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PART A
Discussion of local practice survey findings
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PART B
Action Plan 2011-2012

Areas mutually agreed with the PPG for action and intervention

	PRIORITY FOR ACTION
	PROPOSED CHANGES
	WHO NEEDS TO BE INVOLVED
	WHAT IS THE ACHIEVABLE TIME FRAME

	APPOINTMENTS  
Consistency & Relevance
	Increase awareness of available telephone consultations for both GP and Nurses
Provide an updated list of competencies of the nurses via newsletters/website/Envisage to improve appointment usage

Increase awareness of the Nurse Practitioner skills to our patients

Regular training for reception staff on helping patients choose the best type of appointment for their needs

Promote online booking of appointments via newsletters and posters in the waiting room.


	PM 
Deputy Manager
Office Manager


	6 months

	COMMUNICATION
About the available services in the Practice and the NHS
	Website regularly updated with the latest information on Practice services and NHS services
Introduce Practice Newsletter every other month highlighting important issues within the Practice and updating patients on our achievements as well

Update Envisage regularly with the latest health information available

Encourage uptake of email addresses for patients for better communication

Notice boards in the waiting room arranged by relevance of health social and local community information.

	PM
Deputy Manager

IT Manager
	3 months

	REMINDERS
To remind and recall patients to their appointments to reduce DNA


	Introduce text/SMS messaging service in the Practice to remind patients of their appointments.
To use this method for collection of data from patients regarding their medical health records
	PM
Deputy Manager

Admin
	6 months
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PPG Recruitment Process


After utilising different recruitment methods, we currently have 14 members in our Patient Participation Group. We used 3 distinct recruitment methods to try and access as many of our base population as possible. 


Direct Recruitment- We asked the clinicians to nominate patients that they felt had raised some issues and interest in improving patient services within the Practice. 


Open Invitation- Invitation Posters and sign up sheets were placed at various points throughout the reception and waiting area. All staff including the clinicians were asked to actively 





Methods used for the survey


It was agreed that a full scale survey should be undertaken by a professional organisation to ensure that the questions were professionally complied and responses collated with proven statistical relevance. There has been previous experience with a professional survey organisation and thus the availability of previous data for comparison purposes made it the logical first step and CFEP were recruited to carry out the survey.


The CFEP survey comprised of 28 questions in separate sections on staff, clinicians and the Practice in general were distributed randomly over a period of three weeks. 











As the result of the survey and the discussion with The Elms Patient Participation Group we have not changed our opening times and they remain as;


Opening Times


08:00am – 18:30pm Monday to Friday


Outside of these times and in an emergency which cannot wait till the surgery re-opens The Out of Hours can be contacted on 01244 343300





   Which responses were the most positive?





“This is easily the friendliest and best practice I’ve been to”.





“Exceptional service and care”.





“I have found that this Practice is run very efficiently, friendly and courteously. I don’t think there is room for much improvement”.





“In my experience you are one of the best surgeries in the area. Others can learn from you!”.





“Never had a complaint in 40 years!”








In which areas did you deviate most from the national benchmark? Can you explain why     this might be?


Our mean scores which were lower than the national average when compared to all participating Practices;


Telephone access- this has been identified to the basic telephone system currently being used which does not have the call waiting or a switchboard facility.


Waiting room- although the PPG were satisfied with the set up of the waiting rooms and the seating, some of our patients may be comparing this to the newly refurbished health centres that they may have visited or seen.


Reception Staff- generally when we discussed the performances of the reception staff with the PPG, the response has always been very positive and encouraging, however we recognise that there is always room for improvement and for better provision of services.


Having said this, when our mean scores and benchmarks are compared to practices with similar population size we have achieved higher than the national average on all the areas.





FULL RESULTS OF THE SURVEY ARE AVAILABLE TO VIEW VIA THE PRACTICE WEBSITE








What are the main priorities identified by the PRG?


The Practice held PPG meetings prior to and following the survey (minutes of these meetings are also available via our website); and the main priorities identified by the group were as follows;


Increased Communication with patients


Provision of more service information via website, Newsletters and Envisage Screen


Waiting times within the Practice


DNA’s


Consistency of Appointments and better allocation of appointments using appropriate Nurse skills











What are the main priorities identified by practice staff?





Improved Reminder and recall system 





Development of website and newsletters 


More involvement of the PPG 


More refresher training sessions for staff to ensure that we maintain excellent standards of service











Patient Participation Group Profile


AGE BANDS�
PRACTICE POPULATION  %�
PPG PROFILE  %�
�
UNDER 16�
X�
X�
�
17-24�
12�
0�
�
25-34�
21�
0�
�
35-44�
18.4�
7�
�
45--54�
19�
29�
�
55-64�
13�
21�
�
65-74�
8.4�
14�
�
74-84�
6�
21�
�
84 +�
3�
7�
�



GENDER�
PRACTICE POPULATION %�
PPG PROFILE %�
�
FEMALE�
49.7�
64�
�
MALE�
50.3�
36�
�















ETHNICITY�
PPG PROFILE %�
�
WHITE BRITISH GROUP�
100�
�
BLACK/BLACK BRITISH�
0�
�
ASIAN/ASIAN BRITISH�
0�
�
CHINESE OR OTHER ETHNIC GROUP �
0�
�









	to actively promote the group. This meant that recent service users with active and 	relevant experience of our Practice were invited to join. 


Website- Our Practice Website actively updated the advantages of the Patient Participation Group early on the year and also the activities that the Group could get involved in improving the Patient Services. It also has an online registration form which the patients could complete and join the Group online.   


 Newsletters- An article was published in our newsletter inviting patients to join the Patient Participation Group and advising patients who to contact to register. Following this article, the newsletter regularly reminded patients throughout the year on how to join and the advantages of joining the group for both the patients and the Practice.





    Key findings from the survey


To ensure better telephone access


Comfort of the waiting room


Reminder systems


Information on the services provided











      Results


The Practice achieved an overall 93% on our patient survey. The scores were mostly equal or higher than the national average score based on practices of similar patient list size. 


Out of the patients who completed the survey;


37% rated us as excellent; 36% as very good; 20% as good and only 5% as fair.





FULL RESULTS OF THE SURVEY ARE AVAILABLE TO VIEW VIA THE PRACTICE WEBSITE





      Which responses were least positive?


“Ringing at 8am can prove very difficult, time consuming and unproductive!”


“Blacon surgery hours could be extended”.


“A light airy waiting room full of decent paintings and no more brown carpets would be very cheering! The present is very dated and gloomy”.


“Parking can be bad, have to park elsewhere then walk in when not too good at walking”.


“The waiting room could be more appealing- with more health information, magazines, etc”.








We received the following feedback from the PPG with regards to the Group itself and the meetings;


“Relevant and useful”.


“Topical and interesting- excellent to have patient involvement in improving services in NHS”.


“Excellent idea for Practice involvement with the local community e.g. Children/university student artwork on the waiting room walls”.


Suggestions received for the upcoming meetings and in practice short surveys;


“How to prevent unnecessary A&E attendances”.


“Discuss PPG involvement in the upcoming/proposed Northgate Development”.
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