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LOCAL PATIENT PARTICIPATION REPORT 2011 - 2012
A. PRG Members Profile: On 2nd February 2012, Selborne Road Medical Centre had its first Patient Reference Group meeting. 9 patients attended along with the practice manager. The profile of the PRG is as follows: 

· Sex: 45% male, 55% female. 
· Age: 33% 45-54, 33% 55-64, 11%65-74, 23% 75-84
· Employment: 11% Full time work, 33% Part time work, 45% retired, 11% didn’t answer
· Carers: 22% are carers
· Parents: No-one in the group identified themselves as a parent/guardian for someone under 16 years of age
· Ethnicity: 78% British, 11% Indian, 11% didn’t answer
   Although this PRG does not exactly represent the practices registered patient population, as no members are disabled, under the age of 40 or parents/guardians, the group actively considers all 3000 registered patients in all its deliberations. 
B. Representation in the PRG: Despite our best efforts, the PRG is not entirely representative of our practice population. To try and encourage under represented groups to engage posters were put up in the waiting room, a message was put on all prescriptions, GPs and receptionists were asked to invite patients (focusing on younger patients and parents at our baby clinics) text messages were sent to 824 patients (27% of practice population) focusing mainly on all patients under 50. 18 patients expressed interest in joining the group, which included several patients between 25-45 years of age and also included parents of children under 16. However, not all these patients were able to attend the meeting and did not respond to email involvement in the group.
C. Agreeing priority issues: At the meeting on 2nd February 2012, the PRG discussed the issues that were a main priority to patients. The agreed main priorities were as follows: Receptionists, ways of ordering repeat prescriptions, how the surgery communicates with patients and patients overhearing at reception desk. As well as these agreed priority areas, the surgery would also like to ask about GP and Nurse care, how welcoming the surgery is, telephone access, waiting times and general questions to ensure our response came from a cross-section of our patients. All the questions for the local practice survey were decided upon at this meeting.
D. Obtaining the views of registered patients: Once the questionnaire was designed, it was handed out to patients to complete once they had seen a GP or nurse. This made sure that we had up to date responses from some patients who has recently attended the surgery. 100 questionnaires were also posted to a random stratified sample of patients. This was done in order to try and make sure that the questionnaire was given to cross section of the registered patient community. We had around a 50% response rate from the posted questionnaires which is extremely high. In total we had 84 questionnaires completed which represents 2.8% of the practice population which is in line with previous CFEP practice questionnaire sample sizes and what was agreed with the PRG. The PRG felt that the responses were valid as they were from a cross-section of patients.
E. Discussing the results with the PRG: A meeting was held on 16th March to discuss the questionnaire results with the PRG. An action plan was also discussed and agreed upon
F. Action Plan: 
1) 10% of patients surveyed said they had difficult getting into surgery, mainly due to old age, mobility and travelling. It was decided to put a poster up advertising Door 2 Door transport service for patients. Receptionists will also be made aware of this service in order to advise patients. This should help patients who struggle to attend the surgery.
2) 45% of patients surveyed said they wanted to know more about our online service for ordering prescriptions and booking appointments; 41% would prefer to order prescriptions online compared to the 16% that currently do. The Surgery will advertise the online service more, send text message out to all patients about it. Currently only 374 (12%) patients registered are registered for our online service. Posters advertising the service will also inform patients that it is helpful to the surgery as well as the patient to register for the online service. This should help improve the service we offer patients and improve the service we provide to our patients.
3) 31% of patients surveyed said they would like to be contacted by the surgery via email. The surgery currently only has email addresses for 1% of patients. To prepare for the future and allow us to email patients the surgery will ask new patients for email addresses when they register. Reception could also hand out slips to all patients asking for their email addresses. Problems around patients emailing surgery with clinical things was discussed, the surgery is not currently happy for this to happen for medicolegal reasons. This action will help the surgery in the future as the surgery will be able to inform patients of service changes etc. in a more efficient and user friendly way. 
4) 79% of patients surveyed say other patients can overhear what you say to receptionists. 68% say they can but don’t mind, 11% say they can and do mind. To stop this, the Life Channel TV in waiting room will be switched back on to stop patients overhearing. A more prominent poster will be put in the waiting room and entrance hall telling patients to inform reception if they would like a private word and they can come round to the other side of reception away from the waiting area. The Surgery is to discuss this with all the staff. Changing the layout of the surgery was discussed so that reception window was not in waiting room, thus stopping patients overhearing. It is not practical to put a hatch in staff door in the entrance hall as this is a fire door and will block exit route for upstairs. Building a partition wall to separate reception and the waiting area would be difficult given the small size of the building and would be very costly. The Surgery will discuss structural changes as a possible future development. This action will help patients who want more privacy when speaking to receptionists.
5) When it came to waiting times, 39% said they didn’t mind, 8% did mind, while 42% wouldn’t mind if receptionists told them. The surgery is to discuss with the receptionists about telling patients who arrive for an appointment how many patients are waiting before them. The PRG said it would be a good idea to send patients a text message telling them if the wait is over 40 minutes, depending on whether the receptionists had the time to do this. The PRG realised that when receptionists were busy they may not be able to always provide this service. This action will help patients, especially those who work or have to arrange childcare.
6) 59% of patients surveyed were positive about getting through to surgery on the telephone at the first attempt, 18% say they can some of time, 7% say never or hardly ever. The surgery currently divert calls to an Our Of Hours service (OOH) between 12-3.30 each day, this could be cause of the issues. The Surgery will look into the feasibility of stopping diverting calls to our OOH at lunch times and keeping calls coming through to receptionist in the surgery. An answer machine service was discussed but this wouldn’t suit our current telephone system. This action, if feasible, will help to provide a better service to patients.
G. Statistical evidence: These are the results of the Patient Questionnaire:
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5b IF you have difficulty getting into surgery, why is this?
	Trouble walking

	.Not able to use public transport, rely on daughter to bring to surgery

	Housebound

	Old age and Road Condition

	Age + infirmity

	Prefer late/early appointments or weekend

	Mobility, wait for carer
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6b- What would make surgery more welcoming?

	Have a drink machine,vending machine

	Remove TV, have light classical music in waiting room, move reception window to corridor outside waiting room

	.Needs a bit of refurbishment, receptionists could be a bit friendlier

	Could be updated

	Drinks machine

	Icy weather:no salting of front steps/pavement. No carpet

	Reception have on occasion forgotten I'm there
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11 How was your experience with the nurse in the following areas?
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12b- What would make you more satisfied?

	Waiting times

	Knowing that Dr Morris will never leave

	.Not having to wait so long when seeing GP

	Creating a way those waiting could not overhear what is said at reception window

	Move reception desk window from waiting area for more privacy

	Refurbishment of reception seating area and GP rooms

	More time with the GP

	Appointments being kept to time, updating facilities

	To be able to have BT or BP at home.

	Better telephone

	Extended hours, opening later in evening or Saturday AM

	.Never seeing Dr Zadik

	Appointments on time, being contacted if GP running over. I had to wait over 2 hours one appointment, I live 5 minutes away

	Being seen by GP on time

	Drinks machine (if only water in reception area

	Proactive followup

	Reminders about all tests due instead of one at a time and making re-appointments correctly

	.Nothing, I am completely satisfied

	Having the same doctor each visit. A better more sympathetic out-of-hours service

	A clock, new paint in waiting area, flash of colour on skirting boards, brighter waiting room.Out-of-hours phone line doesn't work, asks you to call back when surgery is open but doesn't say when
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13b- If you wouldn’t recommend surgery, why?

	I would tell them which GP to consult

	Appointments usually running late

	Too far to travel from Lodgemoor for elderly

	Prefer pharmacy onsite
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Any other comments:
	the GPs, especially Dr Zadik, are outstanding

	Not restricted Prescription line times. Reception area not confidential

	Prescriptions online not always available due to medical review

	This isn't a very good questionnaire for someone who hasn't been recently or had repeat prescriptions. Prefer other patients could not overhear at reception but doesn't want music


H. Details of Action: 
1. Put up poster to advertise Door 2 Door transport service for patients by 31st March 2012. Inform all staff of this service and ensure adequate supplies of information packs by 31st March 2012.
2. Send text message to patients advertising the Online Service. This will be staggered throughout April 2012 to try and control the number of online application requests that come in to the surgery at anyone time. New posters advertising the service will also be designed ready to put up from April 2012.
3. New patient registration packs will be updated to ask for email addresses and consent for these to be used by 31st March 2012. From April 2012, forms asking for patients mobile numbers, email addresses and consent for these to be used will be put on reception for receptionists to hand out to all patients that attend the surgery.
4. The Life Channel TV was switched back on 16th March 2012. By 31st March 2012 a new poster will be designed and put up informing patients of where to go if they want more privacy with a receptionist and staff will be informed of this.
5. From April 2012, receptionists will be told to inform patients how many people are waiting to see the GP/Nurse/HCA before them. Receptionists will also be asked to inform patients, preferably by text message, if their appointment will be more than 40 minutes late. 
6. During April 2012 the surgery will have discussions with its Out of Hours provider regarding the daytime answering service from 12-3.30. Depending on these discussions and staffing levels, diverting calls to the Out of Hours provider from 12-3.30 may be stopped later in summer 2012.
I. Opening Hours:  The surgery is open from 8.30am to 6.00pm Monday to Friday (the building does not close at lunch times), except on Thursdays when we are open 8.30am to 12 noon. The telephone lines are open 8.30am to 12 noon and then again 3.30pm to 6.00pm Monday to Friday, except Thursday when the lines are only open 8.30am to 12 noon. If you call outside of these hours your call will be forwarded to our Out Of Hours service provider. Appointments can be made by telephone, in person at reception or through the Internet. Repeat prescription requests can be made in person, by post using the white side of your previous prescription, by telephone, by fax, via a pharmacy or through the Internet. Signed prescriptions will be ready at least 2 days later and can be collected, posted out if a SAE is provided by the patient or patients can arrange for a local Pharmacy to collect prescriptions on their behalf.
J. Extended Hours Access Scheme: Selborne Road Medical Centre currently provides an extended hours access scheme for registered patients. This clinic runs on a Tuesday evening 6.30pm to 8.15pm.
This Report has been made available to everyone from 27th March 2012 at:

www.selborneroadmedicalcentre.co.uk
27th March 2012
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