CORBRIDGE MEDICAL GROUP
Local Patient Participation Report
2011-12
Establishing a Patient Representation Group
In the Summer of 2011 the practice was invited to participate in the Department of Health’s Patient Participation Directed Enhanced Service. This service was offered as a two year contract enabling the practice to involve patients in decisions about the range and quality of services provided.

The aim of the contract was to promote the proactive engagement of patients through the use of an effective Patient Representation Group (PRGs) and to seek views from practice patients through the use of a practice survey. 

Corbridge Medical Group has regularly surveyed practice patients using an approved questionnaire (known as GPAQ) and has published the results of this questionnaire via the website and in the waiting room in previous years. However, we had not previously used a patient representation group so this needed to be established from scratch.

Patients were encouraged to volunteer for the PRG in 3 ways:-

1. Patients were invited to volunteer themselves as members of the PRG using a form which was made available in the waiting room (see appendix 1)

2. Those patients whose email addresses were known to the practice (around170 in total) were sent an email encouraging them to volunteer for the group and also offering them the opportunity to participate in future surveys electronically.

3. An invitation (and a copy of the form) was placed on the home page of the practice website encouraging patients to volunteer.

In total, 26 forms were returned from which a group of 10 patients were selected in accordance with the tables below:

	Demographic
	Actual Patient List Breakdown
	Percentage
	Number volunteered for PRG
	Number selected for PRG

	Aged 0-20 yrs
	1420
	21%
	0
	0

	Aged 21-40 yrs
	1157
	17%
	1
	1

	Aged 41-60 yrs
	2113
	31%
	9
	5

	Aged 61-80 yrs
	1704
	25%
	13
	3

	Aged 81+ yrs
	431
	6%
	3
	1

	
	
	
	
	

	Total
	
	
	26
	10

	
	
	
	
	


	Demographic
	Actual Patient List Breakdown
	Percentage
	Number volunteered for PRG
	Number selected for PRG

	
	
	
	
	

	Male
	3305
	48%
	13
	4

	Female
	3520
	52%
	13
	6

	
	
	
	26
	10


	Demographic
	Actual Patient List Breakdown
	Percentage
	Number volunteered for PRG
	Number selected for PRG

	
	
	
	
	

	Working Full-time
	Unknown
	
	7
	2

	Working Part-time
	Unknown
	
	1
	1

	Retired
	Unknown
	
	15
	4

	Other
	Unknown
	
	3
	3

	
	
	
	26
	10


	Demographic
	Actual Patient List Breakdown
	Percentage
	Number volunteered for PRG
	Number selected for PRG

	
	
	
	
	

	Dispensing
	3111
	46%
	11
	5

	Non-Dispensing
	3714
	54%
	15
	5

	
	
	
	
	

	
	
	
	
	

	
	
	
	26
	10


	Demographic
	Actual Patient List Breakdown
	Percentage
	Number volunteered for PRG
	Number selected for PRG

	
	
	
	
	

	White British/British Mixed
	5496
	98%
	unknown
	9

	Other
	117
	2%
	unknown
	1

	Unknown
	
	
	
	

	
	5613
	
	
	

	
	
	
	26
	10


The 10 members of the PRG are a good representative sample of all sections of the practice population with the exception of the under 20s age group. Having been unsuccessful in encouraging a volunteer from this age group, it was decided that a separate exercise would be undertaken with the teenagers who attend the Corbridge Youth Club to encourage them to share their views on Health Centre Services. The outcome of this is reported later in this document.

Agreeing Areas of Priority with the PRG

Having selected the PRG members it was decided and agreed that the group would do most of its work via email but that an initial meeting for introductions and establishing the Terms of Reference would be helpful.
A meeting took place on 8th November 2011 (minutes available on request) and, in advance, PRG members were provided with copies of the following documents:

1. A copy of the most recent Department of Health/IPSOS MORI survey (called Practice Factsheet) showing how Corbridge performed as a practice in 2010/11 compared with the rest of Northumberland and with the average scores for England.

2. A copy of our most recent in-house GPAQ patient survey report which was completed in 2009. (This was the last full patient survey we undertook although a scaled down version was administered in January 2010).

3. A copy of the GPAQ survey questions which have formed the basis of our patient surveys for the last 6 years.
It was agreed that there were certain questions from previous surveys regarding access and opening hours which would be useful to ask again but other, additional areas, were identified as being useful areas for feedback as listed below:-

· Home visits

· The dispensary service

· The practice website

· Carers

· Length of consultations

· Patient information

· The repeat prescribing process

· Flu clinics

· Nursing Home patients

· EMIS Access
It was agreed that an online survey should be developed with paper versions available in the waiting room. 
Collating patients’ views through the use of a survey

A survey was drafted using the KwikSurvey.com website, a link to which was emailed to patients and placed on the practice website. A paper copy was available in the waiting room and offered to patients attending between 25th January and 8th February 2012 (see appendix 2).
In total 199 responses were received, 66 online and 133 on paper. The paper versions were entered onto the online facility so that a full report could be generated and downloaded from the web-based tool. A copy of the full report is shown in appendix 3 (available on request).

The report was circulated to PRG members and a meeting to discuss the results was scheduled for 28th February 2012.

Providing the PRG with an opportunity to discuss survey findings and reach agreement on changes to services

Minutes of the meeting held on 28th February are available on request. PRG members discussed the report question by question and agreed a number of action points which the practice agreed to implement. In addition, there were a number of general learning points about the survey itself; namely that, in future, a notice would be placed on the reception desk encouraging patients to pick up a questionnaire even if the receptionist has not offered one thereby possibly encouraging an even better response rate from patients attending the surgery. Around 25% of patients who had attended during the survey period had completed a paper survey and whilst this was considered good, it was felt that this number could have been increased. The colour scheme of the online survey and resulting report was considered too dark and it was agreed that this would be changed in future.

Agreeing an Action Plan

The minutes of the meeting held on 28th February were used to compile an action plan which was comprised of 17 actions to be implemented by the practice. (See Appendix 4)

Engagement with Corbridge Youth Initiative
On Tuesday 13th March 2012, a meeting took place with the Health Worker and Youth Leader for Corbridge Youth Club who agreed to facilitate a discussion session at the Youth Club using a series of questions about the Health Centre as a framework for gaining some feedback from young teenagers on how they viewed the services provided. On receipt of this feedback, members of the PRG will be informed of the comments made and additional actions arising from this will be added to the existing action plan.
Publicising Actions taken

A copy of this report and its appendices will be published on the practice website on Monday 26th March 2012 with a laminated, paper copy available in the waiting room. A further copy will be sent to the North East Primary Care Services Agency for their contract monitoring purposes.

Appendix 1 – Invitation for volunteers

Patient Representation Group

Corbridge Medical Group

In response to a new Department of Health initiative we are setting up a Patient Representation Group. We are inviting volunteers who feel they can represent the views of particular groups of patients and who would like to be involved in shaping the future direction of the practice. We hope to do most of our work via email or electronic means rather then regular meetings so the time commitment for all involved will be very small.

If you would like to be involved in the group please fill in the form below and hand to a receptionist. We will select those members who best represent the broader practice population.  For this reason it would help if you could indicate below which groups you feel you can represent by ticking those boxes which apply to you.

Name and address: 
________________________________________________

Telephone Number:
__________________________

Email address:
____________________________

Age group:

0-20yrs □
20-40yrs □
40-60yrs □
60-80yrs □ 
80+ □

Working:  working full-time
□   working part-time
□   retired □
other □


How often do you visit the Health Centre for an appointment?

0-3 visits per year
 □
3-7 visits per year
 □
7-12 visits per year  □     12+ visits □

Are you on regular repeat medication?
Yes  □ 


No □

Do we dispense your medication here at the Health Centre?  □





 or do you take/send your prescriptions to a pharmacy?  □

Parent of school age child?  □

Registered Carer for family member?  □

Relative of a nursing home resident  □
Are you registered disabled?
□

Do you travel by car to the Health centre?
□






Do you have any immediate concerns about the services provided here at the Health Centre which you feel this group should address?


______________________________________________________
Thank you for volunteering – those selected to be part of the Group will be contacted by email

CORBRIDGE MEDICAL GROUP

Thank you for agreeing to take part in our survey. Most of the questions simply require a tick response but some have space for your feedback which will be very useful to us as we make plans for service improvement in the coming months.

If you prefer to complete this survey electronically you will find a link from our website: www.corbridge.gpsurgery.net

1. How do you rate the way you are treated by reception staff?

	Star Rating out of 5:                               □                   □                        □                        □                    □

	                                                               1 star                2 stars                  3 stars                   4 stars                 5 stars

	                                                                Poor                                                                                                        Excellent


Please add any comments below which you feel would improve this service:


	2. How do you rate the Hours that the practice is open?
Star Rating out of 5:                               □                   □                        □                           □                       □

	                                                               1 star                2 stars                  3 stars                   4 stars                 5 stars

	                                                                Poor                                                                                                        Excellent

	 


3. What Additional Hours would you like the practice to be open?
(Please tick all that apply)

	
	Early Morning
	Lunchtimes
	Evenings
	Weekends
	None I am satisfied

	
	                     [image: image1.wmf]
	                [image: image2.wmf]
	              [image: image3.wmf]
	                  [image: image4.wmf]
	                        [image: image5.wmf]


4. Thinking of times when you have telephoned the practice. How do you rate the ability to get through to the practice on the phone?

	Star Rating out of 5:                               □                   □                        □                        □                    □

	                                                               1 star                2 stars                  3 stars                   4 stars                 5 stars

	                                                                Poor                                                                                                        Excellent


Please add any comments which you feel would improve telephone access

[image: image6]

 SHAPE  \* MERGEFORMAT 
5. When attending for an appointment, how long do you usually have to wait beyond your allocated appointment time, for your consultation to begin ?

(Please tick one answer only) 

	[image: image7.wmf] 5 minutes or less

	[image: image8.wmf] 6-10 minutes

	[image: image9.wmf] 11-20 minutes

	[image: image10.wmf] 21-30 minutes

	[image: image11.wmf] More then 30 minutes


Please add any comments which you feel would improve this service


6. Thinking of times when you want to see any doctor. How quickly do you usually get to see that doctor? 

	[image: image12.wmf] Same day

	[image: image13.wmf] Next working day

	[image: image14.wmf] Within 2 working days

	[image: image15.wmf] Within 3 working days

	[image: image16.wmf] Within 4 working days

	[image: image17.wmf] 5 or more working days

	[image: image18.wmf] Does not apply


7. Do you have a 'usual' doctor who you prefer to see if available? 

	[image: image19.wmf] Yes

	[image: image20.wmf] No (Please go to Q.10)


8. How often do you get to see your 'usual' doctor? 

	[image: image21.wmf] Always

	[image: image22.wmf] Almost always

	[image: image23.wmf] A lot of the time

	[image: image24.wmf] Some of the time

	[image: image25.wmf] Almost never

	[image: image26.wmf] Never


9. When requesting an appointment with your usual doctor, how quickly do you usually get to see that doctor? 

	[image: image27.wmf] Same day

	[image: image28.wmf] Next working day

	[image: image29.wmf] Within 2 working days

	[image: image30.wmf] Within 3 working days

	[image: image31.wmf] Within 4 working days

	[image: image32.wmf] 5 or more working days

	[image: image33.wmf] Does not apply


10. Our GPs welcome telephone calls from patients requiring advice and guidance. Do you know about this service? 

	[image: image34.wmf] Yes I am aware of this service and I am happy with it.

	[image: image35.wmf] Yes I am aware of this service but feel it could be improved (please specify in Q.11 below).

	[image: image36.wmf] Yes I am aware of this service but have never needed to use it.

	[image: image37.wmf] No I was not aware that I could arrange to speak to a doctor for advice on the telephone.(Please move on to Q.12)


11. If you have received advice or guidance from one of our GPs by telephone, how do you rate this service?

	Star Rating out of 5:                               □                   □                        □                        □                    □
	

	                                                               1 star                2 stars                  3 stars                   4 stars                 5 stars
	

	                                                                Poor                                                                                                        Excellent
	


Please add any comments which you feel would improve this service

12. Are you aware of our EMIS Access service for ordering repeat prescriptions and booking appointments online? 

	[image: image38.wmf] Yes, I am aware of this service but do not have access to a computer so have not registered to use it.

	[image: image39.wmf] Yes, I am aware of this service, have registered and use it regularly

	[image: image40.wmf] Yes I am aware of this service but prefer to speak to a receptionist

	[image: image41.wmf] No, I was not aware that an on line booking system was available. (Please move on to Q.14)


13. If you are using EMIS Access, how do you rate this service?
	Star Rating out of 5:                               □                   □                        □                        □                    □

	                                                               1 star                2 stars                  3 stars                   4 stars                 5 stars

	                                                                Poor                                                                                                        Excellent

	



Please add any comments which you feel would improve this service
[image: image42]
14. Have you visited the practice website?      www.corbridge.gpsurgery.net
	[image: image43.wmf] Yes

	[image: image44.wmf] No 


If yes, are there any amendments to the website which you would find useful?

[image: image45]
15. Have you requested a home visit from one of our GPs within the last 12months? 

	[image: image46.wmf] Yes

	[image: image47.wmf] No 


If yes, are there any ways in which this service could be improved?

[image: image48]
	16. Are you on any form of regular repeat medication?
[image: image49.wmf] Yes

	[image: image50.wmf] No (Please move on to Q.19)


17. How do you usually order your repeat prescriptions?

	[image: image51.wmf] On paper, using the right hand side of the repeat prescription slip.

	[image: image52.wmf] By telephone

	[image: image53.wmf] Using the online EMIS Access system

	[image: image54.wmf] In person

	[image: image55.wmf] Other (please specify)


                                               __________________________
18. How convenient do you consider the repeat prescribing service to be?

	Star Rating out of 5:                               □                   □                        □                        □                    □

	                                                               1 star                2 stars                  3 stars                   4 stars                 5 stars


	                                                                Poor                                                                                                        Excellent



	


In what ways could this service be improved?

19. Where is your medication dispensed?

	[image: image56.wmf] At the Health Centre dispensary.

	[image: image57.wmf] I take my prescription to a community pharmacy

	[image: image58.wmf] Other (please specify)     ​​​​​​​


                                                  ____________________________
20. If you use the Health Centre Dispensary, how would you rate the service provided?

	Star Rating out of 5:                               □                   □                        □                        □                    □

	                                                               1 star                2 stars                  3 stars                   4 stars                 5 stars


	                                                                Poor                                                                                                        Excellent



	


In what ways could our dispensing service be improved?

Flu Vaccination Programme
Each year we vaccinate around1800 patients against the prevailing strain of seasonal flu. The Department of Health provides strict guidelines as to who is eligible for the vaccine and we try to arrange our clinics so that we can vaccinate as many 'at risk' patients as possible in as short a timescale as possible thereby increasing the effectiveness of the vaccination programme overall. 

This year, despite a good turnout at our Open Access clinics, a large number of people telephoned the practice after the clinics to book flu vaccine appointments with practice nurses. This caused a huge drain on our appointments system which we would like to avoid in future years. We would value your feedback about how the vaccination campaign could be organised differently in future.

21. Did you participate in our Flu vaccination programme 2011-12?

	[image: image59.wmf] Yes

	[image: image60.wmf] No (Please move on to the next page)


22. How did you acquire the vaccine?

	[image: image61.wmf] Open Access Flu Clinic

	[image: image62.wmf] Booked appointment with Practice Nurse

	[image: image63.wmf] Other (please specify below)






______________________________________________
23. How would you rate open access flu clinics ?

	[image: image64.wmf] Excellent

	[image: image65.wmf] Good

	[image: image66.wmf] Neutral

	[image: image67.wmf] Fair

	[image: image68.wmf] Poor


24. How could the organisation of these clinics be improved?


[image: image69]
25. If you acquired the vaccine via a booked appointment with a practice nurse, could you give the reason why you were unable to attend an open access session? (You may select more than one answer)

	[image: image70.wmf] I was unaware of the Open Access sessions

	[image: image71.wmf] The Open Access sessions were on days which were inconvenient for me.

	[image: image72.wmf] I was on holiday when the Open Access sessions took place.

	[image: image73.wmf] I prefer a booked appointment so that I am not kept waiting.

	[image: image74.wmf] I prefer a booked appointment so that I can park at the surgery more easily.

	[image: image75.wmf] I prefer the confidentiality associated with a booked appointment.


Other reason (please specify below)

We’re almost at the end of our survey. Just some final questions about you to help us analyse the results.

26. To which of the following age groups do you belong?

	[image: image76.wmf] Under 20years

	[image: image77.wmf] Aged 21-40years

	[image: image78.wmf] Aged 41-60years

	[image: image79.wmf] Aged 61-80years

	[image: image80.wmf] Aged 81+


Are you....?

	[image: image81.wmf] Male

	[image: image82.wmf] Female


28. Are you...?

	[image: image83.wmf] Working full-time

	[image: image84.wmf] Working part-time

	[image: image85.wmf] Unemployed

	[image: image86.wmf] Homemaker/carer full-time

	[image: image87.wmf] Retired

	[image: image88.wmf] Other


29. To which of the following ethnic groups do you belong?

	[image: image89.wmf] White British

	[image: image90.wmf] White Irish

	[image: image91.wmf] White Other

	[image: image92.wmf] Mixed White and Black Carribean

	[image: image93.wmf] Mixed White and Black African

	[image: image94.wmf] Mixed White and Asian

	[image: image95.wmf] Asian or Asian British

	[image: image96.wmf] Black or Black British

	[image: image97.wmf] Chinese

	[image: image98.wmf] Other ethnic category


30. Do you have a long-standing illness, disability or infirmity? By long-standing we mean anything that has troubled you over a period of time or that is likely to affect you over a period of time.

	[image: image99.wmf] Yes

	[image: image100.wmf] No


31. How long have you been registered with the practice here in Corbridge?

	[image: image101.wmf] Over 30 years

	[image: image102.wmf] 20-30 years

	[image: image103.wmf] 10-20 years

	[image: image104.wmf] 5-10 years

	[image: image105.wmf] 2-5 years

	[image: image106.wmf] 1 year or less


32. Are there any other aspects of the service provided by Corbridge Medical Group, not otherwise covered by this survey, which you would like to comment on or which we could incorporate into future surveys? (please specify below)
[image: image107]


Thank you for your responses - we will publish the results in the surgery and on our website within the next few weeks along with an action plan detailing the changes we aim to make in order to improve our services.

http://www.corbridge.gpsurgery.net/
Appendix 4 – Action Plan
Action Plan for Corbridge Medical Group based on the 2012 survey responses 

and PRG discussion which took place on 28th February 2012
	
	What you told us…
	What we will do in response…
	When we will aim to implement this change
	Date achieved or explanation why unachievable

	1.
	Very positive feedback was received about receptionists, telephone access, repeat prescribing, our dispensary service.
	We will summarise this feedback and make the information available to the wider patient population as well as passing on your positive comments to reception, admin and clinical staff
	March/April 2012
	

	2.
	You were happy with our current opening hours.
	We will leave our core and extended opening hours unchanged.
	April 2012
	

	3.
	31% of those who wanted a change to opening hours requested weekend opening.
	We will investigate this further in our next survey by asking a number of different questions which will allow us to see why this is being requested.
	Autumn 2012
	

	4.
	The welcome message on the telephone system seems rather long.
	We will arrange to abbreviate the message so that patients wishing to speak to a receptionist can be out through more quickly.
	March 2012
	

	5.
	When GPs are running late receptionists do not always let patients know.
	We will reinforce the message that receptionists should inform patients when surgeries are running late.
	March 2012
	

	6.
	30% of appointments run more than 10 minutes later than the allocated time.
	We will publicise the fact that patients should consider booking a double appointment if they have a complicated problem or more than one problem to discuss with the GP.
	April 2012
	

	7.
	54% of patients wait 4 or more days to see the GP of their choice.
	We will investigate this further to see whether EMIS Access is part of this problem and also whether this is down to patient choice by asking more questions on this in future surveys.

Patients will be encouraged not to delay urgent treatment by waiting for a particular GP when the problem would be best dealt with by any GP.
	Autumn 2012
	

	8.
	25% of patients were unaware that telephone advice was available from GPs by requesting a phone call back.
	We will devise a patient information leaflet available in reception and online summarising messages like this one for existing patients who do not need a full patient information pack.

	April 2012
	

	9.
	16% of patients were unaware of EMIS Access and 25% prefer to speak to receptionists.
	We will promote this service more widely – using the positive feedback from our survey to encourage more patients to consider EMIS Access or try it again.
	April 2012
	

	10.
	Appointments with nurses should be available for online booking.
	We will set up some specific appointment sessions with the nurses on EMIS Access in order to trial this.
	March/April 2012
	

	11.
	Patients would like to correspond with us via email.
	Whilst this is not appropriate for clinical purposes, we will build up our database of patient’s email addresses for admin purposes such as survey distribution and/or admin correspondence.
	April – August 2012
	

	12.
	The practice website should have more photographs of the staff and regular updates.
	We will review the contents of the website pages and update the photographs, particularly for community staff (district nurses, health visitor, podiatrist and midwife)
	March/April 2012
	

	13.
	Patients do not want to have to present their pre-payment or exemption certificates every time they receive medication from the dispensary.
	We will explore the possibility of putting expiry dates onto our clinical system so that we can relax this system slightly.
	April 2012
	

	14.
	During the flu campaign more open access sessions on different days of the week would be helpful with an advert in the courant to list these for patients.
	We will arrange a larger number of Open Access sessions, on different days of the week with an advert in the Courant this year to ensure all patients who need the information can access it easily.
	September 2012
	

	15.
	We received no responses from the under 20s age group.
	We will engage with Corbridge Youth Initiative to survey the opinions of young people using a specially designed questionnaire, approved by the PRG.
	Autumn 12
	

	16.
	The bell in the waiting room which calls patients into their appointments is too quiet.
	We will adjust the volume on the TV screen which should rectify this problem.
	March 2012
	

	17. 
	You asked whether it was possible to include community staff/services on future surveys (eg district nursing, podiatry, health visiting etc.)
	We will discuss with our community staff colleagues whether they would be interested in having questions about their services included on our next survey.
	April 2012
	















































