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Establishment of a Patient Reference Group.  Practice and Patient Reference Group Profiles

During 2011/12 the practice sought to develop a virtual Patient Reference Group (PRG) that was representative of the practice’s patient profile.  The PRG would comprise only of registered patients.  Patients were asked to provide an email address so that contact with the group could be made electronically.  Patients who wished to join but did not have access to email, were not excluded and information was sent out to them by post.

	From June 2011 to March 2012 an application form for membership of the PRG was designed and left in patient areas of the practice; on the reception desk, in the waiting room and in a dispenser attached to the auto arrivals check in monitor.  GPs and nurses also had a supply to pass directly to patients who may be interested.  The practice website also has an on-line facility for application for membership of the PRG.  Information was also included in new patient packs.


	Details of the profile of the practice population was taken from information held within the clinical IT system.  The factors considered were age, ethnicity and gender.  Details of the profile of the PRG membership was gained from the information requested on the application form.


	In November 2011 we reviewed the profile of patients who had signed up so far and noted that there were no patient representatives in the 25-35 year age bracket.  We sought to address this by direct mailing to a randomised cohort of patients in this age group.  We also sought assistance from the Health Visitors who have regular contact with parents in this age group and enclosed application forms with the annual recall letters of patients on our asthma register which includes a number of younger patients.  Unfortunately, no patients of this age group have so far indicated a wish to be involved with the PRG.


	Details about our Patient Reference Group are displayed in the practice and  included in the practice website and indicated that new members are welcome at any time   http://www.wimbornegp.co.uk/info.aspx?p=5



	As a consequence, 3 new members signed up in this way during 2012/3.  


	A review of PRG membership was undertaken in January 2013 to take account of those who had left the practice or died.  The membership now stands at 66


Appendix 1 compares the practice population profile (6485 patients March 2013) with the membership of the PRG (66 patients March 2013).  

Appendix 2 is a copy of the application form for membership of the PRG
2a
Determining and Agreeing Priority Areas with the Patient Reference Group for inclusion in a practice survey

The application form for membership of the PRG also posed a question designed to help us understand what the most important issues are on which we should consult our patients.  The themes for the issues mirrored those of the national NHS patient survey and provided a choice of 5 topics.  Patients also had the opportunity to nominate their own topic.

The outcome of this was as follows:

Clinical care – 52 nominations
Getting an Appointment – 45 nominations
Reception Services – 14 nominations
Opening Times – 10 nominations
Other – 7 nominations

The topics suggested under the category of ‘other’ included;  Well man clinic,  music in the waiting room, proactive healthcare, alternative therapies, out of hours services, and follow up care.

Appendix 2 provides details of the questions asked to determine the priority areas for a practice survey.


2b
Topics for The Survey

The survey of priority areas clearly identified 2 main topics; Clinical Care and Getting An Appointment as issues of importance to patients.  In order to facilitate a broad spectrum of questions and gain as much feedback as possible, it was decided to focus on one topic at a time in a series of surveys.  Getting An Appointment was chosen as the topic for the first survey in 2011/12 and Clinical Care as the topic for the second survey in 2012/3.
 

The practice used the survey facility provided by their website provider ‘My Surgery Website’ who is the UK’s largest and most experienced supplier of GP websites and support.  This enabled the practice to set up an electronic survey using a pro forma to enter the questions. The questions for the 2012/13 Clinical Care survey were drawn up using sample questions from the General Practice Assessment (GPAQv3) questionnaire developed by the University of Cambridge and widely used in the UK and validated over a number of years.  

An email was sent to the PRG members on 7th January 2013 attaching a newsletter outlining the proposed Clinical Care survey and questions.  The PRG members were invited to feedback their thoughts on the survey topic and questions and also to put forward any suggestions for amendments and/or additions.  

Appendix 3 provides a copy of the newsletter

13 members of the PRG responded to this request and their suggestions were taken into account in the final survey document.

Appendix 4 provides a copy of the final survey 

3a
Undertaking The Survey

An invitation to complete The Clinical Care Patient Survey was sent out by email at the end of January to all PRG members and all patients who had signed up via our website for newsletters and updates (180 sent). The system ensures complete confidentiality.  Names and email addresses are accessible only by the practice and cannot be seen by the individual recipients of group emails.  

The survey period was for the month of February 2013.  The survey was open to all patients and was advertised in the surgery and on our website.  Direct invitations to participate were attached to all repeat prescriptions for the duration of the survey period.  We also directly mailed invitations to participate to a random selection of 50 Carers registered with the practice. 

The survey could be completed electronically via our website or hard copies were also available at the surgery.  The opportunity to complete the survey was made available to all patients as follows:

	On our website

Hard copies were made available in the surgery:  in a dispenser attached to the auto check in, on the reception desk, in the waiting room, directly from the clinical staff.
	Patient could submit the completed hard copy of the survey to any member of staff or by using the special posting box situated in the waiting room.
3b
The Findings of the Clinical Care Survey
A total of 228 surveys were completed – 165 electronically online via our website and 63 in hard copy

All surveys completed online via our website were automatically collated.  The practice manually entered the results of all the surveys completed by hand in hard copy to ensure all the responses were collated in the same way.  The results of the survey are reproduced in a report with the outcomes of each question which was published on the practice’s website from 6th March 2013

Appendix 5 provides a copy of the survey results.  The results are also published on the practice’s website:

www.wimbornegp.co.uk 
4.
Opportunity for the PRG to Comment on the Results and the Proposed Action Plan 

The practice produced a report summarising the findings from the survey and the practice’s recommendations for action.  An email was sent to all 66 members of the PRG on 6th March 2013 with a link to the practice’s website and the survey results.  A copy of a report summarising the findings from the survey along with the practices recommendations for action was also provided as an attachment the email. Members were invited to reply to the email by 15th March with their comments and views on the findings of the survey and also asked to indicate their approval or otherwise of the proposed action plan.

Appendix 6 provides a copy of Summary of Findings report including the proposed action plan


5.
Agreement of the Action Plan with the PRG

66 members of the PRG were emailed the Summary of Findings and proposed action plan.

8 members of the PRG responded to the email an all indicated approval of our proposed action plan.

A poster advertising the availability of the survey results is also displayed in the surgery.






6. 
Publication of this report and update on subsequent achievement.

Report on achievement of proposals arising from the 2011/12 Appointment Survey

The Survey Results and Summary of Findings of the Practice Appointment Survey March 2012 has been updated with the outcome of the recommendations for action and published on our website: www.wimbornegp.co.uk

Appendix 7 provides a copy of the March 2012 Appointments Survey Outcomes of Recommendations for Action published on our website in January 2013

Report on achievement of proposals arising from the 2012/13 Clinical Care Survey

Appendix 8 provides a copy of the March 2013 Clinical Care Survey Outcomes or Recommendations for Action published on our website in March 2013

This report is available on the practice’s website from 26th March 2013


Additional Information -  opening hours of the practice premises and how patients can access services throughout the core hours.

Walford Mill Medical Centre is open 8.30am to 6.30pm Monday to Friday except Public and Bank Holidays
Our reception desk and telephone lines are manned continually during these hours. Patients can check availability and arrange access to our services during these hours by telephoning us on (01202) 886999 or face to face with reception staff in the surgery.  There is bypass number available for patients between 8am and 8.30am for medical emergencies.

Additional Information – details of extended hours for GP appointments

We also offer evening extended hours GP appointments after 6.30pm on Mondays and Thursdays and also a monthly Saturday morning session:

Dr Craigmyle and Dr Anne Elder Mondays 
Dr Linley-Adams Thursdays 

Saturdays on rotation:  See main website for details of dates and doctors.  

Patients can check availability and arrange appointments for these sessions by telephoning us on (01202) 886999 or face to face with reception staff in the surgery.




