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East & North Herts and West Herts PCTs Primary Care Access Survey report

Introduction
The purpose of this paper is to present the analysis of the Patient Access survey and outline our plans to address the issues that arise.

Background

Across Hertfordshire there are 131 practices.  
Of the 62 practices in East & North Herts, 59 practices took part and received results from the surgery.  Those practices not taking part were
· Hailey view surgery, Hoddesdon

· Orchard Surgery, Buntingford

· Parsonage surgery, Bishops Stortford

Of the 69 practices in West Herts, 66 took part in the survey and results for 65 practices were received.  One practice, Parkwood Drive, Hemel Hempstead had consented to taking part but for reasons unknown no patients from the practice were sent surveys. A payment was made to this practice based on the average for the PCT area
Those not taking part were

· Fairbrook Medical Centre, Borehamwood
· Parkfield Mecial Centre, Potters Bar
· The Lattimore Surgery, St Albans
PCT performance

The table below shows a summary of the performance of the two Hertfordshire PCTS in comparison to the East of England SHA and England as a whole for the four DES categories.

	 
	Satisfaction with phone access - % satisfied (Q2)
	48 hour GP access - % able to get appointment in 48 hours
	Advanced appointment - % able to book 2+ days ahead
	% able to book appointment with specific GP

	Results for England as a whole
	86%
	86%
	75%
	88%

	East of England SHA
	87%
	88%
	75%
	89%

	East and North Hertfordshire PCT
	79%
	82%
	69%
	86%

	West Hertfordshire PCT
	88%
	89%
	78%
	89%


Response rate

The table below shows the response rate for the 2 PCTs

	
	Total survey forms distributed
	Total completed forms received
	Response rate %

	Results for England as a whole
	5,220,482
	2,295,987
	44%

	East of England SHA
	468,764
	225,200
	48%

	East and North Hertfordshire PCT
	35,822
	17,280
	48%

	West Hertfordshire PCT
	38,974
	17,507
	45%


The tables below give a breakdown of the respondents by age, gender and Ethnicity 

Gender

	
	% Male
	% Female

	Results for England as a whole
	42%
	58%

	East of England SHA
	42%
	58%

	East and North Hertfordshire PCT
	42%
	58%

	West Hertfordshire PCT
	41%
	59%


Age

	
	% aged 18-19
	% aged 20-24
	% aged 25-34
	% aged 35-44
	% aged 45-54
	% aged 55-59
	% aged 60-64
	% aged 65-74
	% aged 75-84
	% aged 85+

	Results for England as a whole
	1%
	4%
	11%
	16%
	17%
	10%
	10%
	16%
	11%
	3%

	East of England SHA
	1%
	3%
	10%
	16%
	17%
	10%
	11%
	17%
	11%
	4%

	East & North Hertfordshire PCT
	1%
	3%
	11%
	17%
	18%
	10%
	10%
	16%
	11%
	3%

	West Hertfordshire PCT
	1%
	3%
	11%
	18%
	18%
	10%
	10%
	15%
	11%
	3%


Ethnicity
	
	% White-British
	% White-Irish
	% White - any other White background
	% Asian or Asian British-Indian
	% Asian or Asian British-Pakistani
	% Asian or Asian British-Bangladeshi
	% Asian or Asian British - Any other Asian background
	% Black or Black British-Caribbean
	% Black or Black British-African
	% Chinese
	% White-British

	Results for England as a whole
	83%
	2%
	4%
	3%
	2%
	1%
	1%
	1%
	2%
	*
	83%

	East of England SHA
	90%
	1%
	3%
	1%
	1%
	*
	1%
	*
	1%
	*
	90%

	East & North Hertfordshire PCT
	90%
	2%
	4%
	1%
	*
	*
	*
	1%
	1%
	*
	90%

	West Hertfordshire PCT
	85%
	2%
	5%
	2%
	1%
	*
	1%
	1%
	1%
	1%
	85%


Practice performances

Attached at Appendices A and B are graphs and tables detailing individual practice’s performance.  These also show the SHA average, the minimum percentage required to trigger payments; and the proportion of payment received.

Benchmarks
Although no definitive minimum standard has been set it was felt that the point at which payment was triggered for the Access DES should be used as the minimum practices should be expected to achieve.
As a level to ‘aspire to’ it was felt that the East of England SHA average should be used for this purpose.

EAST & NORTH HERTS PCT

Five practices scored 90% or more in all four categories thus receiving 100% of the reward payment for all categories.  They are:
· Canterbury Way, Stevenage
· Haileybury College, Hertford
· Potterells Medical Centre, North Mymms
· The Maltings, Ware
· Whitwell Surgery, Whitwell
The following practices did not achieve the minimum levels to trigger payment for one or more categories.  They are:
· Burvill House, Hatfield



· Lister House, Hatfield

· Peartree Lane, Welwyn Garden City
· Stockwell Lodge, Waltham Cross


· Roysia Surgery, Royston

· The Maples, Broxbourne
Response rate

The percentage scores ranged from 24% - 59%.  The SHA average and East & North Herts PCT average is 48%.  

Telephone access

The percentage scores ranged from 19% - 100%.  The SHA average was 87% and the East & North Herts PCT average is 79%.  The minimum percentage required to trigger payment is 30%.
One practice, Stockwell Lodge did not achieve the minimum percentage scoring 19%

23 practices achieved more than 90% with two practices achieving 100%

29 practices were below the East of England SHA average score.

48 hour access
The percentage scores ranged from 53% - 100%.  The SHA average is 88% the East & North Herts PCT average is 82%.  The minimum percentage required to trigger payment is 50%

All practices achieved the minimum scoring 

16 practices achieved more than 90% with one practice achieving 100%

37 practices were below the SHA average score.

Advance booking
The percentage scores ranged from 21% - 98%.  The SHA average is 75%, the East & North Herts PCT average was 69%.  The minimum percentage required to trigger payment is 40%

6 practices did not achieved the minimum scoring: 
Stockwell Lodge, Burvill House, Lister House , Peartree Lane, Roysia surgery and The Maples
10 practices achieved more than 90% 

31 practices were below the SHA average score.

Specific GP

The percentage scores ranged from 43% - 99%.  The SHA average is 89%, the East & North Herts PCT average was 86%.  The minimum percentage required to trigger payment is 20%.

All practices achieved the minimum scoring. 

28 practices achieved more than 90% with two practice achieving 100%

28 practices were below the SHA average score.

Opening Hours

The percentage scores ranged from 66% - 91%.  The SHA average is 84%, the East & North Herts PCT average was 82%.

24 practices were below the SHA average score

Of those who were not satisfied with the opening hours their main reason for dissatisfaction was that the practices were not open on Saturday mornings.  

WEST HERTS PCT

Sixteen practices score 90% or more in all four categories.  They are:
Boxwell Road

Cassio E82603

Gade surgery
Gossoms End

Grange Street

Grove Hill


Haverfield


Holywell


Meadowell

Park End


Pathfinder


S.W.Herts Health Cntre

The Colne


The Elmes


The Manor Street

Village surgery

The following practices did not achieve the minimum levels to trigger payment for one or more categories.
· Bennetts End, Hemel Hempstead

· Suthergrey, Watford

· The Vine House, Abbots Langley
Response rate

The percentage scores ranged from 27% - 60%.  The SHA average is 48% and the West Herts PCT average is 45%.  

Telephone access

The percentage scores ranged from 23% - 100%.  The SHA average was 87% and the West herts PCT average is 88%.  The Minimum percentage required to trigger payment is 30%

One practice, Bennetts End, did not achieve the minimum requirement scoring 23%

45 practices achieved more than 90% with three practice achieving 100%

18 practices were below the SHA average score.

48 hour access

The percentage scores ranged from 62% - 98%.  The SHA average is 88% the West Herts PCT average is 89%.  The minimum percentage required to trigger payments is 50%

All practices achieved the minimum scoring 

36 practices achieved more than 90% 

19 practices were below the SHA average score.

Advance booking
The percentage scores ranged from 32% - 99%.  The SHA average is 75% and the West Herts PCT average is 78%.  The minimum percentage required to trigger payment is 40%

2 practices Suthergrey and Vine House, did not achieve the minimum scoring 38% and 32% respectively. 

23 practices achieved more than 90%, with two practices achieving 100%

23 practices were below the SHA average score.

Specific GP

The percentage scores ranged from 67% - 100%.  The SHA and the West Herts PCT average is 89%.  The minimum percentage required to trigger payment is 20%.

40 practices achieved more than 90%, with one practice achieving 100%

21 practices were below the SHA average score.

Opening Hours

The percentage scores ranged from 71% - 93%.  The SHA average is 84%, the West Herts PCT average was 83%.

24 practices were below the SHA average score.
Of those who were not satisfied with the opening hours their main reason for dissatisfaction was that the practices were not open on Saturday mornings.  
Summary of PCT Proposed Action 
Below is a summary of some of the actions the PCT will be proposing a more detailed table of actions is attached at appendix C.  The information contained within the survey on practices will not be used in isolation but in conjunction with other indicators such as QoF and prescribing to give a ‘whole’ picture of a practices situation

· It is proposed to visit all practices within Hertfordshire who did not achieve the minimum standard to trigger a payment for any of the categories in the survey.  At this visit the practice will be given the opportunity to discuss the issues they have that led to them not achieving the minimum standard as well as inform the PCT of what plans they will be putting in place to ensure that improvements are made.  An action plan will be agreed with each of these practices and progress against agreed targets will be reviewed on a regular basis.  
· All practices signing up to the Access DES for 2007 – 08 will have to produce an action plan which will contain their actions on improving and maintaining their achievements against the four key areas.  These will also be reviewed against the plans previously submitted to ensure that actions proposed in the previous year have been carried out.
· A copy of the analysis of the PCTs performance will be shared with the PCT’s Executive team and across the PBC localities to ensure that all practices are aware of how they performed in comparison with their Peers.  

· Information submitted to the PCT on workforce will be reviewed to identify any capacity problems both current and in the future and support will be offered to practices identified as having capacity issues to ensure that patient access is not adversely affected.
· East & North Herts has been shown to be an outlier for advance appointments across the East of England.  It is proposed that work is carried out to identify which practices are limiting or restricting advance booking and work with these practices to make improvements by sharing best practice, offering support to make changes to existing systems and ensuring that these practices are monitored to ensure that changes made result in improvements for the patient experience.

· The report from the East of England Executive team also highlights differences between the achievements in the 48 hour access standard and the patient survey.  The PCT will carry out work to identify why the patient experience seems to differ and where necessary bring the two experiences into line.

· Analysis will also be carried out on satisfaction with opening hours.  Although both PCTs are comparable with the East of England average this information will be reviewed at practice level to see if any trends appear in specific localities and if so this information will be examined in conjunction with other facts relating to the area such as deprivation and ethnicity.

· Communication will be examined to see what messages are communicated to patients about how practices run their appointment systems

APPENDIX A

EAST AND NORTH HERTS  PCT
The following graphs show the number of practices within each percentage range for each of the four categories.
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WEST HERTS PCT
The following graphs show the number of practices within each percentage range for each of the four categories.
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