
LOCAL PATIENT PARTICIPATION REPORT 2013-2014
Introduction

Our patient representative group has continued to grow and influence practice issues.  This is an update of our progress so far.
Profile of PRG members

The PRG currently consists of 9 members, 100% are over 45.  The ethnicity is 87.5% white British which is predominately the ethnicity of the area.
56% of members of the group are female and 44% are male.
The practice has a relatively older population, over 50% of our patients are older than 45.  It was therefore essential that the membership of the PRG was demonstrably older. However, we are continually trying to recruit younger members to the group to ensure representation.
How the practice has engaged patients to ensure representation
We continue to recruit members to the group and since last year we have managed to recruit another 3 members.  We have done this by continuing our previous recruitment strategies below.

· Around the practice, there are posters and leaflets to engage patients.  
· There is now a designated patient group notice board in the waiting area.

· We issued all new patients with a practice leaflet that outlines the Patient Reference Group; these are also available around the practice for patients.

· Our website - we hope that this will engage younger members of the practice and patients who work and do not have time to attend meetings.  
· We have now moved to a new medical system and we are in a position this year to collect email addresses of patients to develop the virtual group.  
· Patients were given direct invitation to join the PRG from GPs and nurses when attending patient consultations.
· We endeavoured to consult with as many patients as possible with the survey.  We did have responses from all age groups.
Updated Action Plan from the 2012 – 2013 Report agreed with PRG

	Issue
	Action
	Responsible
	Review Date
	Completed

	On line Booking
	Implement with new system 

Advertise this further on website, newsletter and posters in reception
	KS
	December 2012


	Yes

	Appointment Text Reminders
	Implement with new system

Practice to encourage patients to register their mobile and give consent
	KS
	March 2013
	Yes

	Automated Check In
	Investigate the purchase of the screens and software within the new medical system
	KS
	November 2012
	Yes

	Saturday Flu Clinics
	Schedule Saturday clinics for October

Advertise the clinics and send reminders


	KS
	December 2012
	Yes

	Repeat Prescriptions On Line
	Implement with new system 

Advertise this further on website, newsletter and posters in reception
	KS
	December 2012
	Yes


New Survey
The group met on 9th July to discuss the next survey.  As there had been a strong response from patients regarding the 0844 number from previous surveys, the practice had been looking into the possibility to move to a local number.  

As the practice was now in a position to do this it was felt that we would canvas the patients on how they wanted their phone system to work.

The group reviewed the proposed survey and made some suggestions.  
Results of the survey

The survey took place over August 2013. As we had disappointing surveys in the past the PRG members felt that by coming to the practice and completing the survey with patients that this would improve our response rate.  It proved successful as we had 208 responses

We focused on the following areas
· Separate numbers for each practice
· Message to inform which practice they had phoned
· Queuing system
· Number in queue
· Information whilst in a queue
· What health information they would like to hear
Separate numbers for each practice
76% of the patients surveyed felt that they would prefer this rather than one number for both practices
Message to inform which practice they had phoned
If there were separate numbers for each practice 83% of patients would like a message to confirm which practice they had phoned
Queuing system
Of the responses received 88% would like this option.
Number in queue
93% of patients would prefer this
Information whilst in a queue
When asked if patients would prefer information rather than music 62% of patients would prefer this option.
What kind of information would like to hear
Patients would like to hear opening and closing times, information about clinics, who to speak to when the practice is closed, current health information.
Discussions with the PRG on the results of the survey

The PRG met on 10th October 2013 to discuss the results of the survey with the PRG from the Hiscock practice.
The group was informed that we had an implementation date for the new system on 6th November 2013.

The results showed that patients would like to have separate numbers.  The group discussed this and the group members who came and conducted the survey felt that some patients do not know what practice they are in as they think Rushbottom Lane Surgery is one practice.  Other feedback from members who spoke to patients felt that patients thought they would get through quicker but this would not be the case.  As this would cause problems as we would not be able to transfer between the practices the group decided that we would continue to have one number for both practices.
As the group had decided that there would be only one number playing a message would be irrelevant.  

The group agreed that a queuing system would be beneficial.
It was agreed to let patients know how long they would be in the queue.
Play information whilst in the queue was agreed.
The group felt the suggestions made by patients were good and that practice should implement those ideas for the information to be played.

Action Plan from the survey agreed with PRG
	Issue
	Action
	Responsible
	Review Date
	Completed

	Implement telephone system
	Implement the system in line with patient responses
	KS
	November 2013

	Yes

	Review system 
	Ensure system is fit for purpose and amend as necessary
	KS
	December 2013
	Yes

	Develop information messages
	Review patient comments and implement
	KS
	March 2014
	

	Notification to Patients on new number
	Posters, changing letter heads, website, prescriptions, message on old number
	KS
	December 2013
	Yes


Services currently offered

Cervical Smears

Immunisation Clinics

Tetanus/Diphtheria

Influenza

Child Health Surveillance
Family Planning Services

Minor Surgery

Health Promotion

Asthma Clinic

Diabetic Clinic

Heart Disease Clinic

Stroke/TIA Clinic

Chronic Obstructive Pulmonary/Emphysema Clinic

Chronic Kidney Disease

Epilepsy Reviews

Rheumatoid Arthritis Reviews

Pneumococcal Vaccinations

Antenatal Appointments

Wart Freezing

Travel Clinics (including Yellow Fever)

Midwife

Counselling

NHS Health Checks

Chlamydia Screening

These will be reviewed by end of March when the CCG advise us of the services they will be commissioning 2014-2015.  We will meet with the PRG to discuss our provision.

The surgery core hours are Monday to Friday 8.00am to 7.00pm with surgery times 8.00am-11.30am and 3.30pm-6.30pm.

The practice does not offer extended.
For example in February, the practice offered 2425 appointments to patients.  1453 were GP appointments in core hours.  There were 79 nurse appointments available.  Unfortunately, 100 of those appointments in this period had patients not turn up for their appointment.

Thank you for your continued help and support to the surgery.


