Manor Field Surgery

LOCAL PATIENT PARTICIPATION REPORT 2013/14
Introduction

The practice has implemented the Patient Participation Group to involve patients in the decisions about the range and quality of services provided by the practice

The Patient Reference Group 
	The practice has continued to encourage new members to join its Patient Reference Group (PRG) and has displayed information in the reception/waiting area resulting in two new members joining the group in 2013/14. Reception staff and clinicians also actively try to encourage new patients to join the group.  We have tried to be representative of the practice population but continue to have most difficulty in recruiting younger members onto the PRG despite trying to engage and encourage this category of patients to be involved.   We have continued to hold our PRG meetings on a weekday at 6.00 pm in order to attract patients who work or who are in education, but also to consider the retired members who may prefer not to attend later in the evening.  The PRG consists of thirteen members with the majority of age ranges being covered including people who are in various economic groups.




Description of how the Practice and Patient Reference Group reached an agreement on the issues and priorities for improvement in services to patients 
	The practice held a meeting on 21st November 2013 where discussions took place with members of the group for their suggestions and ideas for areas where improvements to service could be made and then we went through the practice priorities and issues. It was agreed with the group members that the practice would focus on more convenient and a different mode of access for patients by introducing electronic contact / online services.  This had also been raised by the group at a previous meeting held last year, where patients thought it would be more convenient to order their repeat prescriptions online rather than having to hand in a re-order slip at the practice.    Therefore it was agreed that online services, initially for repeat prescriptions and the booking of a routine GP appointment form the basis for the local practice survey questions.




Description of how the Practice collated patient views through the use of the local practice survey and informed the Practice Reference Group of the findings 

	The practice used an electronic tablet survey device containing a number of questions around the introduction of online services, following discussion at the PRG.  The survey device was placed on the reception counter for a period of one month between mid December 2013 and mid January 2014.   The receptionists were pro-active in encouraging patients to take part in the survey, especially patients who had come to collect their repeat prescriptions.  The survey was analysed by the CCG and the results fed back to the practice.  The PRG met again on 6th March 2014 to discuss the findings of the practice survey.



Description of how the practice provided the PRG with an opportunity to discuss the survey findings and reach agreement with the PRG of changes to services (SURVEY RESULTS ATTACHED)

	At the PRG meeting, the practice went through the charts of the statistics and results from the questions in the local survey.  The results were discussed with the group members for their feedback and concluded the following:

· A large percentage of patients felt very positive towards the introduction of online services as a way forward in being able to offer more choice and convenient access to the practice.
· 72.41% of patients stated that they would be interested in registering for online services at the practice

· Members of the group thought that the introduction of online services may result in improved telephone access to the practice at busy times if more patients are able to book their appointment online rather than by telephone.   
· Online services may greatly benefit the practice population who work and therefore have limited access to the practice to book their appointment or hand in their repeat prescription re-order slip

· The introduction of a practice website was thought to be very useful in providing information about the surgery and would contain links to online services, including other helpful guidance and health information for patients to access


Description of how the practice agreed an action plan with members of the PRG setting out the priorities and proposals arising out of the local practice survey
	After discussion with the PRG, the practice agreed an action plan at its meeting on 6th March 2014 resulting from the findings of the local practice survey  and this will be led by the practice manager – as follows:

· The practice will introduce online services to patients via various advertising modes, i.e. notices in the waiting room, prescription re-order slip, the electronic call display screen, the patient information leaflet, practice website and by informing patients verbally who attend surgery.  
· Offer a limited number of routine GP appointments online, audit the demand and increase the number of appointments as the percentage of patients registering for online services increases.  Any online appointments not booked the day before will be opened up to all patients to book
· Online appointments available for all GPs and at different times of day (early, mid and late morning and early/late afternoon routine slots) to allow for patient choice
· Staff training in dealing with online prescription requests 


Description of how the practice has taken on issues and priorities as set out in previous Local Patient Participation Report (2012/13)
	In the 2012/13 Local Patient Participation Report, the practice took forward the implementation of a ‘repeat dispensing’ service for patients who are suitable to have their medication authorised for a year in advance by a GP.  This was led by the Senior Partner and a number of suitable patients were identified for the service. The Senior Partner is working closely with the local Pharmacist to trial its success.   Repeat Dispensing is ideal for patients on long term conditions who are stable and can be available on EPS (Electronic Prescribing Service).  Although Repeat Dispensing is still small scale in the practice, patients who receive the service are very enthusiastic about the benefits. 
 EPS (Electronic Prescribing Service) was also implemented by the practice in March 2013 and is a paperless repeat prescription service suitable for patients on regular repeat medications who use the same pharmacy each time to collect their medications.   The practice now aims to scale up EPS in the benefit of more patients and integrate it more with the Repeat Dispensing Service although this needs to be done with a careful approach as there are quite a few pitfalls associated with EPS.


Description of how the practice will publicise the Local Patient Participation Report and update the report on subsequent achievement
	· The practice will publicise its Local Patient Participation Report on its website at www.manorfieldsurgery.co.uk  and also on the NHS ‘Choices’ Website at: www.nhs.uk  (follow the link to GP Surgeries and Manor Field Surgery)

· A copy of the Report will be sent to all members of the PRG

· A copy of the Report will be displayed on the practice notice board in the waiting room

· The Report will be updated when subsequent achievement has been attained, notifying the patients of the practice 




Details of the practice opening hours and how patients can access services during core hours

	Patients can access services between our core hours (8.00 am to 6.30 pm) either by telephone or at the surgery premises.   


[image: image1.emf]% n

1

55.74 34

44.26 27

2

63.79 37

36.21 21

3

72.41 42

27.59 16

4

14.04 8

85.96 49

5

21.82 12

78.18 43

6

8.33 1

91.67 11

7

12.96 7

5.56 3

81.48 44

8

11.11 6

7.41 4

81.48 44

9

75.93 41

24.07 13

Hard

Have not used

Will you use the new practice website to find out about our services? (54) Response Breakdown

Yes

No

Easy

Hard

Not used

If you have book a routine GP appointment online, was it? (54) Response Breakdown

Easy

What made it hard to register? (12) Response Breakdown

Free Format Text

No Response

If you have ordered a repeat prescription online, was it 
 Response Breakdown

Yes

No

If yes, did you find it easy to register?  (55) Response Breakdown

Yes

No

Would you be interested in registering for online services with the practice? (58) Response Breakdown

Yes

No

Have you already registered for online services? (57) Response Breakdown

Yes 

No

Would you find it more convenient to order your repeat prescription or book a GP appointment online? (58) Response Breakdown

Yes 

No

Manor Field Surgery 

13 Dec 2013 to 14 Jan 2014

61 of 61

0

00:00 to 23:59

Do you know that patients can now contact us online? (61) Response Breakdown

Summary Report

Client:

Surveys:

Locations:

Date Range:

Total Surveys:

Quarantined:

Time Range:

Rotherham CCG

Manor Field Surgery, Jan 2014


[image: image2.emf]Question 1

Do you know that patients can now 

contact us online?

Yes  55.74

No 44.26

0

10

20

30

40

50

60

Yes  No

Do you know that patients can now contact us online?

0

10

20

30

40

50

60

Yes  No

Do you know that patients can now contact us online?


[image: image3.emf]Question 2

Would you find it more convenient to 

order your repeat prescription or book a 

GP appointment online?

Yes  63.79

No 36.21

0

10

20

30

40

50

60

70

Yes  No

Would you find it more convenient to order your repeat prescription or 

book a GP appointment online?


[image: image4.emf]Question 3

Would you be interested in registering 

for online services with the practice?

Yes 72.41

No 27.59

0

10

20

30

40

50

60

70

80

Yes No

Would you be interested in registering for online services with the 

practice?


[image: image5.emf]Question 4

Have you already registered for online 

services?

Yes 14.04

No 85.96

0

10

20

30

40

50

60

70

80

90

100

Yes No

Have you already registered for online services?


[image: image6.emf]Question 5 If yes, did you find it easy to register? 

Yes 21.82

No 78.18

0

10

20

30

40

50

60

70

80

90

Yes No

If yes, did you find it easy to register? 


[image: image7.emf]Question 6 What made it hard to register?

Free Format Text 8.33

No Response 91.67

0

10

20

30

40

50

60

70

80

90

100

Free Format Text No Response

What made it hard to register?


[image: image8.emf]Question 7

If you have ordered a repeat prescription 

online, was it 




Easy 12.96

Hard 5.56

Not used 81.48

0

10

20

30

40

50

60

70

80

90

Easy Hard Not used

If you have ordered a repeat prescription online, was it 


[image: image9.emf]Question 8

If you have book a routine GP 

appointment online, was it?

Easy 11.11

Hard 7.41

Have not used 81.48

0

10

20

30

40

50

60

70

80

90

Easy Hard Have not used

If you have book a routine GP appointment online, was it?


[image: image10.emf]Question 9

Will you use the new practice website to 

find out about our services?

Yes 75.93

No 24.07

0

10

20

30

40

50

60

70

80

Yes No

Will you use the new practice website to find out about our services?


[image: image11.png]



