialist.

· 21.2% tried to contact out-of-hours service.

· 53.2% were currently on a dentist list as an NHS patient.

· 29.3% had not had blood pressure checked.

· 38.3% had not been offered a flu jab.

· 20% changed GP because they were not happy with the previous GP.

· 20% found it difficult to register with another GP.

5.
2005 Survey Results:  Key Themes 

In summarising key themes from Brent tPCT 2005 patient survey, comparisons have been made with the Picker national average for the 100 PCTs that it surveyed.  Areas highlighted below are those where significant differences have been found between the two tPCT results and the national average. 

a) Access to GP practices, health centres and dentists – When making GP appointments, a greater percentage of tPCT patients compared with the Picker national average wanted to see a GP sooner (42.9%, compared with 23.1%). Whilst at the surgery, Brent tPCT patients waited more than 15 minutes to see a GP, which was significantly longer than the national average (47% compared 26.9%).   
Visiting GP practices was found to be an unsatisfactory experience for patients. Among their main concerns were courtesy of receptionists, which was poor or very poor (7.0% v 2.8%).  Lack of privacy was another issue, as patients were unhappy that other patients could hear their discussions.  6.3% of patients stated that their GP surgery was not very clean or not at all clean, and 41.9% were put off going to their surgery through inconvenient opening times.  The national average problem scores for these latter two findings were 1.5% and 20.4% respectively.  

Brent residents expressed much less confidence and trust in their dentist than patients nationally.  Equally, 29.0%, compared with 18.0% Picker national average, reported that the main reasons for their visit to the dentist were not dealt with satisfactorily. 

b) Quality of consultation/communication between GPs/Dentist and Health Centre

The quality of consultation between clinicians and patients scored poorly, compared with the Picker national average.  In particular, patients felt that GPs did not listen to what they had to say, nor were they given enough time to discuss health/medical problems.  Trust and confidence in clinicians were poor, with many patients believing that the GP did not know enough about their condition or treatment.  Many patients also indicated that they were not always treated with respect and dignity.  20.5%, compared with 13.7% reported that the GP was not able to fully discuss emotional issues affecting their health.  The same percentage stated that the GP was not able to discuss the impact of their family/home situation on their health.

Looking at medicines, over 30%, compared to 18.4% Picker national average, felt they were not given sufficient information about best medicines, the purpose of their medicines, side effects or how to use the medicines.

On tests, over 35% of patients, twice as many as the Picker national average reported that tests were not explained in an understandable way.  Nor were they informed how or when they would get their test results.  23.5% did not get their rests results on time.

c) Out-of-Hours – A significant 76.6%, compared with 38.9% Picker national average, had difficulty or could not access out-of-hours care.  Further, 70.2%, compared with Picker 49.8% stated the reason for contacting the out-of-hours surgery was not dealt with satisfactorily.   61.9% also reported that the main reason for their call to NHS Direct was not dealt with satisfactorily.
d) Patient Choice, Patient Involvement, and Patient Information – Of those patients who wanted a choice of hospital (21.4%) and choice of specialist (29.8%), these were not given.  Interestingly, the 47.6% who were not given a choice stated that they did not mind not having this.  Of those who were referred to specialists, 48.8% indicated that the specialist they were first reported to did not have all the necessary information about them, their condition or their treatment.  A significantly higher than average of Brent patients reported that they did not receive copies of all letters sent between hospital and the GP.

Overall Brent tPCT patients reported that they were not involved as much as they wanted to in decisions about their care, best medicines and dental care. Patients also stated that when they asked questions, they did not get understandable answers. Over 58% reported not having received a copy of the Guide to Local Health Services.  

A significant 63.1% of Brent tPCT patients did not know how to get involved in making decisions about the NHS in their area. 

e) Health Promotion – On a range of health promotion measures, Brent 

tPCT patients performed poorly against the Picker national average:  These include not being given wanted advice on healthy diet (28.4% v 14.3%); on getting enough exercise (24.3% v 13.5%);  contraception/family planning (9.9% v 2.0%) and safer sex (9.9% v 1.9%). 

6.
Performance Indication Questions

Of the 24 questions used by the Healthcare Commission to calculate the Performance Indicators of PCTs, Brent tPCT scored significantly worse than average on 17 of these. The five service areas which are measured by these performance indicator questions are:  (1) access and waiting;  (2) safe, high quality, co-ordinated care; (3) better information, more choice; (4) building relationships;  and (5) clean, comfortable, friendly place to be.

7. Improving Practice Questionnaire Toolkit - Survey Results: 

  Key Themes
Following the 2003 Patient Survey, Brent tPCT commissioned an independent body, Client- Focused Evaluations Program – UK Surveys (CFEP), to carry out an “Improving Practice Questionnaire (IPQ)” survey with GP practices in Brent. 65 practices across the tPCT area took part in the survey, which involved each individual GP in each practice inviting 50 of their patients to complete a short questionnaire. 

Patients were required to read and complete the questionnaire after they had seen their doctor. The survey was anonymised and the 27 questions that patients were asked related to matters concerning the practice, the doctor and the staff.  Once completed, questionnaires were sent to CFEP for analysis. Outcomes from the Improving Practice Questionnaire survey have fed into the Quality and Outcomes Framework Assessment and Action Plan produced by each of the practices that took part in this survey.

Overall, the performance of practices at Brent tPCT compared favourably with averages from other PCTS and the national average. A more detailed analysis of these results is being carried out, and comparisons will be made with outcomes from the Picker 2005 survey to obtain a clearer understanding of patients views of primary care.

8. 2005 Patient Survey Action Plan

An Action Plan has been developed to respond to problem scores from the 2005 Patient Survey, a copy of which is attached as Appendix A.   The Patient and Public Involvement Committee will monitor implementation of this Action Plan.

Also attached as Appendix B is an executive summary of the Picker 2005 Survey.

9.   Recommendations

i. To approve the report and draft Action Plan, subject to it being developed and refined by a Patient Survey Action Group composed of staff, service users and carers.

ii. That outcome from the Surveys is shared with all tPCT staff.

iii. To receive a paper at a future Board meeting comparing the results of 2005 survey results with that produced using the Improving Practice Questionnaire Toolkit. 

Judith Lockhart

Head of User & Community Involvement

August 2005
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