The Apples Medical Centre


Progress Report

This report summarises development and outcomes of The Apples Medical Centre’s patient reference group (PRG) in 2011/12.

It contains:

1. Profile of practice population and PRG

2. Process used to recruit to our PRG

3. Priorities for the survey and how they were agreed 

4. Method and results of patient survey

5. Resulting action plan and how it was agreed

6. Progress made with the action plan

7. Confirmation of our opening times.
Background

We were asked to set up a Group that represented our current Patient Population. We attempted to do this by approaching as many patients, in as many different ways as we could think of if they were interested in joining the Patient Representation Group. We displayed posters in the Surgery Waiting Room, advertised on the website and also set up an enquiries desk at the Flu Day last October to try and recruit members. 

The Idea was to try and get representation from all ages and ethnic groups appropriate to our population. We decided on a “virtual” group to encourage more Patients to join as it meant they would not need to set aside time for meetings or comng to the surgery to discuss matters, but instead could communicate by email or by writing in with comments and dropping them into the Surgery at their convenience. 

The result was that we recruited, to date 75 members. We managed to reach different age groups but all the members to date are from one Ethnic Group. However, it must be noted that the majority of our ethnic diversity comes from our Patients at the local Girls Boarding School and we did not actively target them to join the group.
1 Profile of practice population and PRG
In Order to show how our Patient Population is represented we need to show a current breakdown by Age and Ethnicity.  The results are charted below
REGULAR PATIENTS IN MAR 2012. 
 ------------------------------------------------------------------------------
|Age groups |0-4   5-16  17-24 25-34 35-44 45-54 55-64 65-74 75-84 85-89 90+   |
|------------------------------------------------------------------------------|
|Males         93   291   185   171   255   360   391   361   240    51    31  |
|------------------------------------------------------------------------------|
|Females       98   335   190   177   286   369   406   404   324   111    78  |
|------------------------------------------------------------------------------|
|Total males      : 2429          |
|------------------------------------------------------------------------------|
|Total females    : 2778          |
|------------------------------------------------------------------------------|
|Total both sexes : 5207          
 ------------------------------------------------------------------------------

	Patients with ethnicity recorded

	No
	%

	5146
	97.59%

	
	

	No of patients in each ethnic group
	No of Patients

	White British
	4999

	Mixed British
	114

	Irish
	9

	Other White Background
	80

	White and Black Caribbean
	1

	White and Black African
	2

	White and Asian
	29

	Other Mixed background
	2

	Indian or British Indian
	10

	Pakistani or British Pakistani
	5

	Bangladeshi or British Bangladeshi
	2

	Other Asian Background
	10

	Caribbean
	1

	African
	5

	Other Black Background
	4

	Chinese
	5

	Other
	2

	Total 
	5280


PRG profile

Please see attached Charts/Graphs on Ethnicity in Group, Age profile and how egularly they visited the practice.
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2 Process used to recruit to our PRG

To recruit to our PRG we:
· Handed letters to patients (see attached letter)

· Put up posters in practice (attached)

· Offered leaflets to all patients attending practice (attached)

· Had a staff member at Flu Day answering questions inviting all Patients to join up
· Put information on the practice website (as above)
3 Priorities for the survey and how they were agreed
To determine the priorities for the survey we:
· Asked PRG for contact details (see attached)

· Asked patients attending practice

· Emailed/sent letters to the PRG

.

4 Method and results of patient survey
Once we had established the priorities we developed the questions using:
· Survey Monkey

We carried out the survey using:
· Survey Monkey online and
· Paper forms

We carried out the survey between January 2nd and January 20th   2012
Survey results

Please see attached Survey Results
5 Resulting action plan and how it was agreed

To develop the action plan, the practice discussed it on January 2012
To get comments from the PRG on the draft action plan we:
· Emailed the group with the survey results and asked for any feedback in developing our plan
We agreed the action plan with the group on March 20 2012 
The action plan is attached.  The main actions were:

· More Information for Patients in Waiting Room; Better advertising of Extended Hour Surgeries; Advising Patients of long waits in surgery; Better patient Parking
Areas where we could not achieve what the PRG wanted were:

· Opening Surgery as a “drop in “ Centre – not possible; A Hot Drinks machine for Patients
6 Progress made with the action plan

A summary of the progress as of 31 March 2012 is:
	You said…
	We did…
	The result is...

	I would like you to open more Saturday mornings or later in the evenings
	Realised that our Late Evening and Saturday opening surgeries are not advertised enough in the Surgery or on the Website Make sure the Opening times remain on the notice boards in the Surgery and Front Door.

Add extra posters displaying the times and dates of Late surgeries and Saturday morning ones, up to six months in advance
	 New Posters up, website amended, result achieved.

	Of the Patients surveyed 40% of you viewed the information in the waiting Room as only “moderately or slightly helpful”
	Discussed with different departments in the surgery how we can improve the Waiting Room experience and information can be easier to find or more helpful
	Have different topics each month displayed in the Waiting room, eg No smoking Day campaigns, to make more relevant and eye catching. Try and make sure all posters are relevant to our Practice Population

	It would be useful if Receptionists could give out blood test results
	We have discussed this at length and will be working towards this aim. 
	Work in Progress

	It would be useful if Staff could advise Patients on arrival of any possible “long Waiting times”
	All receptionists have been asked at a Staff Meeting to do this in future
	Hopefully this will now improve

	Would it be possible to have a “drop in Surgery” like Boots walk in Centre?
	We don’t think this is possible. The Boots Walk in Centre in Yeovil is set up specifically for this service. We were pleased to see that only 5.1% of patients asked said they found it “moderately” easy to book an appointment within 48 hours with a GP and even better only 1.7% of patients asked said it “was not all easy” so overall the system we have seems to be working to suit the majority of patients
	Not achievable

	Would it be possible to have a hot drinks machine?
	We have decided this might not be a good idea. Some patients come in to the surgery having “fasted” and we would be concerned re the children present and an un-monitored machine. We are always happy to give patients a glass of water if they need it while waiting.
	Not at this time

	Ten per cent of you still do not find parking easy
	We will try and enforce that all staff members park in the “staff only” parking over the road in East Mill Lane. We have assigned a special slot in front of the Apples for the Duty Doctor, so he/she is always accessible, we will try and improve this as much as we can
	Work in Progress


7 Confirmation of our opening times 

As a result of the survey we have not changed out opening times. They are:
You can call the surgery anytime Monday – Friday 08.00 – 18.30hrs
The surgery reception is open: 08.00 – 19.30 Monday and Tuesday, 08.00-18.30 Wednesday-Fridays. 
Surgery times are: Monday & Tuesdays 08.50 – 19.20; Wednesday – Friday: 08.50 – 18.00


We are open at evenings and weekends and you can ring or book an appointment online.

Outside of these times please call Dorset Emergency Care Service on 0845 600 1013
Or NHS Direct on 0845 46 47 for non urgent clinical Advice
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