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Greater Manchester Area Team

2013/14 Patient Participation 
Local Participation Report
Practice Details
	Practice 


	Deane Medical Centre

	Completed by


	Wendy Hough-Dickinson & Matthew Mann


Patient Reference Group (PRG) Profile
	Number of face to face members
	10

	Number of virtual members
	10

	Age & Sex breakdown
	Male
	Female

	Under 16 -
	
	

	17 – 24    - 
	1
	1

	25 – 34    -
	
	

	35 – 44    - 
	2
	2

	45 – 54    - 
	
	

	55 – 64    - 
	2
	2

	65 – 74    - 
	
	

	75 and over    - 
	
	

	Ethnicity

	White
	5
	

	Mixed
	
	

	Asian / Asian British
	5
	

	Black / Black British
	
	

	Chinese / Chinese British
	
	

	Other ethnic group
	
	

	Employment Status

	Employed
	7
	

	Unemployed
	1
	

	Retired
	2
	

	Other (e.g. no of carers)



	What the practice did to ensure that the PRG is representative of the practice registered patients

	The practice invites all patients from all groups to join the group. We try to have a varied amount of patients attending from various ages and backgrounds. We put up posters and add into the newsletter about the practice and what we are trying to achieve by having these group meetings. 


	Groups that are not represented on the PRG and what the practice did to attempt to engage those groups

	The practice engaged with the local university to accrue members to join the patient participation group. We continue to discuss ways of encouraging more members to join our group.  The steps we have taken to encourage patients to attend our PPG are by way of advertising the meeting dates in our monthly newsletter, on our website, in new patient packs, by a notice in the reception area, on our yearly survey, From last year’s survey 12% of patients who completed the survey shown an interest in joining.



2013/14 Priorities 
	How we identified and agreed with the PRG priorities for 2013/14 to be included in a local practice survey

	The practice had a meeting with the PRG on the 19th February 2014 

and decided that we would carry out a practice survey and what would be included in the survey. It was decided that we would use the same questions as last year but add one new question, to calculate the improvement from last year’s survey. 


	What these priorities were

	Practice website and triage system to be used more via patients. 
It was agreed that patients were not using the services we offer on a regular basis and the PRG group feel that we could do more to promote these services. 



2013/14 Local Practice Survey
	How we agreed with the PRG the content of the local practice survey

	We discussed what the patients wanted from the last practice meeting and what the practice could offer and came to an agreement. The group put individual ideas forward for discussion, but decided to keep the same questions as last year’s survey (as this was the first time that particular survey had been used) with 1 additional question regarding ‘Are patients aware of the daily triage system.’  The draft was drawn up and agreed by the PRG.

We opened the new survey on the website, put notices up at both sites, emailed the patients who had signed up for the Surgeries Monthly Newsletter and patients who have an email address on the website, reception staff handed out to patients attending surgery and to patients collecting prescriptions.  


	How we agreed with the PRG the way in which the survey would be conducted

	Our Patient Participation Group consists of 10 patients 1 GP and the practice manager

Ranging in age gender ethnicity and sexual orientation.

Our meetings are advertised on the practice website and on posters in the waiting room encouraging new patients to join we hold 4 meetings per year. Members identify which areas they feel important to ask questions about in a survey from which a prioritised list is agreed and included in the practice questionnaire.
The survey was then added to the practice website and handed out to patients.


	Other methods used to seek the views of registered patients 

	Patient cans put suggestions in the suggestion box at the practice, can submit suggestions via the website and also can put in writing to the practice manager. 



2013/14 Local Practice Survey Results
	An overview of the results of the local practice survey is detailed below



	Deane Medical Centre

Patient Survey (1) new 24/01/2014

Number of Responses: 42
1.How long have you been a patient at this practice? (tick appropriate answer)

Under 1 yr  16%
1 to 5 yrs  38%
6 to 10 yrs  16%
over 10 yrs  28%
2. To which age group do you belong? 

24 or under  7%
25 – 44  38%
45 – 64  40%
65 or over  14%
3. Approximately how many times have you been to see the doctor in the last 6 months?

None  23%
1 - 2  35%
3 – 5  26%
6 – 10  9%
over 10  4%
4a 

Are you aware that you can book routine GP appointments up to 48hours in advance? 

Yes  78%
No  21%
4b 

Are you aware of our Daily Triage System 

Yes  38%
No  61%
5 

Are you aware that in cases of medical urgency you will be seen on the day, but will be asked for brief details of your illness to determine urgency? 

Yes  71%
No  28%
6 

If you have telephoned the surgery in the last 6 months, was the call answered promptly? 

Yes  90%
No  4%
No response  6%
7 

Did you complete the previous practice questionnaire? 

Yes  21%
No  73%
No response  6%
8 

The issues raised in the previous questionnaire were as follows. Have you seen any improvements in these areas? 

a)Speaking to a nurse on the phone? 

Yes  54%
No  26%
No response  20%
b)Access to a GP at a time convenient for you? 

Yes  59%
No  26%
No response  15%
c)Alternative Ways of booking an appointment? 

Yes  47%
No  30%
No response  23%
d)Length of time in the waiting room before seeing a GP? 

Yes  59%
No  19%
No response  22%
9 

When you last visited the surgery, were you satisfied with the overall cleanliness of 

a) The waiting room? 

Yes  92%
No  4%
No response  4%
b)The consulting room? 

Yes  95%
No  0%
No response  5%
c)The patient toilets? 

Yes  80%
No  4%
No response  16%
10 

When you last visited the surgery, did you feel that you had confidence and trust in 

a) GPs?

Yes  90%
No  4%
No response  6%
b)Nurses?

Yes  92%
No  2%
No response  6%
c)Admin staff?

Yes  92%
No  2%
No response  6%
11 

When you last visited the surgery, were you treated with dignity and respect by 

a) GPs?

Yes  92%
No  2%
No response  6%
b)Nurses?

Yes  88%
No  0%
No response  12%
c)Admin staff?

Yes  83%
No  2%
No response  15%
12 

Do you have access to the internet? 

Yes  69%
No  28%
No response  3%
13 

Are you aware of our practice website? 

Yes  40%
No  57%
No response  3%
14 

Do you know what services we offer via the website 

Yes  30%
No  66%
No response  4%
15 

In Bolton, over 50% of patients attending A&E could have been treated elsewhere. Are you aware of the services offered by 

a) GPs?

Yes  66%
No  28%
No response  6%
b)Pharmacists?

Yes  69%
No  26%
No response  5%
c)Dentist?

Yes  61%
No  30%
No response  9%
16 

In the last 6 months, have you attended A&E for an illness or condition and been informed by A&E or your GP that you could have been treated elsewhere? 

Yes  19%
No  76%
No response  5%
Please continue to next page 

If you wish to offer further comment on any of the questions above, please do so in the box below. 

We may need to contact you for further information on your comments. If you are willing to be contacted for this purpose, then please complete the details below and tell us how best to contact you: 

Name, Address, Telephone Number and Email. 

Preferred method of contact

Email  9%
Telephone  52%
Letter  11%
No response  28%
We greatly value the views of our patients on ways in which we can develop our practice. It is only by gaining your views and opinions that we know what we are doing right, and how we can improve. Thank you very much for completing this questionnaire. 

If you would like to join our Patient Participation Group, then please complete your contact details above, and tick the box below. You can obtain more information on our website: 

https://web.nhs.net/owa/redir.aspx?C=JcjU2fyuVESFfuaY2AwTez-Lk1eepc9Ici8ZZbsm_S_lqIL7_PUx4WNfkBUhxCNp9VCTqIJo23E.&URL=http%3a%2f%2fwww.thesurgery.nhs.uk 

I would like to know more about the Patient Participation Group 

Yes  14%
No  66%
No response  20%


	How we provided the PRG with the opportunity to discuss the findings of the local practice survey



	42 Surveys where completed over a 2 week period. The survey was then closed and information was collated by the practice manager and discussed at the practice meeting on the 4th March and also the PRG meeting on the 5th March. 
Copies of the results were given to the attendees and discussed throughout the meeting. 


	How we agreed an action plan with the PRG based on the findings of the local patient survey



	It was agreed that the triage system needs to be advertised more throughout the practice and offered to patients. The patients seemed to feel that they didn’t have knowledge of this service and the attendees have worked out that the doctors time could be spent on other issues rather than the minor ailments which could be done via the triage system. 
We also discussed at length on how the practice website could be more accessible for patients and what information they would like to see on the website and also what they could do via the website, i.e. Appointments.


	Areas which were highlighted from the findings of the local practice survey where we were unable to take any action and why



	d)Length of time in the waiting room before seeing a GP? 
Yes  59%
No  19%
No response  22%
The group discussed at length the waiting times for the GP, but came to an agreement that different problems require different times. We discussed at length the 10 minute appointment allocation and the entire group agreed that it should remain at 10 minutes. It was agreed that sometimes appointments may run over and that sometimes they are shorter, but didn’t feel any action was needed and as a practice we didn’t feel the need to change the appointment times. 



	2013/14 Action Plan (and how this relates to the findings of the local practice survey)



	The group agreed that with triage system should be used in a more robust manor and more patients should be aware of this. This will then free up the doctors time for more serious issues and also will allow patients to deal with any queries over the telephone which will save them travelling to and from the practices.
The practice agreed to put up posters and advise patients when they call about the triage system to see if it would be suitable for their issue. Also we have put on the website about the triage system and put it in the monthly newsletter which is out in reception for patients to read. 

The Practice website was also discussed and decided that we would put up posters and leaflets and attach slips to prescriptions informing patients that we have a practice website and that they can order their prescriptions on this, look at what is happening throughout the practice that month and also raise any suggestions via the website. 

We have also put this in the newsletter and advise patients when they register (put information in new patient packs).




	Significant changes we have made / plan to make to the services the practice provides

	We have put up posters and advise patients when they call about the triage system to see if it would be suitable for their issue, put up posters and in the newsletter / website. 
We have made the website more accessible and advertised this more within the practice and in newsletters.


	How we publicised the local patient survey results and action plan to our registered patients

	The practice put the collated information on the practice website, also in the monthly newsletter and on the notice board in reception



	Link to practice website where this report and related information can be found

	http://www.mysurgeryoffice.co.uk/psurvey.aspx?p=184986&v=P82030


	2012/13 Action Plan – overview of progress against last year’s action plan

	Last year patient where unhappy with not being able to get through on the telephone.
We have put a 3rd line in place.

More patients are aware of the triage system but we still feel more patients should be aware.

We also now send letters to patients reminding them of their appointments which was raised in last year’s report as an issue with patients forgetting appointments.




Patient Access
	Practice Opening Hours 

	Deane Medical Centre
Monday 8am – 8pm
Tuesday – Friday 8am – 6.30pm
Daubhill Medical Centre

Monday – Friday  9am – 6pm


	How to access services throughout core hours i.e 8.00am – 6.30pm Monday to Friday

	Telephone the practice
Visit the practice 



	Extended Hours 

	Monday 8am – 8pm 
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