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HOLLYWOOD MEDICAL PRACTICE

PATIENT PARTICIPATION GROUP

REPORT AND SURVEY RESULTS 2012/13
ABOUT THE PATIENT REPRESENTATIVE GROUP (PRG)
The PRG has been set up to understand the views of patients on the services that the practice offers.  All patients are welcome to join the Group and the Practice encourages involvement from all areas of the Practice community.  The Practice has actively tried to recruit Patients to our Patient Participation Group, advertising in the waiting area, on our Website and promoting the group in the quarterly newsletter.  It is important to our Practice that our Group is representative of all patients and we are pleased to have signed up, albeit a small number of willing participants, 20 in total which equates to 3.25% of our total population, an equal mix of male and female patients representative of the majority of all the age categories, however we still require representatives from those patients under the age of 16 years and those 84 years and over.  Our practice population of 6500 is predominantly White British and this is reflected in the ethnicity of our Group.

We have made the decision to opt for a virtual group which enables the Group to communicate effectively without impacting on individual schedules.

AREAS OF PRIORITY & HOW THEY WERE DECIDED
Once the Group was up and running we canvassed their views as to what to include in our local Practice survey.  It was decided to pick from the following list and to prioritise them:

Access

Clinical Care

Patient Experience

Reception Issues

Parking

Confidentiality
The canvassing revealed the top three areas where we felt we would like to organise a survey and gather feedback from our patients:

Access

Clinical Care

Reception Issues

Therefore our survey was based on the first priority, as we plan to survey patients on the two following areas in future.

SURVEY PROCESS

It was agreed that we would run a survey during week commencing 4th March, this would be paper based and each patient attending the practice during that week would be given the opportunity to complete a form – this would equate to approximately 900 opportunities to gather patient feedback.  All staff were actively involved in inviting patients to complete our survey, especially those staff based in the reception area.  Patients had the option to complete the survey forms between the hours of 08:30 and 18:30 Monday to Friday inclusive inline with the Practice’s opening hours.  

We managed to obtain 90 completed sheets, the results of which have been analysed and a summary of the findings together with percentage calculations circulated to the PRG.

RESULTS

Details of the results are set out below:

Q1.  Did you book your appointment because the Practice contacted you for review or follow up investigations?

Yes








29%
No








71%
Q2.  Did you have to try on more than one occasion to book your appointment?

Yes numerous times






21%
Yes twice







14%
No I got through on the first attempt




65%
Q3.  When you usually attend for your appointments how often are you kept waiting 30 minutes or more in the reception area before you are seen by a clinician?

Never








13%
On the rare occasion I have to wait over 30 minutes


69%
Every time I attend I have to wait over 30 minutes


18%
Q4. Are you aware of the different types of appointments available and the way in which our appointment system works/?

Yes very familiar






37%
Yes I am aware of some of the options available


41%
No I am not aware of what is available



22%
Q5.  When booking your appointment how easy was it to book the time and date you required?

Very easy







21%
Fairly easy







53%
Not very easy







26%
Q6.  How important is it that you are seen by a specific GP?

Prefer not to say






 3%
Not at all important






16%
Fairly Important






50%
Very Important






31%

THE RESPONDENTS

Detailed below is a break down of registered patient data relating to those 90 who completed our Practice survey:-
	Male
	
	
	
	34
	
	0.52%
	37.78%
	

	Female
	
	
	
	51
	
	0.78%
	56.67%
	

	Not Disclosed
	
	
	
	5
	90
	0.08%
	5.56%
	

	
	
	
	
	
	
	
	
	

	Age Range 
	
	16 and Under
	
	2
	
	0.03%
	2.22%
	

	
	
	17 to 24
	
	1
	
	0.02%
	1.11%
	

	
	
	25 to 34
	
	3
	
	0.05%
	3.33%
	

	
	
	35 to 44
	
	10
	
	0.15%
	11.11%
	

	
	
	45 to 54
	
	16
	
	0.25%
	17.78%
	

	
	
	55 to 64
	
	19
	
	0.29%
	21.11%
	

	
	
	65 to 74
	
	24
	
	0.37%
	26.67%
	

	
	
	75 to 84
	
	9
	
	0.14%
	10.00%
	

	
	
	85 and over
	
	2
	
	0.03%
	2.22%
	

	
	
	Not Disclosed
	
	4
	90
	0.06%
	4.44%
	


ACTION PLAN
The feedback from the Group has given us some areas to work towards:-
1.
Looking at the split between contacted and non-contacted patients and considering the costs involved in managing recall lists the possibility of implementing the use of ‘text messages’ to remind patients about reviews and impending appointments may help in this area.

To be Actioned within 6 months by Management Staff inline with Clinical Software Provider
2.
Information leaflets detailing the types of appointments available and the methods by which appointments can be made should be more readily available and promoted, it was felt that utilising the TV in the reception area to display such information would be useful.  

To be Actioned within 6 months by Management Staff inline with Life Channel 

3.
The surgery Website has an email facility which could be used to email through our quarterly Newsletter which often contains information about clinics and appointment booking.  This could also be used to promote our immunisation campaigns e.g. Influenza and Pneumococcal as these are also documented in the Practice Newsletter.

To be Actioned within 1 month by Administrative Staff  
Overall the results of the survey are quite good, Access has always bee a difficult area to manage to the satisfaction of service users and providers alike.

The Practice wishes to thank the members of its PRG for its constructive feedback and extends its thanks to all of those patients who took the time to take part in our survey.  

