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Practice Name: HOLMLANDS MEDICAL CENTRE 
Patient Participation Report 2013/14
This report summarises the development and outcomes of the Patient Reference Group (PRG) in 2013/14.

The report contains:
1. A profile of the PRG.
2. Priorities for the 2013/14 patient survey and how they were agreed with the PRG.
3. Method and results of the patient survey.
4. How the survey findings were discussed and changes agreed with the PRG.
5. Details of the Action Plan agreed with the PRG.
6. Confirmation of practice opening times.
1. Profile of the PRG
The practice has continued to seek patients to join the patient group/virtual group. There is a section on the practice website www.holmlandsmcwirral.nhs.uk for patient participation.

The staff and GP’s were active in personally asking patients but we have not been successful in recruiting new members this year.

We have asked the younger generation of patients as we feel their representation is very important.

We do have emails and with their permission, we are able to communicate should we need too.
2. Priorities for the survey and how they were agreed with the PRG
The group viewed the report and we concentrated on the comments made by the patients and two of the lowest scores:

Waiting Time and Telephone Access: Please see report below.
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3. Method and results of patient survey

We used CFEP UK Surveys who provide the practice with the surveys which are completed anonymously.
CFEP then analyse the results and provide the final report.

The survey is not on any particular GP or Nurse but is about the doctors, nurses, staff etc.

4. How the survey findings were discussed and changes agreed with the PRG
The group were sent a copy of the survey report to view. After discussion an action plan was drawn from patient comments and the practice discussed the action required at the following practice meeting.
5. Action plan agreed with the PRG
Following is a summary of the action plan and our progress to date

	You said…
	We did…
	The result is…

	For patients in wheelchair, doors are a bit heavy to open.
	We have installed push pad automatic doors to the outer and inner entrance
	Easier access

	More chairs with arms are needed. All patients should be given hand gel when they arrive to help prevent infection

and likewise, reception staff

Telephone Access could be improved

	We provided some extra chairs with arms
The hand gel has been available at reception for the past 2 years and the staff always use hand gel

We have installed extra lines in order that doctors and staff do not dial out on the incoming lines.
	

	Patients being able to see regular doctors. Also, more time, 10 minutes is not enough, the visit seems stressful and rushed

	In the mornings we now have 15 minute appointment times
We operate a system whereby all patients who attend in the morning will be seen and they are given an estimated time they will be seen. They can choose to wait or return at the time given.

We feel that this is a good system but we do understand that patients may have to wait longer.

We have evening appointments.
Across the country this is a huge problem and we know that the media have addressed GP access issues. People are waiting weeks for appointments: 10 minute appointments with huge targets to reach is frustrating to patients and to the practice.

We have done our best to ensure our patients can be seen on the day and this may mean a wait but not days or weeks.
	Extra time for consultations
Patients are aware they will be given a time and can be prepared.

Some go shopping or go home and return at the estimated time

	Perhaps a louder bell to tell the reception staff the doctor is free.


	We have recently migrated to a new computer system and we are shortly having a patient call system installed which will help patients and staff as the doctor/nurse will call their own patients and the display will be on screen
	Receptionists will not have to be concerned about the bell when they are taking telephone calls are assisting patients at reception


	Water or coffee machine.


	We have talked to other practices and feel that this is not appropriate for infection control. Patients leave their cups on tables or even back in the area of the water machine.
A coffee machine has been excluded due to the size of the waiting area
	At this moment we have not been able to provide this


6. Opening times

You can call the surgery between 8.00 am and 6.30 pm Monday to Friday:

                                     Telephone 0151 608 7750

The surgery reception is open     8.00am – 7.00pm Monday, Tuesday and Friday

                                                        8.00am – 5.00pm Wednesday

                                                        8.00am – 8.00pm Thursday

Surgery times are    A/M
     8.30am – 10.00 am Monday to Friday mornings

                                  P/M             3.00pm - 6.00pm Monday Tuesday, Friday

                                                       (Appointments only)
                                                      4.00pm -    8.00pm (appointments only) Thursday

No evening surgery on Wednesday but emergencies calls only are taken between:

5.00pm and 6.30pm
7. Extended hours

There are extended hours on Thursday 6.30pm to 8.00pm.

 We have a doctor and a nurse taking clinics and these are by appointment only 
7. Telephone Consultations
The GP’s also undertake telephone consultations everyday. This may be for results of recent investigations, medication review or a brief followup review.
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