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	The Profile of the Present Patient Participation Group
The profile of the Patient Participation Group is 10 British White females aged 40 years – 84 years, 1 British White male aged 70-75years




	Development of Virtual Patient Group 

The Practice decided to develop a Virtual Patient Reference Group (VRG) so that the views of a larger group of patients more representative of the Practice population could be sought. 
An audit of the patient records revealed that there were 750 patients that had registered an email address with the Practice. A mail merge letter, a survey requesting what the patients felt were the priorities of the Practice and an ethnicity form was emailed to the listed patients inviting them to become members of the VRG.  The Practice is aware that some email addresses were undeliverable.
Some additional registered patients completed a form at reception indicating that they would like to be involved in the VRG. Patients were additionally asked when attending the Practice whether they would like to take part, many patients declined.  

59 patients out of the initial 750 patients emailed, indicated that they were interested in being members of the group. These patients were added to the VRG data base. 

The 59 patient emails to the Practice also returned a short survey of what they thought were the priorities of the Practice. It was apparent that the patients were very concerned about the appointment system.

From the completed ethnicity forms the Practice was then able to ascertain whether the proposed participants were more representative of the patient population.

The demographics of the VRG are:

Under 16

17-24

25-34

35-44

45-54

55-64

65-74

75-80
Over 80
1

6

10

11

11

9

9

1

1

The respondents described themselves as: 

96% British white

2% African

2% White Black

49% were Male

51% were female

The Practice in addition attempted to strengthen areas of weakness by contacting patients either by telephone or speaking to them when attending the Practice to involve them in the VPG, but despite this it was found that patients were reluctant to take part despite the Practice positively encouraging patients.




	The Practice took the results of the Practice Priority survey to the Patient Participation Group who met on Thursday 23rd February 2012 to discuss the development of a survey to reflect the Patient priorities. 
At the meeting It was considered prudent to tackle one priority at a time rather than address several areas at once and the Patient Participation Group agreed that a survey pertaining to appointments should be undertaken. The Patient Participation Group decided that the survey should consist of questions devoted entirely to the appointment system.
In addition members of the Patient Participation Group were concerned that if the survey had too many questions the survey would not be completed and emailed to the Practice. 

The Patient Participation Group recognised that the Practice had just changed to an urgent appointment system rather than a walk in clinic and the latter may have been reflected in the priority for appointments. 
The members of the Patient Participation group trawled through questions relating to appointments and a final survey was compiled. The Patient Participation Group agreed that it should be sent to all the patients that had indicated that they wanted to be part of the VRG although there were reservations about the number of replies that would be received. It was also indicated that some surveys should be available at reception that patients could complete if they wanted to.
The Practice received 17 replies out of 59 surveys emailed to the VRG, and 24 completed surveys from patients waiting in the waiting area of the Practice. The response from patients was disappointing but the results are still relevant to the Practice



	The results of the survey were discussed at the Patient Participation Group on 15th March 2012 and the following action plan compiled. 
Action Plan arising from Local Patient Participation Survey

Problem

Solution

Person responsible

Review 

Achieved

Telephones

The Practice is currently undergoing discussions with PCT re telephone provision at the Practice

SPK

Review in 3 months

Getting an appointment on the same day

The Practice was offering the walk-in clinic for same day access to a Dr. Recently the walk-in clinic was replaced with same day bookable urgent appointments 

SPK

The Practice to survey the patients who attend the Practice as to their satisfaction with on the day appointments

Being offered an alternative appointment with nurse

The Practice will review the availability of nurse appointments

Reception will be requested as part of their training to offer a nurse alternative if appointments are unavailable

SPK/TH

Review in 3 months availability of nurse appointments

Getting an appointment within 2 days

The Practice can initially delay releasing some appointments one day before the clinic but this may increase the waiting time for routine appointments

SPK

Review in three months 

Survey

There are no appointments on the same day

One would want to ensure that routine clinics are fully booked so booking should be completed the day before. On the day urgent  appointments are currently available 

SPK

Review in three months

survey

Problem

Solution

Person responsible

Review 

Achieved

Patients could not book ahead more than two days

Patients are currently able to book 4 weeks in advance for Drs/Nurses/HCA

Practice to become more proactive in communicating advance booking availability via reception/NHS choices/website/patient leaflet/posters/during telephone contacts/reception/Jayex board

SPK

Review in three months

Survey

Patient want to book 1 week in advance

Patients are currently able to book  4 weeks in advance for Drs/Nurses/HCA

Practice to become more proactive in communicating advance booking availability via reception/NHS choices/website/patient leaflet/posters/during telephone contacts/reception/Jayex board

SPK

Review in three months

Survey

Patients want to book an appointment with a doctor more than 2 days in advance

Patients are currently able to book 4 weeks in advance for Drs Practice to become more proactive in communicating advance booking availability via reception/NHS choices/website/patient leaflet/posters/during telephone contacts/reception/Jayex board

SPK

Review in three months

Survey

Problem

Solution

Person responsible

Review 

Achieved

Patients have to wait 4-7 days for an appointment some 8 days or longer

Patient wait longer to see a specific Dr

Practice to record each day for a month to monitor the next available appointment to see a Dr

SPK

Review in three months

Survey

Patients waiting too long in waiting room for their appointment

Request Patients whether they require a longer appointment with the Dr so that there is less over run of the patients appointment time of 10mins

TH

Review in three months

Survey

Patients would like to be reminded re their appointment by personal call/text

Practice to encourage patients to register their mobile phone number and give consent to be reminded re their appointment.

Practice to identify patients that need reminding re appointment and telephone as appropriate

SPK/TH/CP

Review in three months

Survey

Patients do not know they can book an appointment with GP on line

Practice to become more proactive in promoting on line booking via reception/NHS choices/website/patient leaflet/posters/during telephone contacts/reception/Jayex board 

SPK/TH

Review in three months

Survey

Patients do not know that they can book a telephone consultation

Practice to become more proactive in promoting on line booking via reception/NHS choices/website/patient leaflet/posters/during telephone contacts/reception/Jayex board

SPK/TH

Review in three months

Survey

Patients would use telephone consultation for new urgent problems

Practice to identify telephone consultation slots for new urgent problems

SPK

Review in three months

Survey




	The completed Action Plan and Report were emailed to the 59 members of the Virtual Patient Group for their comments.  To-date the Practice has not received any comments.

The prominent feature of the results from the Patient Survey reiterated the need for further communication between the Practice and the registered population regarding availability of telephone consultations and the on-line booking of GP appointments.

Measures will be implemented as soon as possible and in prominent form so that registered patients can take advantage of the facilities available to them.

The partners and staff at the Practice are going to work cohesively together to ensure that patients receive information regarding availability of methods of booking appointments.

The Practice, with the support of the Practice Patient Participation Group will review the Action Plan and endeavour to take the agenda forward.  Progress against the Action Plan will be discussed at the next Patient Participation Group meeting.




	The Practice is open during core hours Monday – Friday 8.00am – 6.30pm during which patients are able to access GP, Nurse and Health Care Assistant clinics throughout the course of the day.  The Practice does not close at lunchtime.

In addition the Practice offers extended hours Monday – Friday from 6.30pm – 7.40pm.  These appointments are pre-bookable with a GP.  On some evenings after 6.30pm, there are also appointments available for a Nurse and a Health Care Assistants. 


