Springwell Medical Group
Patient Participation Report & Results

Springwell PRG

1. We decided at a Practice Meeting to form a virtual group as previous attempts to form a participation group had failed. 

2. GPs and the Practice Nurse were given Contact Forms inviting patients to supply their email address and be involved in a reference group. The forms were given out in routine surgeries and in chronic disease management clinics to ensure a representative group was created. 

3. We had a reception meeting to promote recruitment to the group, all staff were encouraged to give out contact forms. Forms were left in the waiting room. Patients were informed via notices and the Jayex notice board. 

4. We emailed all patients who had expressed an interest, asking for their feedback/suggestions on what they felt were areas of priority – Appendix 1
5. A questionnaire was formulated from the responses received and sent to members of the PRG for comments/suggestions – Appendix 2
6. The questionnaire was agreed and distributed to the wider practice population. 

7. We received 251 responses. The results were analysed and discussed at a practice meeting. 

8. We emailed members of the PRG a summary of the results for comments/suggestions.
9. An action plan was formulated and emailed to the PRG for agreement – Appendix3
10. The action plan was agreed via return email.
11. The PRG report was then uploaded to practice website and copies made available in the surgery.

Profile of Patient Reference Group

	Age: Group
	Under 16 
	0
	17-24
	5

	
	25-34
	4
	35-44
	3

	
	45-54
	9
	55-64
	6

	
	65-74
	4
	75-84
	2

	
	Over 84
	0
	
	


	Male:    8
	Female:  25


Appendix 1

SPRINGWELL MEDICAL GROUP

Patient Reference Group

We are planning our next annual survey and to ensure that we ask the right questions, we would like to know what you think should be our key priorities when it comes to looking at the services we provide to you and others in the practice

What do you think are the most important issues on which we should consult our patients? For example, which of the following do you think we should focus on:

Clinical Care

Getting an appointment

Reception issues

Opening times

Communication issues

Any other issues?

Your views would be gratefully received.

Appendix 2 

SPRINGWELL  MEDICAL  GROUP

To All Patients:

We want your views about our surgery to help us deliver the service you want. We would appreciate you taking the time to complete this questionnaire. 

Please ask reception if you have any problems completing this form.

	Q. 1
	In the reception area, can other patients overhear what you say to the receptionists?

	
	Yes, but I don’t mind
	

	
	Yes, and I am not happy about it
	

	
	No, other patients can’t overhear
	

	
	Don’t know
	


	Q. 2
	How helpful do you find the receptionists at your GP surgery?

	
	Very helpful
	

	
	Fairly helpful
	

	
	Not very helpful
	

	
	Not at all helpful 
	


	Q. 3
	In the past 6 months, how easy have you found the following?.... Getting through on the phone

	
	Haven’t tried
	

	
	Very easy
	

	
	Fairly easy
	

	
	Not very easy
	

	
	Not at all easy
	

	
	Don’t know
	


	Q. 4
	How long do you usually have to wait at the practice for your consultation to begin?

	
	5 minutes or less
	

	
	6-10 minutes
	

	
	11-20 minutes
	

	
	Over 20 minutes
	


	Q. 5
	How do you rate this?

	
	Fair
	

	
	Good
	

	
	Very good
	

	


	Q. 6    Thinking about your consultation today, how do you rate the following….?

	
	Fair
	Good
	Very Good
	N/A

	How thoroughly the doctor asked about your symptoms and how you are feeling?
	
	
	
	

	How well the doctor listened to what you had to say?
	
	
	
	

	How well the doctor put you at ease during your physical examination?
	
	
	
	

	How much the doctor involved you in decisions about your care?
	
	
	
	

	How well the doctor explained your problems and treatment that you need?
	
	
	
	

	The amount of time your doctor spent with you today?
	
	
	
	

	The doctors patience with your questions and worries?
	
	
	
	

	The doctor’s care and concern for you?
	
	
	
	


	Q. 7
	In the past 6 months, have you tried to see a doctor fairly quickly? By fairly quickly we mean on the same day or in the next two working days that the GP Surgery is open. 

	
	Yes
	

	
	No
	

	
	Can’t remember
	

	
	
	


	Q. 8
	Think about the last time you tried to see a doctor fairly quickly? Were you given the opportunity to see a doctor on the same day or in the next 2 working days the GP Surgery was open?

	
	Yes
	

	
	No
	

	
	Can’t remember
	

	
	
	


	Q. 9
	If you couldn’t be seen within the next 2 working days the GP Surgery was open, why was that? 

	
	There weren’t any appointments
	

	
	The time offered didn’t suit me
	

	
	The appointment was with a doctor I didn’t want to see
	

	
	I could have seen a nurse but I wanted to see a doctor
	

	
	Another reason
	


	Q. 10
	In the past 6 months, have you tried to book ahead for an appointment with a doctor? By “booking ahead” we mean booking an appointment more that 2 full working days in advance.  

	
	Yes
	

	
	No
	

	
	Can’t remember
	

	
	
	


	Q. 11
	Last time you tried to, were you given the opportunity to book an appointment with a doctor more than 2 full working days in advance? 

	
	Yes
	

	
	No
	

	
	Can’t remember
	

	
	
	


	Q. 12
	When did you last see a doctor at your GP Surgery? 

	
	In the past 3 months
	

	
	Between 3 and 6 months ago
	

	
	More than 6 months ago
	

	
	Never
	


	Q. 13
	All things considered, how do you rate your practice? 

	
	Poor
	

	
	Good
	

	
	Very Good
	

	
	
	


If you have any other comments or suggestion please let us know……..

	Comments…


If you would be interested in joining our Patient Participation Group, please give your name at reception.

Appendix 3 

Patient Questionnaire Results Summary 2012

Thank you for your input into our patient survey. We have now had the opportunity to review the results and are please to say the majority of patients are happy with the current service, although there are areas where improvements can be made. 

Following practice discussions, we have put together the action plan below outlining the priorities from the patient survey. We would greatly appreciate your views and suggestions and whether you would be in agreement to implementing this plan. 

ACTION PLAN

	Issue 
	Proposed Action
	Timescale

	Difficulty getting through to the surgery on the telephone
	Increase the number of telephone lines and staff available to answer calls at peak times
	Autumn 2012 

	
	Increase use of IT enabling patients to book appointments 

on-line.
	Autumn 2012 

	Availability of GP appointments
	Reduce the number of patients failing to attend appointments by encouraging cancellation of appointments when not needed. Eg. Patient information/education
	May 2012

	
	Improve contingency plan for GP holiday/sickness. Increase the number of appointments offered at these times.
	May 2012 

	Service Improvement - Repeat prescriptions
	Make on-line ordering of repeat medications available
	Autumn 2012


