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Greater Manchester Area Team

2013/14 Patient Participation 
Local Participation Report
Practice Details
	Practice 


	Beech Hill Medical Practice

	Completed by


	Lorna Prescott


Patient Reference Group (PRG) Profile
	Number of face to face members
	29

	Number of virtual members
	-

	Age & Sex breakdown
	Male
	Female

	Under 16 -
	
	

	17 – 24    - 
	
	

	25 – 34    -
	
	

	35 – 44    - 
	
	

	45 – 54    - 
	1
	3

	55 – 64    - 
	2
	4

	65 – 74    - 
	2
	8

	75 and over    - 
	4
	5

	Ethnicity

	White
	9
	20

	Mixed
	
	

	Asian / Asian British
	
	

	Black / Black British
	
	

	Chinese / Chinese British
	
	

	Other ethnic group
	
	

	Employment Status

	Employed
	2
	6

	Unemployed
	-
	1

	Retired
	8
	12

	Other (e.g. no of carers)



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

	In an effort to promote the PPG the following was undertaken: 

· The Practice compiled PPG leaflets and placed these at main reception

· The Practice compiled PPG posters and displayed these in the practice

· Receptionists highlight the PPG and leaflets to patients opportunistically
· Clinicians promote the PPG during consultations

· During baby clinic the PPG is promoted

· A designated PPG noticeboard has been installed in main reception

· PPG members put posters up in local areas

· The practice advertises the PPG in the practice brochure 

· The practice has a dedicated PPG section on the website

· The Practice Newsletter advertises the PPG in every issue, showing dates/times of future meetings and inviting new members to join.  

· Future meeting dates are placed on the designated PPG noticeboard and new members are invited to attend.

· Further methods of attracting new PPG members were discussed with the PPG members at PPG meetings.



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

	Along with other PPGs we have struggled to gain younger members.  However, we have attempted to engage members by the aforementioned methods of:
· The Practice compiled PPG leaflets and placed these at main reception

· The Practice compiled PPG posters and displayed these in the practice

· Receptionists highlight the PPG and leaflets to patients opportunistically

· Clinicians promote the PPG during consultations

· During baby clinic the PPG is promoted

· A designated PPG noticeboard has been installed in main reception

· The practice advertises the PPG in the practice brochure 

· The practice has a dedicated PPG section on the website

· The Practice Newsletter advertises the PPG in every issue, showing dates/times of future meetings and inviting new members to join.  

· Future meeting dates are placed on the designated PPG noticeboard and new members are invited to attend.
· The views of the PPG members were sought on how to try and encourage more members during PPG meetings and as a result PPG members put up our PPG posters in local areas that they felt patients may see them


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

	The PPG members discussed and identified their concerns during the PPG meetings.  


	What these priorities were

	· Getting through to the practice on the current telephone system 
· Appointments 




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

	The Ast Practice Manager contacted each PPG member via telephone in November 2013 to gain their agreement to the practice survey.

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

	As in past years, It was agreed with the PPG members that the survey be independently reported on.


	Other methods used to seek the views of registered patients 

	The practice has a ‘comments box’ in reception for patients.  There is a ‘comments’ section on the practice website 



2013/14 Local Practice Survey Results
	An overview of the results of the local practice survey is detailed below



	The vast majority of the results showed patients’ satisfaction in most areas was deemed ‘good/very good/excellent’ which was very positive.   This is shown as follows (figures in brackets show answer to this question was either left blank or spoilt):

Questions about the practice

· Opening Hours Satisfaction 

-
263 Good/Very Good/Excellent (3)

· Telephone Access


-
147 Poor/Fair (5)

· Appointments Satisfaction

-
265 Good/Very Good/Excellent (2)

· See practitioner within 48hrs

-
246 Good/Very Good/Excellent (4)

· See practitioner of choice

-
194 Good/Very Good/Excellent (9)

· Speak to practitioner on phone

-
210 Good/Very Good/Excellent (29)

· Comfort in waiting room


-
259 Good/Very Good/Excellent (3)

· Waiting time



-
113 Poor/Fair (12)

Questions about the practitioner

· Satisfaction with visit


-
283 Good/Very Good/Excellent (11)

· Warmth of greeting


-
283 Good/Very Good/Excellent (8)

· Ability to listen


-
282 Good/Very Good/Excellent (13)

· Explanations



-
283 Good/Very Good/Excellent (10)

· Reassurance



-
279 Good/Very Good/Excellent (10)

· Confidence in ability


-
280 Good/Very Good/Excellent (12)

· Express concerns/fears


-
276 Good/Very Good/Excellent (16)

· Respect shown



-
284 Good/Very Good/Excellent (13)

· Time for visit



-
273 Good/Very Good/Excellent (14)

· Consideration



-
269 Good/Very Good/Excellent (23)

· Concern for patient


-
264 Good/Very Good/Excellent (24)

· Self-care




-
261 Good/Very Good/Excellent (26)

· Recommendation


-
262 Good/Very Good/Excellent (28)

Questions about the staff

· Reception staff



-
282 Good/Very Good/Excellent (7)

· Respect for privacy/confidentiality
-
270 Good/Very Good/Excellent (13)

· Information of services


-
256 Good/Very Good/Excellent (21)

Final Questions

· Complaints/compliments

-
223 Good/Very Good/Excellent (44)

· Illness Prevention


-
251 Good/Very Good/Excellent (27)

· Reminder systems


-
241 Good/Very Good/Excellent (34)

· Second opinion/comp medicine
-
197 Good/Very Good/Excellent (78)



	How we provided the PRG with the opportunity to discuss the findings of the local practice survey



	The results of the patient survey were discussed at the PPG meeting of 26.3.14; all the PPG members having been provided with a copy of the full results of the survey in advance of the meeting. 


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



	The action plan was agreed with the PPG members at the meeting on 26.3.14.


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



	To reduce waiting times in surgery: The PPG members acknowledged that appointment times had been increased in duration from May 2013 and although appointment times are allocated to patients sometimes patients present with a variety of medical and social issues that vary in complexity and sensitivity and it is not always possible to defer dealing with certain issues at a later date.  




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



	· Telephone System:  It is acknowledged the telephone system in the practice requires upgrading and Lorna will chase funding from WBCCG IT and report back to PPG.  The results of the patient survey will be provided as evidence to substantiate the need for upgrading the system.
Timescale:  It is hoped that the practice will have a new telephone system installed within the next 12 months.

· On-Line Booking of Appointments: It is acknowledged that some patients would like the ability to book on-line appointments and Lorna will speak to the SystmOne trainer about the possibility of adopting on-line booking service.  Feedback will be provided to the GPs and PPG.
Timescale: If, upon further discussion and practice agreement, this service is feasible it would be hope that it would be adopted in the following 12 months.

· Appointments: Text Message Appointment Reminders: The group would like to reduce the number of DNA appointments which will create more appointments for those patients in need and as such the practice will investigate the possibility of sending text reminders to patients.   Lorna will speak to the SystmOne trainer next month and Feedback will be provided to the GPs and PPG.
Timescale: If, upon further discussion and practice agreement, this service is feasible it would be hope that it would be adopted in the following 12 months. 



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

	Investigate the possibility of adopting on-line appointment booking facility and text message reminders to reduce DNA rates.


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

	- A copy of the patient survey and action plan has been placed on the PPG notice board in the waiting area along with a copy of the PPG minutes of 26.3.14 where this was discussed.

- In addition, the results of the patient survey, action plan and the minutes of the PPG minutes of 26.3.14 have been placed on the practice website at www.beechhillmedical.co.uk  


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

	The relevant information can be found at www.beechhillmedical.co.uk


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

	· Practice Telephone System: This is ongoing as the PCT has dissolved and funding must be sought from elsewhere ie. WBCCG.
· Extended Hours Opening/Pre-bookable Appointments: Advertising: This is now advertised in every prescription produced, in the practice brochure, on the website, posters displayed in surgery and was advertised in the practice Newsletter.

· Appointments: The GPs extended the duration of appointment consultation time in May 2013.

· Staff Training: All mandatory staff training is up to date.  This is of course an ongoing process for all staff.



Patient Access
	Practice Opening Hours 

	Opening Times
Monday:       7.00am-8.00pm

Tuesday:      8.00am-6.30pm

Wednesday: 8.00am-1.00pm

Thursday:     7.00am-8.00pm

Friday:          8.00am-6.30pm

The surgery is closed on all bank holidays.
Patients can also contact the practice via the website, fax or post.



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

	Telephone Contact

We are accessible via telephone on our mainline number of 01942 821899 during the following times.  
Monday:       8.00am-6.30pm

Tuesday:      8.00am-6.30pm

Wednesday: 8.00am-1.00pm

Thursday:     8.00am-6.30pm

Friday:          8.00am-6.30pm



	Extended Hours 

	Extended Hours

We offer extended hours opening times, which are all pre-bookable up to 1 week in advance, as follows:

Monday:       7.00am-8.00am

                     6.30pm-8.00pm

Thursday:     7.00am-8.00am

                     6.30pm-8.00pm

We have a designated line for patients to cancel extended hours appointments which is 01942 614333.  
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