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PATIENT REPRESENTATIVE GROUP REPORT – MARCH 2014
PATIENT REPRESENTATIVE GROUP
	The Patient Representative Group has been active for the last few years and meets regularly.  It discusses patient experience around NHS and Social Care Services provided to the practice patients, as well as looking at local health needs and the effect of the changes to the NHS.  It is an open membership group that encourages involvement and attendance from all areas of the practice community both patient, staff and stakeholder. It listens to patient’s views and work together to help and to improve the services we offer and inform patient’s how the practice works.


PRG AND PRACTICE PROFILE
Details of our practice population profile
	Demonstrating how a Patient Reference Group is Representative

	Practice Population Profile 
	PRG Profile 
	Difference 

	Age

	% Under 16   -    1005- 30%
	% Under 16   
	

	% 17-24   -         450- 29%
	% 17-24         2 – 22%
	7%

	% 25-34    -        548 -16%
	% 25-34         3 – 21%
	5%

	% 35-44    -       345 – 10%
	% 35-44        
	

	% 45-54     -       210 – 5%
	% 45-54         3 – 27%
	22%

	% 55-64    -        150 – 4%
	% 55-64         2 – 18%
	14%

	% 65-74     -        74 – 26%
	% 65-74         
	

	% 75-84   -     51 – 1.5%
	% 75-84          
	

	% 85 and Over  - 7 - 0.2%
	% 85 and Over  
	

	Ethnicity

	White
	White
	

	% British Group   -  5-0.1%
	% British Group   
	

	% Irish                 
	% Irish            
	

	Mixed
	Mixed
	

	% White & Black Caribbean             
	% White & Black Caribbean           
	

	% White & Black African  -  7-.02%      
	% White & Black African
	

	% White & Asian   
	% White & Asian  
	

	Asian or Asian British
	Asian or Asian British
	

	% Indian      -      45 – 1.3%
	% Indian   
	

	% Pakistani    -  975 – 29%
	% Pakistani   -  3 – 25%
	4%

	% Bangladeshi -   877 – 20%
	% Bangladeshi  -  6 – 54%
	34%

	Black or Black British
	Black or Black British
	

	2% Caribbean    -   7 - 0.02%
	% Caribbean  -- 1
	

	% African          
	% African  
	

	Chinese or other ethnic group
	Chinese or other ethnic group
	

	% Chinese     -     25- 0.07%
	% Chinese   
	

	& any other    -      57 – 17%
	& any other  
	

	Not Stated %rest not stated-40 – 0.75%
	Not Stated %
	

	Gender

	% Male               1404 – 47%
	% Male          2 – 18%
	29%

	% Female           1605-53%
	% Female       9 – 82%
	29%


STEPS TO ENSURE GROUP WAS REPRESENTATIVE/REASONS FOR DIFFERENCE IN GROUP AND PRACTICE PROFILE 
	Since its inception, the PRG has adopted various methods to engage all groups of patients. We have attended the locality Network Group meetings and invited patients to either join our group or asked them to let other patients know about our PRG. In our monthly practice meetings, all staff including doctors and receptionists were asked to personally invite a wide variety of patients and hand out the flyers about the group. Reception staff made available flyers at the appointment booking desk to patients making appointments, collecting prescriptions and attending we did with two  different methods /telephone/face-to-face) there has been little interest from the younger population 
Differences between the practice population and members of the PRG

We have only been able to engage those people who are not working. In particular we have had problems encouraging the under 45s or over 85s.

This is also reflected in the ethnic mix of the PRG not being representative of the profile of the practice. Although we have offered to do the meetings in the evenings (evening open

Day in the previous year), there has been little interest from the younger population as they are too busy. Variations occurred even with constant inviting and advertising
Face-to-face method /telephone

Our admin staff handed out invites to the patients who had an appointment with the GP’s and Nurse, opportunistically asking patients, however this was difficult. During May and June invites were handed out asking patients to take part in the PRG. Included in this were 20 invites to patients aged between 17-24, 2 invites to patients aged between 25-34, 2 invites to patients aged between 34-44,  3 invites to patients aged between 45-54, 3 invites to patients aged between 75-84 2 invites to patients aged over 85, all with different  ethnicity. 


PRG FREQUENCY

	How often do you hold the meetings?
The PRG meeting in the last 12months have taken place on the following dates, at 2 Monthly intervals: - Aug.2013, Nov.2013, Jan.2014, March.2014
At the last meeting on 25/03/2014 the results from the Patient Survey were discussed. 


PRG MEMBERSHIP

	 The current membership is consists of  the GP Partners, Practice Manager and staff, patients representing all areas of the patient community, other stakeholders such as community nurse, etc.


PATIENT SURVEY

AREAS OF PRIORITY & HOW THEY WERE DECIDED
	How did you decide which questions to include in the survey?
 In previous  PRG meetings we looked at the national survey results for the Practice from 2012-2013.  It was decided that the questionnaire should be no longer than 8-10 questions and must include satisfaction with opening hours, appointment availability and time spent waiting beyond appointment time and any other requirements. These issues were agreed upon after discussion within PRG meetings; the group realised that access and appointments were the main issues. 

These priorities were discussed and additional priorities were added to the list: 

1. Satisfaction with opening hours

2. Appointments availability 

3. Overall satisfaction with the overall care received at the practice


SURVEY PROCESS

	How did you carry out the survey? 
An outside organisation – CFEP UK Surveys carried out the survey. 



RESULTS 
114 patients responded to the survey and the findings are detailed in the attached patient poster, sample questions are in Appendix 1 & 2 at the end of this report.

[image: image1.emf]IPQ_-_Burbury_Medi cal_Centre_-_39663_-_Poster.pdf


DISCUSSION ABOUT RESULTS

	 In the meeting on the 25.3.2014 we discussed the findings of the survey and what actions could be taken. We also discussed what we were unable to action within the next year.  The PRF group decided to focus on the following three priorities: 
· Opening hour satisfaction (Q1).

· See Practitioner of choice (Q5).

· Comfort of waiting room (Q7).




ACTION PLAN

	Action
	Task
	Timeline

	Opening hour satisfaction (Q1). 
Increase patient education to help inform best use of the services and reduce pressure on appointments
	Some of the patients were unaware of the extended hrs.  Thus it was felt the extended opening hours needed to be promoted particularly for those patients who worked during the day.  This would be done via notices being put up in reception. Web site, face to face and phone contact, Well TV in surgery.
	Notices to go up immediately, web site and well tv to be updated asap. Face to face and phone contact to star immediately and continue  Over next 12months.


	See Practitioner of choice (Q5).


	Patients felt their needed to be more awareness of booking to see a practitioner of your choice (be it a female or for continuity, etc). It was recognised that there was a trade of in that if you wanted to see the Dr of your choice you may have to wait longer.
	Notices to go up immediately and staff to start letting patients know when they are booking an appointment. 

	Comfort of waiting room (Q7).


	It was felt that the waiting area was at times cold.  The double outer doors remaining open all the time thus letting the cold in when patients entered.


	The practice to look into the automatic front door shutting mechanism before the next PRG meeting in May 2014. 


ACCESS
OPENING HOURS


EXTENDED HOURS

	Our extended hours details are:

Monday, Tuesday. Friday Half an hour in the evening between 6.30-7.pm 


ACCESS TO SERVICES

	Telephone number : 0345 245 0776

Out-of-hours contact number : 0121 766 2101
NHS Direct Contact Number :     0845 46 47    
Summerfield urgent care centre: 0345 245 0769        

NHS 111 contact number : 111


PUBLICATION OF THE REPORT
	Hard copy available in the practice on request. The report can be found on NHS Choices under Alam M K and Partner, Burbury Medical Centre website www.burburymedicalcentre.co.uk



[image: image2.emf]
[image: image3.emf]
Action plan for the surgery based on your PRG meetings and your survey findings.  Explain how you agreed the final action plan.








List your opening hours: 





 Monday 	9.30am - 12.30pm  		Evening 5 - 7pm


 Tuesday 	9.30am- 12.30pm		Evening 5 - 7pm


 Wednesday 	9.30am – 12.30pm		Evening 5 - 6.30pm


 Thursday 	9.30am – 12.30pm    		Half Day/Closed


 Friday 	9.30am - 12.30pm  		Evening 5 - 7pm
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of all patient ratings 
about this practice were 
good, very good or 
excellent
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Overall practice scores


"Striving towards excellence"


The results of this survey will help us to  
provide the best possible service to you
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{s39663 poster}


48%
Good


21%
Very Good


6%
Excellent


3%
Blank


0%
Poor


22%
Fair


Thank you for your 
participation in this survey


75%






