Patient Participation Group Report

The practice advertised in numerous places last year, including on the practice website, in local shops, pharmacies and the Sure Start Centre for patients to join our Patient Participation Group.  The PCT also had a piece in the local paper informing patients of the setting up of PPG’s and how it would help them to become involved in making decisions for local services.     

After weeks of advertising only 1 reply was received by the end of September 2011.  The practice then made the decision to try to actively recruit patients to join the group.  Names of patients who may be interested in joining PPG from different ethnic backgrounds, ages, carers, disabilities and differing chronic diseases were put forward by GPs and staff members.  Patients were telephoned and informed of what would be involved and asked to consider joining the group.  When patients weren’t interested themselves, they were encouraged to promote the group to anyone they may think would be interested in joining us.      

6 patients agreed to attend the first meeting.  The group consisted of 3 ladies and 3 gentlemen, one of whom is a carer, and one of whom is a serving County Councillor.  The Practice would be represented by the Practice Manager, Assistant Practice Manager and a GP.  The age of the group varied from 50 up to 72 years of age.     

The first meeting was set up for Friday 4th November at 10.30am and at this inaugural meeting the aims and objectives for the group were set and agreed by all.  Included in this was the aim to involve patients in helping to improve the design and delivery of services offered within the surgery and to encourage suggestions in ways in which the practice could enhance services for patients.  

A draft patient survey was presented to the group who agreed to take it away and look at it.  A decision was then made for the PPG patient members to meet on 23rd November to discuss the patient survey questions.  The results of this discussion would then be fed back to the practice to enable any changes to be made and the patient survey to be carried out in January.  It was agreed the group would meet quarterly and the next meeting was arranged for Wednesday 22nd February at 10am to discuss the results of the patient survey.

The survey was run for 3 weeks commencing Friday 6th January.  All patients who entered the surgery, whether it was to attend appointments, hand in prescriptions or just with queries were given a patient survey to complete.  Completed surveys were placed straight into a box on the reception desk.  The survey was not put onto our website this year due to time restraints but we plan to do this next year.

The information was then collated into a simple table and graphs were produced from this prior to being posted on the website and presented to the patient group for discussion and action plan agreement.  

At the meeting in February, 1 patient group member resigned but 2 new members were welcomed.  The results of the patient survey were discussed.     

One of the main problems to arise from the survey was busy telephone lines while trying to make appointments at 8am on a morning.  The availability of appointments to pre-book up to 1 week ahead was also an issue for a number of patients.  It was acknowledged that these had been problems within the practice for a while and a number of actions have previously been taken to try to alleviate the problem. 

Previously the practice has increased the number of incoming lines on the ‘762945’ number from 3 to 5 to enable more people to get through at any one time. The number of staff answering telephone at 8am has been increased to 4 on Mondays and Tuesdays (historically the surgeries busiest days) and 3 every other day to enable quicker answering of the 5 incoming lines. 
The practice has, in the past, carried out numerous capacity and demand audits.  These proved that Mondays and Tuesdays were the busiest days and the number of GPs holding surgeries on these days has been increased by moving around GP half days to help increase capacity. 

The practice has also tried; 
i) booking half of all appointments as pre-booked and the other half as same day appointments;  
ii) 3 x quarters booked and 1 x quarter as same day appointments; 
iii) also in the past have booked all available appointments up to 4 weeks ahead. 

The practice has also experienced great difficulty in recruiting replacement GPs last year after one GP repatriated back to Australia and one GP left to become a partner in a practice nearer home.  The practice has also experienced difficulty in procuring Locums to cover for holidays and sickness.

As a result of the survey, the practice is looking into the feasibility and cost of getting a queuing system added to the surgery telephone lines.  GPs decided to audit the number of pre-booked appointments they make when calling patients back after investigations etc, to see if they are appropriate recalls.  

It was agreed Lynn, Assistant Practice Manager and Gillian, Senior Receptionist will arrange to visit a surgery in Bishop Auckland, with a similar list size, to see how they cope with capacity and demand for same day and pre-bookable appointments.  It is hoped this may bring a new perspective and help to create a workable appointment system for the practice and patients.  The results of this will be fed back to the next PPG quarterly meeting. 

It was also suggested that the practice may want to look into on-line appointment booking as this had worked well in a practice where a PPG representative was once a patient.  

The second thing to arise from the survey is the lack of patient knowledge in some of the services the surgery offers.  A number of those present at the meeting were not aware of all of the services the practice offers.  

One of these is the options to order repeat medication.  Patients of the practice have 4 ways in which they can order prescriptions:

In person; 
by post;
by telephone;
and on line.

The telephone line was stopped for a short period of time recently due to staff shortages beyond the control of the surgery.  This has now been reinstated to run between 4pm and 6pm Monday to Friday.  A message has been put on the prescription line number informing patients of the revised opening times. The practice will look at running a survey to ask patients if they prefer the prescription lines alternative opening times as a number of patients have already commented to staff that the times are more convenient.   
 
The survey showed the majority of patients still come into the surgery to order prescriptions.  Whilst it was acknowledged that not everyone has a home computer, there have only been a small number of patients who have asked to access the on line ordering service.  It was felt that the PPG may be able to help the practice promote the service to a wider number of patients. 
 
Lastly, a number of patients expressed a need for late evening surgeries on the comments section of the survey.  The practice has had late evening surgeries from 6pm since July 2008.  These appointments are for non urgent conditions only as there is no practice nurse or chemist available after 6pm and are available to be booked between 6.00pm – 7.30pm in sequence.

It was felt the PPG could help promote these and help get the information out to a wider audience.  The idea of a PPG newsletter to help reach a wider audience was suggested and the group will look into this.  It was also suggested a poster be put up in the surgery advertising the existence of the Patient Participation Group which again the group will look at. 

Despite the problems above, 81% of patients who completed the survey stated they were given same day or next day appointments.  95% of patients were either very or fairly satisfied with the surgery core opening times of 8.00am to 6.30pm daily Monday to Friday.  The majority of patients also stated their overall satisfaction with the surgery was very good, good or fairly good.        
  
The patient survey results and agreed action plan are available on the website and also in paper form in the surgery. 

The next Patient Participation Group meeting is set for Thursday 17th May at 10am and is to be held in the surgery.  Anyone wishing to join the group please contact Lynn Blair at the surgery.   

