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Greater Manchester Area Team

2013/14 Patient Participation 
Local Participation Report
Practice Details
	Practice 


	Alexander House Surgery

	Completed by


	Nadine Morris


Patient Reference Group (PRG) Profile
	Number of face to face members
	18

	Number of virtual members
	0

	Age & Sex breakdown
	Male
	Female

	Under 16 -
	0
	0

	17 – 24    - 
	0
	0

	25 – 34    -
	0
	0

	35 – 44    - 
	0
	0

	45 – 54    - 
	2
	0

	55 – 64    - 
	0
	4

	65 – 74    - 
	4
	5

	75 and over    - 
	2
	1

	Ethnicity

	White
	17
	

	Mixed
	
	

	Asian / Asian British
	1
	

	Black / Black British
	
	

	Chinese / Chinese British
	
	

	Other ethnic group
	
	

	Employment Status

	Employed
	3
	

	Unemployed
	0
	

	Retired
	15
	

	Other (e.g. no of carers)

1 carer


	What the practice did to ensure that the PRG is representative of the practice registered patients

	We have made a concerted effort to recruit new members  including:-

· displaying posters/leaflets at reception
· word of mouth
· Newsletter
· Website

· Practice leaflet


	Groups that are not represented on the PRG and what the practice did to attempt to engage those groups

	It continues to be a challenge to recruit younger patients into the group mainly due to work commitments and child care issues.

We will continue to strive to recruit PRG representatives to represent all demographic groups.




2013/14 Priorities 
	How we identified and agreed with the PRG priorities for 2013/14 to be included in a local practice survey

	It was decided in the meeting of May 2013 that the same patient survey should be commissioned as last year.  
The group felt that the Survey covered all relevant areas to be measured.



	What these priorities were

	The priority was to ensure that service levels and patient satisfaction are being maintained in the Practice by clinical, administration and reception staff alike.



2013/14 Local Practice Survey
	How we agreed with the PRG the content of the local practice survey

	The PRG agreed that from a consistency perspective and for comparison is was prudent to use the CFEP survey which had been used in the previous year. 


	How we agreed with the PRG the way in which the survey would be conducted

	It was agreed that the GP’s would hand out surveys to patients as consultations were completed.
255 surveys were handed out to patients. 

190 patients completed and returned the surveys. 


	Other methods used to seek the views of registered patients 

	Poster in reception regarding feedback/complaints.



2013/14 Local Practice Survey Results
	An overview of the results of the local practice survey is detailed below
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	How we provided the PRG with the opportunity to discuss the findings of the local practice survey



	We have discussed the findings in two meetings with the PPG.
All PPG members were given copies of the overview and the more detailed report findings.



	How we agreed an action plan with the PRG based on the findings of the local patient survey



	After looking at the survey results in detail and action plan was agreed with the PPG.


	Areas which were highlighted from the findings of the local practice survey where we were unable to take any action and why



	Parking – A new car park has opened at the rear of the building.  However this does not seem to have alleviated the problem of parking.  The situation however is out of our control.
Appointment availability – we already offer a late night surgery, winter pressure appointments and telephone appointments.  It is felt that we are unable to offer further appointments.  This may change in the near future with the ongoing discussions around plans for longer opening hours for GP surgeries.

Waiting room – the building is a LIFT building.  Changes to the reception area our out of our remit



2013/14 Action Plan
	2013/14 Action Plan (and how this relates to the findings of the local practice survey)



	The results of the surgery were discussed.
The main concern was the results regarding telephone access to the surgery as this came up as an issue in last years survey also.  Following last years action plan we removed the menu options when patients telephone the surgery.  This has clearly not had the desired impact.

After further discussion it was suggested that we should no longer allow patients to ring in for repeat medication with effect from 1 May 2014.  The impact of this, we hope, will be to free up the telephone lines even more. We acknowledged that the telephone access is becoming an ongoing issue for our patients.




	Significant changes we have made / plan to make to the services the practice provides

	Flyers regarding the changes to repeat prescription ordering given out with every prescription.
Notice board in surgery to inform patients of the new repeat prescription ordering arrangements.

Word of mouth – patients who currently telephone the surgery for repeat medication are advised of the forthcoming changes.


	How we publicised the local patient survey results and action plan to our registered patients

	The Survey was included on the website and put on display in Surgery.


	Link to practice website where this report and related information can be found

	http://www.alexanderhousesurgery.nhs.uk


	2012/13 Action Plan – overview of progress against last year’s action plan

	Last years action plan included the following areas:-
1. Telephone access – 

2. Car Parking

3. Confidentiality in reception area

4. Opening  hours

5. More comfortable waiting room
Action 1
We removed the option menu as decided.  However this is still an ongoing issue.  Further action to be taken this year.

Action 2

New car park opened to rear of the building.  Unfortunately this continues to be a problem but is out of our remit.

Action 3

Notice in reception regarding confidentiality – Reception staff to use discretions regarding conversations with patients also.

Action 4

No current change to opening hours.

Action 5

Discussed with LIFT building representatives as promised. No further action, again out of our remit.



Patient Access
	Practice Opening Hours 

	Mon:
08:30am

20:15pm

Tues:
08:30am

18:00pm

Wed:
08:30am

17:00pm

Thurs:
08:30am

18:00pm

Fri:
08:30am

18.00pm



	How to access services throughout core hours i.e 8.00am – 6.30pm Monday to Friday

	Both the surgery and telephone lines are open from 8.30 am to 6pm daily, 5pm on Wednesdays.


	Extended Hours 

	Extended hours on Monday evening 6.30pm – 8.15pm
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