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  PATIENT PARTICIPATION GROUP
ANNUAL REPORT 2013 - 14

FAR LANE & TRAFALGAR HOUSE MEDICAL CENTRES.
Far lane Patient Participation Group (PPG) was formed in August 2011 and until this year the annual patient satisfaction survey has encompassed both surgeries.  However, after a PPG request at the start of the year for the Far Lane and Trafalgar House Medical Centres to conduct a separate survey the report will highlight key areas at both sites.

Far Lane Medical Centre has a patient list size of around 5,340 whose ethnicity is predominantly white British. The Surgery is open from 08:00 – 18:00 Mon-Fri with Thursday’s opening hours being 

08:00 -12:00.  Outside these hours the “Out of Hours Service” and the “111” service provide non urgent cover for advice and treatment.

Trafalgar House Medical centre has a patient list size of around 2,630 whose ethnicity is predominantly white British. The surgery is open from 08:00 -12:00 Mon – Fri and from 15:00 – 18:00 Mon – Fri – Thursday being half day closing. Telephone cover between morning and afternoon surgeries is provided by Far Lane. Outside these hours the “Out of Hours Service” and the “111” service provide non urgent cover for advice and treatment. The two surgeries offer in total over 600 GP weekly appointments and over 180 nurse appointments with pre-bookable, same day appointments, Emergency slots and telephone triage available. 

The PPG has 10 members and meets regularly at 12:30 with the Practice Manager and at least two GP partners. Minutes of meetings and the patient’s survey are available to view on the practice website http://www.farlanemedicalcentre.co.uk/ppg.asp   or paper copies can be requested at reception. 

The PPG is comprised of a 60/40 split between Far Lane and Trafalgar House Medical centres and the 

age range is between 60 and 74 years old with a 70/30 female to male ratio. 
	Sex
	Age
	Ethnicity

	Male
	65-74
	British

	Female 
	55-64
	British

	Male
	75-84
	British

	Female
	65-74
	British

	Female
	55-64
	British

	Female
	65-74
	British

	Female
	55-64
	British

	Female
	55-64
	British

	Female
	65-74
	British

	Male
	55-64
	British


Efforts have been made to engage the younger surgery population to join via posters in the waiting room and where possible informing patients of the existence of the group where complaints or enquiries have been made but this unfortunately has had little or no impact. The group is advertised within surgery and patients are encouraged to join and have a say in the services and patient experience the two surgeries endeavour to excel at. The group is actively encouraged not only to discuss surgery issues but also worries about services in the community or NHS changes that have an impact on the running of the surgery. Issues raised to date have included:

1.  NHS data extraction

2.  Shingles vaccine unavailability

3.  Tendering of hospital patient transport to private enterprises

4.  CQC

The patient survey for both sites consisted of 22 questions of which 150 were distributed at Far Lane and 120 at Trafalgar House Medical Centres. The survey was given to the patient after the consultation and of the 150 at Far Lane, 100 were returned. Of the 120 at Trafalgar 90 were returned

The survery was split into 5 main areas:
1. Access to a Doctor or Nurse

2. Obtaining a repeat prescription

3. Obtaining test results

4. About the staff

5. And finally – a chance to have your say.

The first four areas each had a rating box ranging  0  - 5

0 being “not applicable”

5 being “Excellent”

Far Lane Medical Centre Survey Results:
1.  Access to a Doctor or Nurse
Of the 10 questions asked, the first 7 had a majority rating of “good” or above, and the last 3 a rating of “no experience”. This as a practice and after discussion with the PPG we could not quite understand, as one dealt with being able to speak to a GP or nurse, the second the opportunity of being able to request a home visit and the third the level of satisfaction with the OOH service. With respect to the OOH and the volume of complaints we have received over the “111” service the result was somewhat astounding.
2.  Obtaining a repeat prescription

Of the 3 questions asked the first 2 were both rated excellent, but the third regarding prescription queries scored a marginally higher “no experience” – again a puzzling finding.
3. Obtaining test results

Of the 4 questions asked all 4 had a a higher score rating of “no experience” followed by “good” 
4.  About the staff

Of the 4 questions asked the first 3 we are proud to say had a rating of “very good” the fourth question again having a rating of “no experience” – this is not surprising as most of the services offered to the

patients are dealt with in house.

5. And finally

Of the one question asked the overall satisfaction of Far Lane Medical Centre of those patients that completed a questionnaire was “Very Good”.

Trafalgar House Medical Centre Survey Results.
1.  Access to a Doctor or Nurse

Of the 10 questions asked the first 7ranged from “good” to “excellent” the last 3 again having a rating of  
“no experience” !!

2.  Obtaining a repeat prescription

All 3 questions asked had an excellent rating.

3. Obtaining test results

first and last question had a very good or excellent rating the “where results available” scored an equal 

“excellent” and “no experience” rating – again an unusual outcome.

4.  About the staff

Of the four questions asked regarding staff – all gave a rating of “very good” or above.

5. And finally

Of the one question asked the overall satisfaction of Trafalgar House Medical Centre of those patients that completed a questionnaire was “Excellent”.

Resulting Action Plan for 2014/15 – Agreed by PRG
The PPG were given an opportunity to study the survey findings for both the main site and the 
branch surgery on 27th January 2014 – overall reaction was positive to the survey but 3 areas
have been highlighted where it was felt there could be improvement.
	PROBLEM
	ACTION REQUIRED
	DATE FOR COMPLETION
	RESPONSIBILITY

	1. Access 
	1. Continuous monitoring of demand and where possible trying to anticipate periods of high demand. 
2. Looking at making historic periods of known demand only “on the day appointments”. 

3. Without being intrusive, ascertain if a phone call from a GP would be acceptable, alleviating the need for an appointment.      
4. Education via posters informing patients of services that can be requested without the need for an appointment (prescriptions).

	1.7.2014
(there after six 

monthly)
	Practice Manager.

	2. Telephones
	1. Use call time more efficiently, without being rude make the time spent on the phone appropriate to the nature of the call.
2. Unnecessary phone usage when surgery opens at 8am.

3. The possibility of having a menu selection phone where appointments / scripts/ results and general enquiries are separate easing pressure on appointment clerks.
4. More prominent signage informing patients that test result enquiries will not be given before 10:30am.

	1.7.2014
	Practice Manager

	3. Afternoon   

    Surgery
	1. Ascertain if there is a demand by gauging patients views – primarily by advertisement within the practice.
2. Gauge the feasibility of just one site having an afternoon surgery. (staffing and availability of rooms).
3. If the need is there – audit on replies and determine if only one site should offer an afternoon surgery or both or toggle weekly or monthly between the two sites. 
	1.6.2014
	Practice Manager


In addition to the agreed action plan the surgery has implemented some working methods to try and alleviate the demand being put on primary care from the 2012/13 action plan.
These include:


a. Surgery opens at 8am for both “telephone” and “walk in” appointments. (previously

    the surgery opened its doors at 08:15am whilst the phones were answered at 8:00am)


b. On the day appointments are available along with pre bookable appointments.


c. Telephone triage after surgery if requested by patient.


d. Patients are asked when booking appointments if they are awaiting results or letters
                   so that all information is available at the time of the appointment thus negating the need


    to make another appointment.


e. Practice has engaged in the “winter pressures” initiative scheme which has provided 


    24 extra GP appointments and 8 extra nurse appointments per week.

Patient Survey 2013/14 – Demographics.

Age Range of those who participated 

Total Number of Questionnaires                   
 190

Number returned with age indicated

 152

Number returned with age not indicated
  38

	Age
	Total

	
	

	0 – 15
	1

	16 - 19
	10

	20 - 29
	19

	30 – 39
	20

	40 – 49
	51

	50 – 59
	41

	60 – 69
	21

	70 – 79
	20

	80 – 89
	7

	TOTAL
	190


Gender of those who participated

Total Number of Questionnaires                             190

Number returned with gender indicated
      
141

Number returned with gender not indicated
49

	Gender
	Total

	Male
	56

	Female
	134

	TOTAL
	190


