Patient Participation at Bewsey St Medical Centre

The benefits of a Patient Participation Group (PPG) have been recognised by the Practice for some time and a group was formed in May 2007. Members were recruited by personal invitation by clinicians and by notices in the waiting room.  A small but enthusiastic group has been meeting on a regular basis currently chaired by Mr Peter Wilson and amongst its achievements are winning an award from the National Association of Patient Participation to improve communications/support for elderly and housebound patients, a regular newsletter, input into new practice premises, control of patient fund and purchases made include an ECG machine, phlebotomy chair, toys and books for the waiting room.  It is a member of the National Association of Patient Participation. The Practice has been conducting Patient Satisfaction Surveys for many years and sharing the results with the PPG.
The planned move to new premises and the opportunities created makes it even more important to seek patients’ views on the services provided by the practice. 

The ‘National Directed Enhanced Service’ (DES) reinforces our philosophy and we have adapted to a more formalised way of working to take into account the requirements of the DES.
Patient Reference Group (PRG)
In consultation with the PPG it was agreed to create a ‘virtual’ PRG utilising electronic communication hence widening participation to complement the work of the PPG.
Working closely with the Chair of the PPG Our Practice Profile (See appendix one) was reviewed. On this basis the following make up for the PRG was proposed. (See appendix one)
50 Patients were contacted by email, post, and personal invitation by practice and PPG members.  Posters were displayed on the PPG notice board. Responses were monitored and where a particular group appeared under-represented ‘targeted’ invitations were issued to ensure a representative group as far as possible was achieved.
24 patients kindly agreed to be members and the make up of the group is shown in appendix one.
PRG Survey
Following the creation of the PRG, a survey was devised by the Chair of the PPG in consultation with the practice.  This was issued to ‘test the waters’ and inform the wider patient survey so that patient priorities could be assessed.  See results in appendix two.
Patient Survey
As a result of the initial PRG survey it was agreed that the GPAQ survey adequately covered the priorities of the PRG. Surveys were distributed electronically, by post and were available at reception. A sample size of 100 is deemed adequate for a practice of our size.

See results of survey in Appendix three

Meeting With PPG and PRG    
The patient Survey was circulated to all PPG and PRG members and an evening meeting arranged to discuss the findings and also the proposed move to the new premises. The meeting was chaired by the Chair of the PPG

After a lively discussion the meeting focused on areas for improvement and potential solutions. There were recurring themes from previous surveys and the PPG and the Practice have discussed and sought solutions previously. Further positive suggestions were made
Problem areas and possible Solutions
Telephone access .Phones can be very busy in the morning.
1.  Consider releasing pre- bookable appointments during the afternoon 8 days ahead (as opposed to the current arrangement of the morning 7 days ahead) 

2.  Consider having a phone system that allows callers to know their place in the queue. (we will be using a new system in our new premises the exact type is yet to be determined )
3. Refine telephone messages so that calls for test results, prescription queries etc are dealt with at quieter parts of the day.

Access to appointments 

1.  Consider online booking for pre bookable appointments but would this be to the detriment of patients without internet access? 

2.  Consider online access to all appointments – however this would bypass the current nurse triage system which maximises skill mix and ensures allocation of appointments to the most appropriate clinician.  It would also remove access to advice on self help..
3.  Better publicise the system some patients seem unaware of their options and the flexibility provided by triage 

4.  Refine the rules about pre-booking appointments by

a) Consider releasing pre- bookable appointments during the afternoon 8 days ahead (as opposed to the current arrangement of the morning 7 days ahead) 

releasing pre- bookable appointments the evening before

b) allowing flexibility around doctors holidays and bank holidays 
c) allowing flexibility when job sharing partners are not available 

(Any changes will have to be planned carefully, instituted one at a time and monitored for unforeseen effects)

5. Consider restructuring the working day 

Delays in being seen 

The survey commentary and comments at the meeting were appreciative that the doctors endeavoured to give time to those who needed it. However there can be significant delays

1.  Ensure patients are kept informed when delays occur. This will be given higher priority by management and receptionists 

2.  If particular doctors consistently finish late, consider booking appointments later and more spaced out to allow for this

3. Consider allowing patients to ask for longer appointments (and shorter?)

After discussion about these issues the following was agreed 

Actions agreed at the meeting to be implemented

Release pre- bookable appointments the evening before (time of release to be agreed)

Refine the rules about pre-booking appointments

Refine telephone messages so that calls for test results, prescription queries etc are dealt with at quieter parts of the day and publicise with posters and via the website

Better publicise the current system with posters and via the website

Ensure patients are kept informed when delays occur

Consider booking appointments later and more spaced out

Actions for further consideration for PRG/PPG

Consider online booking for pre–bookable appointments (the PPG have agreed to explore the options and then confer with the PRG and Practice)

Consider allowing patients to ask for longer appointments (and shorter?)

Actions for further consideration by the Practice 

Consider restructuring the working day

Consider having a phone system that allows callers to know their place in the queue

Review and further development

The Practice would like to thank all current and previous members of the PPG and PRG for giving their time and support to help us improve our services. Particular thanks go to our Chairman Mr Peter Wilson.

We will monitor the changes and feedback to the PPG and PRG when we have assessed their impact. We hope some members of the PRG will consider joining the PPG and contributing at meetings in addition to online. 

We welcome comments from all members (whether at the meeting or not ) on all aspects of  this report but particularly  let us have your views about whether allowing patients to ask for longer /shorter appointments would be helpful.  Please send your comments to Mrs Lorraine Stratulis, Practice Manager via post or email to lorraine.stratulis@nhs.net or Mr Peter Wilson, PPG Chairman, via email to peter.wilson9@nhs.net
We hope to further develop our dialogue with you by discussing the best way of seeking your views (short frequent surveys or longer less frequent) and thank you once more for your efforts.

	APPENDIX ONE
Bewsey Street Medical Centre

GP Practice Profile

	Period Ending 23 Jun 2011

	
	
	
	

	
	
	
	

	Age Range
	Male
	Female
	Total

	0 – 18
	528             19%
	526        19%
	1054       19%

	19 – 30
	422             15%  
	404        15% 
	826         15%

	31 – 40
	359             13%
	310        11%
	669         12%

	41 – 60
	807             29%
	775        28%
	1582       29%

	61 – 70
	326            12%
	313        12%
	639         12%

	71 – 80
	202              8%
	235          9%
	437           8%

	81+
	91                4%
	177          6%
	268           5%

	Total
	2735
	2740
	5475


	Final Group = 24 patients
00 – 18yrs = 3 parents 

19yrs – 30yrs = 5 patients

31yrs – 40yrs = 3 patients

41yrs – 60yrs = 5 patients

61yrs – 70yrs = 8 patients

71yrs – 80yrs = 3 patients

81+yrs = 0 patients
	1% of population
	
	

	100% = white/British
APPENDIX TWO



Patient Reference Group Survey No 1

Summary of survey results

Of the total number of surveys issued just over 50% responded
The results are itemised below in order of priority
1. Appointments 
2. Telephone Access

3. Quality of care from support staff

4. Quality of care from clinicians

5. Opening Times

Suggestions for inclusion in the new facility

Well Woman Clinic

Weight Loss Control / support

Chiropody

Physiotherapy

Adequate toilet and baby changing facilities 

Secure location for baby prams

Provide sufficient facilities for the Disabled and parking availability. 

Quality play facilities

Do not to have children’s toys which make a lot of noise in the waiting room. 

This can be a nuisance, a separate room for mothers and children 

may be a good idea. 

A water machine available at all times. 

Do not have the waiting rooms or consultancy rooms too hot as this isn't 

healthy and can make you feel quite ill.

Need to have sufficient parking available

Utilise computer appointments

In house pharmacy

Minor Surgical Procedures capability 

Health Checks - i.e. cholesterol, blood pressure, etc 

General well being clinics

Counselling services - general advice on free support groups available 

i.e. for depression, smoking, weight etc
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