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We now have a new telephone number.  

Please call us on:  01494 434344
Dr Simon Thompson

Dr Thompson is retiring from General Practice on 4th April 2014.  Dr James Murphy is taking over his list of patients.  However, patients can still ask for an appointment with any of our doctors as we offer a system of shared care. 
We would all like to thank Dr Thompson for his commitment and hard work over the many years he has worked in the surgery and wish him a long and happy retirement.
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EASTER WEEKEND 18th TO 21st APRIL 2014
Please order your repeat medication in plenty of time as both the Surgery and the Collins & Jervie pharmacy at Amersham Health Centre will be closed for the four days over the Easter weekend.  
We always ask you to allow at least 48 hours when requesting any repeat medication, but please allow a little extra time as the surgery will receive a large increase in repeat prescription requests.

Patient Participation & Patient Satisfaction Survey 2013-14
Our full Patient Participation Report for 2013-14 which includes our latest survey results can be found on our website, www.amershamhealthcentre.co.uk.  A summary of the report and survey results is as follows:
Patient Participation Group

Our Patient Participation Group currently has 31 members some of whom participate by email.  We are always keen to expand our patient group numbers.  If you are interested in joining our patient group and having your say in how we develop patient services, please let us know.   You can attend meetings in person or join our ‘virtual patient group’ and communicate via e-mail.  We aim to meet quarterly and meetings are usually on Wednesday afternoons.
Patient Satisfaction Survey

This year we again used the GPAQ (General Practice Assessment Questionnaire) to carry out a survey of patient satisfaction (© GPAQ is copyright of the National Primary Care Research and Development Centre, University of Manchester and Safran/NEMCH).  The survey was carried out in March 2014.  Over three hundred and fifty completed surveys were returned to the practice.
The individual satisfaction scores for the evaluation questions in our Patient Survey are expressed as an average (mean) for all patients who completed the individual questions.  They are represented as a percentage of the maximum possible score, so the best possible score is 100%:
· Satisfaction with Receptionists 74%. 

89% of those surveyed reported that the Receptionists were good, very good or excellent
· Satisfaction with opening hours 64%.  


77% of those surveyed rated our opening hours as good, very good or excellent 
· Satisfaction with the availability of a particular doctor 65%.  


79% of those who rated satisfaction said that they could see a particular doctor within two working 
days.  
· Satisfaction with the availability of any doctor 76%.  


98% of those who replied were able to see any doctor within two working days.
· Satisfaction with waiting times at the practice 58%
· Satisfaction with phoning through to the practice 49%
· Satisfaction with phoning through to a doctor for advice 64%.


76% of the patients surveyed who had telephoned a doctor for advice rated this service as good, very 
good or excellent.
· Satisfaction with continuity of care and seeing usual doctor 64% 

72% of patients rated the continuity of care as good, very good or excellent.
· Satisfaction with consultations with usual doctor – overall satisfaction with the quality of care 80%
· Satisfaction with consultations with a nurse – overall satisfaction of all those surveyed was 77%
· Demographics of those surveyed 66% were female and 34% were male and the mean age was 53 years. 
	The following comments were made about what could be improved:
	The following is a sample of comments made by patients about what we do well:

	· I don’t like my name being put up for public view
	· I feel privileged to have access when I need it to good healthcare

	· Noise from the children’s play area can be very annoying
	· I love my doctor (

	· Apprehension over how things will work when both our long-standing GPs retire.
	· The service is first rate

	· Older people who do not work should be encouraged to visit during working hours, not first thing, so those who do work can be seen in the morning
	· Nothing at all can be improved

	· The receptionists always want to know what, why, when and if we can wait for an appointment – always a chore to talk to and always feel rushed off the phone
	· Excellent in all respects, keep up the good work

	· It is embarrassing checking your blood pressure in public

	· I couldn’t have been looked after better if I were the Queen


Conclusions from the 2013-14 Survey and Action Plan

The results of the patient questionnaires were discussed at the last Patient Group Meeting on 12th March 2014.  The Group also discussed some of the comments made by patients.  One comment was that there should be privacy when using the blood pressure machine in the waiting room and the group discussed placing this machine behind a screen.  Another comment was about patients’ names being displayed on the information screen when the doctors call patients for consultations.  The Group asked if patients could be given a number instead but it was explained that this would be difficult to implement as some people use the auto check in system and others check in at the reception desk. 
Communication

The Patient Group discussed communication and how difficult it is for the surgery to communicate with patients e.g. some members of the Group didn’t know that the surgery runs a Saturday morning surgery or an early surgery on Monday mornings even though it is regularly mentioned in newsletters and on our web site.  The Group decided that they would like to meet again and discuss ways to improve communication.
Telephoning the Surgery

The new telephone system was discussed and the Patient Group were pleased that the Surgery now has a local 01494 number (01494 434344).  However, it was agreed that patients sometimes wait too long to speak to a receptionist because of the high volume of calls and the satisfaction rating is lower than we would like.  The Surgery is now offering registration for on-line appointment booking and it is hoped that as more patients are able to book appointments on-line, fewer patients will need to make telephone calls.
Action Plan 

There was further discussion about the patient survey and the following actions were decided by the group:
· To form a sub-group to come up with communication ideas

· To put the information regarding early morning and Saturday surgeries on the display screen 

· To issue flyers about early morning and Saturday surgeries with prescriptions.

· To give patients more information about the out of hours service so that they only go to A&E for medical emergencies.

· To use a shorter survey in future and to word questions differently – such as “Did you know that you can pre-book appointments?”

· To develop services on line and, hopefully, improve patient satisfaction with phoning the surgery.

· To move the waiting room BP monitor to a more private location.

· To hand out flyers regarding the opening hours in the surgery

· To use volunteers to ask patients to update phone numbers

· To look at the feasibility of an evening surgery.
Have you visited our Practice website:  www.amershamhealthcentre.co.uk
Through the website we aim to help you by:

· giving useful information about the services we offer

· advising on how to manage minor illness in the home

· showing you how best to use our services

· encouraging a team approach between practice and patients.

The NHS 111 Service

NHS 111 was officially launched in March 2013 and replaced NHS Direct for health information and advice.  NHS 111 also takes calls from patients needing urgent medical help or advice when the surgery is closed but in a life-threatening situation you should phone 999 instead.
The NHS 111 service is staffed by a team of fully trained advisers, supported by experienced nurses.  They will ask you questions to assess your symptoms, then give you the healthcare advice you need or direct you straightaway to the local service that can help you best.  That could be A&E, a Buckinghamshire Urgent Care out-of-hours doctor*, an urgent care centre, a community nurse, an emergency dentist or a late-opening chemist.  If the NHS advisers think you need an ambulance, they will immediately arrange for one to be sent to you.  Simply Call 111 to be connected to the service – all calls to NHS111 are free from both landline and mobile phones.

*Buckinghamshire Urgent Care provide an emergency GP service at all times when the Surgery is closed.  NHS 111 will direct you to this service if an emergency GP consultation is needed and cannot wait until the Surgery re-opens. 
Accident & Emergency Units (A&E)

As you may already know, there is no longer an A&E Unit at Wycombe General Hospital.  The nearest A&E departments are at Stoke Mandeville Hospital which is in Aylesbury, Wexham Park Hospital in Slough and John Radcliffe Hospital at Oxford.

There is a 24 hour Minor Injuries and Illness Unit (MIIU) at Wycombe Hospital which deals with minor injuries and illness unsuitable for a GP appointment.  If you are unsure about this service, NHS 111 will be able to advise you. 

Specialist Nurse Clinics

In order to monitor and maintain the health of patients who have heart problems, are diabetic, asthmatic, hypertensive etc, our nurses arrange specialist clinics where the appointments are for an annual review which takes at least 15 minutes.  We send annual review letters asking patients to book an appointment at the relevant specialist clinic.  It is essential that patients attend these clinics, so that medication can be prescribed safely.  Please don’t wait for 2nd and 3rd reminder letters.  If you receive an invitation to book an appointment at one of our specialist clinics, please help us and reply to the first letter so that we can provide all our patients with the best possible service. 

Ordering Prescriptions and Booking Appointments Online
We are introducing a new service called Vision Online Services.  This is a new way to order your repeat prescriptions via the internet.  You can also order repeat prescriptions via our web site but this new service is more comprehensive and will display all your repeat medication for selection.

We are also introducing online appointment booking through this same service.  You will be able to pre-book certain appointments with available doctors/nurses, view existing appointments and cancel appointments if required.

You need to register with the practice to access this service, and once registered you will be given information that will enable you to create your username and password.  When your account has been created and activated, you will be able to order your repeat medication and book on line appointments. 
If you are interested in this service, please ask for a registration form at reception.
Booking Appointments at the Reception Desk or by Telephone
Appointments are available to be booked in advance as well as on the day.  To accommodate the large number of patients who wish to be seen on the day a percentage of appointments have to be held until the day itself.  However, a proportion can be booked in advance.

If you do want to book a same day appointment, it is best to phone early in the morning as our surgeries fill up quite quickly once we open at 8.30am.  If you wish to book an appointment in advance, for example if your doctor wishes to see you again in a month, please ring well ahead as these appointments are popular.

All our Practice Nurse and Express Clinic appointments can be booked in advance.

Please note that appointments with the nurse for travel advice should be booked at least six weeks in advance to allow plenty of time for any vaccinations to be effective whilst you are away.
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SUNRISE & Saturday Surgeries
We have SUNRISE surgeries from 7.20am on Mondays with one GP and a Practice Nurse and Saturday surgeries from 8.30am to 12.15pm with one of the GPs. These surgeries are particularly aimed at patients who find it difficult to come to the Health Centre during normal working hours.  These appointments are all booked in advance.
Patients needing urgent medical attention cannot be seen during SUNRISE & Saturday surgeries.  If you need urgent medical attention before 8.30am or after 6.00pm on weekdays or at any time during weekends, please continue to phone the main reception number (01494 434344) and you will be directed to the out of hours service.
· As SUNRISE surgeries are held outside our normal opening hours, Amersham Health Centre will not be open for other routine matters. 

· For security reasons access to the Health Centre during SUNRISE surgeries is via the side entrance next to the police station.

· It is not possible to contact the surgery by telephone, pick up prescriptions or book appointments during SUNRISE surgery times.
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surgeries are held between 8.30am and 12.15pm and all appointments must be pre-booked.
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 surgeries are held outside our normal opening hours and the surgery is not open for urgent appointments. 
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 surgeries but please note that the on-site pharmacy is closed. 
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 surgery times.

Mobile Telephone Numbers
Patients are often out when we telephone them – the call might only be to reschedule an appointment.  Please help us to contact you more easily by letting us know your mobile telephone number as well as your home number.  Please ask the Receptionist for a Contact numbers form to complete. 

We have also started using mobile numbers to send text reminders about appointments.  If you book an appointment for a future day and we know your mobile phone number, we will send you a text reminder on the day before the appointment.  

If you don’t wish to receive any text messages please let us know or tick the relevant box on the contact numbers form. 
Repeat Medication Requests

Please help save NHS resources and follow the guidelines below before you submit another request for repeat medication:

· Please check how many pills you already hold – you should never have more than two months’ supply of pills - or other items - in your home.    

· Please do not order medication more than two weeks before it is needed.

· Please do not stockpile any items.

· Please do not order every item on your repeat list for convenience – only order what you actually need.  

· If you would like help to synchronise your supply of pills and make reordering easier, please speak to the Receptionist or your Pharmacist.

· Please finish the pills in one box before you start to use a new box.

· Please return any pills that are no longer being taken to your pharmacist for safe disposal.

· Please ask for any items that you no longer take to be removed from your repeat prescription re-order form.

· Please do not share your medication with any other person.

· Please remember to take your medication with you on holiday and to bring it back home again.
· Please remember to take your medication with you when you go into hospital and to bring it back home again.
· If you are a carer, please check that the person you care for is not ordering more medication than needed.
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Due to General Practice training there will be NO surgeries and NO routine appointments with the doctors and nurses on the following afternoons:








Wednesday 9th April, Tuesday 13th May, Wednesday 18th June, Tuesday 22nd July





If you need a doctor in a medical emergency when the surgery is closed for training, please call 01494 434344 for details of how to contact Buckinghamshire Urgent Care, the out of hours emergency service.


If you need medical information or advice, please call 111 





This newsletter is produced by:


Amersham Health Centre, Chiltern Avenue, Amersham Bucks HP6 5AY 


It is produced quarterly and informs patients on medical issues, general information and seasonal medical help.  If you wish to write a short article for inclusion in our newsletter, please hand your suggestion to the receptionist. If you would like a copy of the newsletter emailed to you please let us know.  A copy of this newsletter is also available on: www. amershamhealthcentre.co.uk








