LOCAL PATIENT PARTICIPATION REPORT

Quantock Medical Centre
2013 to 2014
	1. A description of the profile of the members of the PRG (Patient Reference Group or PPG Patient Participation Group)
· For example the age, sex and ethnicity profile of the Provider’s population and the PRG.

(Component 1)

	The Practice Demographic profile is highlighted in the table below. 

We are a small rural community with very few patients of ethnic origin and those that are speak English, as small rural community.
 

Age

0-16

17-24

25-34

35-44

45-54

55-64

65-74

75-84

85 +

Gender

 

 

 

 

 

 

 

 

 

 

Female

 1613 (50.7%)

252 (7.9%)

93 (2.9%)

132 (9.5%)

157 (11.5%)

232 (7.2%)

249 (7.8%)

268 (8.4%)

147 (4.6%)

83 (2.6%)

Male

 1567 (49.3%) 

241 (7.5%)

109 (3.4%)

131 (4.1%)

157 (4.9%)

251 (7.8%)

262 (8.2%)

247 (7.7%)

129 (4.0%)

40 (1.2%)

Total Population 3180
The Ethnicity of our Practice Population is as follows:
Ethnicity

Patient Count

% Population

White British or Mixed British 

2054

65

Irish

5

0.15

Other White Background

31

0.97

White & Black Caribbean

2

0.06

White & Black African

3

0.09

White & Asian

2

0.06

Bangladeshi & British Bangladeshi

1

0.03

Other mixed background

4

0.12

Other ethnic category

1

0.03

Ethnic Category Not Stated

1077

34

The Quantock Medical Centre Patient Participation Group consists mainly as a face-face group with a few members who are unable to attend meetings and prefer email or telephone contact.

The Profile of Quantock Medical Centre Patient Participation Group (PPG) is as follows:

 

Age

0-16

17-24
25-34
35-44
45-54
55-64
65-74
75-84
85 +
Gender

 

 

 

 

 

 

 

 

 

 

Female

10 (0.3%)
0
0
0
2 (0.06%)
1
0
6 (0.19%)
1
0
Male

3 (0.1%)
0
0
0
0
0
1
1
1
0
Patient Group 13 members (0.4% of patient population)
All representatives are White British, English speaking.
The members are patients of the practice and are: employed, retired, parents, grandparents, carers, members of other groups and committees in the parish and hopefully can represent a number of patients’ views. etc.



	2. Steps taken by the Provider to ensure that the PPG/ PRG is representative of its registered patients and where a category of patients is not represented, the steps the Provider took in an attempt to engage that category 

· The variations between Provider population and PRG members

· How has the Provider tried to reach those groups not represented?

(Component 1)

	The majority of our members are aged over 60 years old, with a higher proportion of females (10 out of 13 members). We have tried to attract representatives from all areas of our patient population and all age groups to ensure they are represented in particular younger age groups male and female (20 –49 years) in the following ways:
· PPG Notice board with forms to complete by the Dispensary Hatch and Separate Patient comments box.

· Questionnaire on new patient registration form to ask if they would be interested in being involved with our patient group.

· PPG Notice Board re-vamped to look more interesting and attractive.

· Items in each Practice Newsletter to request more members

· Questionnaires distributed at Flu Clinics by our PPG  to attract more members including more males,

· Campaigns at the local school and Children’s Centre to attract younger mums and dads to join via newsletters (School letter and practice newsletters), and questionnaires, leaflets, talking to mums and dads in the playground at local school.

· Questionnaires distributed at other parish interest groups to attract a broader cross section of members of all ages.

· PPG stand at village celebrations and awareness campaigns i.e. May Fair, Carers Awareness Event at Church Centre, etc.



	3. Details of the steps taken to determine and reach agreement on the issues which had priority and were included in the local patient survey 

· How were the priorities identified and agreed?

(Component 2)

	The PPG/PRG is keen to make sure we focus on local issues relevant to our own population and their needs. Ideas for the questionnaire were discussed at the PPG meetings initially, then the Chair and Practice Manager produced the Questionnaire from these ideas, we wanted to follow on from the previous years questionnaire, and support answers from the national patient survey particularly where they were not so favourable (i.e. opening times), and in particular to improve local knowledge about what facilities and services are available to our patients to improve patient access.
We tried to make it as simple and short as possible (1 side A4) whilst covering the key themes in order to not put patients off completing it, with room for comments, and contact details if patients wanted us to get back to them following any queries. 

Areas of priority for the group were decided on through comments received by the members of the group; from patients and issues that arise from discussions at the surgery with patients and comments in the village, and in particular the PRG and the practice were interested to find out if patients would be interested in using online access for appointments and repeat prescriptions in future.
Areas agreed to include in the questionnaire were as follows:    

· The need to raise awareness of the PPG 

· Increase membership of the PPG

· Gage patient opinion to online access and encourage uptake of patients ordering repeat prescriptions and book appointments on line to improve patient access,

· What services were available at the Medical Centre in order to raise awareness of access, 

· Reminding patients of our opening times as the national patient survey results always suggest patients are not aware of our opening times (despite, signs, leaflets, posters etc.)
· What types of clinics, types of clinicians are available in order to promote these services for patients to access these more easily as surveys in the past have suggested that patients were not aware that we have a female GP available) 

· Asking patients to suggest services which could be available at the Medical Centre; in the past they have suggested a low impact fitness group to aid mobility which we have been able to set up.



	4. The manner in which the Provider sought to obtain the views of its registered patients 

· What methodology was used to agree the questions, the frequency, the sample size, distribution methods to ensure the views of all patient are represented and undertake the survey? 
(Component 3)

	Approx. 500 questionnaires were distributed at our Seasonal Flu Clinics in November 2013, This questionnaire was then distributed as follows to try to obtain a wide a range of patients from different ages and areas of the community to respond :

· Within the group’s representatives  to take around the village, 

· Delivered to the School and Children’s Centre for further distribution. 

· Left at Reception and Dispensary with a display for patients to pick up after the initial distribution.



	5. Details of the steps taken by the Provider to provide an opportunity for the PRG to discuss the contents of the action plan in Section 7 (of this template) 

· How was the PRG involved in agreeing the action plan?
· Were there any areas of disagreement, and if so how were these resolved?
(Component 4)

	The PPG reviewed the Questionnaires and discussed the results at 2 PPG meetings in January and in March. As the questionnaire is still in circulation, any further responses will be dealt with as an agenda item at each meeting and discussed further.

The results will be available on the Practice Website and included in the Spring Newsletter.
The action plan attached (section 7) was the basis of these discussions, highlighting the priority areas the group wished to focus on. 

There was no area of disagreement or concern highlighted by the Patient Group.


	6. A summary of the evidence including any statistical evidence relating to the findings or basis of proposals arising out of the local patient survey 

(Component 4)

	Quantock Medical Centre  Patient Participation Group Survey 2013/14

We have a very active Patient Group who is represented on other Health Groups in Bridgwater and Somerset including Bridgwater Bay Health Federation PPG and the Somerset Chairs PPG as well as other local Interest groups including the new Bridgwater Hospital.

The Patient Participation Group were happy to use the patient questionnaire from the previous years with the additional questions relating to access to booking appointments and repeat prescriptions online to find out if this would be relevant to our population. The Questionnaire was updated and simplified to make it easier for patients to complete, there was also a section for patients to find out more about the patient participation group or join if they wished.

500 questionnaires given out during the Flu clinics in October/ November 2013 and of these; 261 questionnaires were returned (52%). Questionnaires are still available for patients to pick up and complete throughout the year to improve our patient feedback and improve the patient’s knowledge of what services are available to them at the Quantock Medical Centre.

Responses to the questions were as follows:

Were there any other services patients wished to see at the QMC?

Physio (X 4 responses), Integrated medicine assessment, allergy testing, reflexology, health checks for over 70s, Diet, Chiropody(x 2 responses), better sat and weekend availability, appointments with Doctors and dispensary open longer hours at a weekend (X  4 responses), daily newspaper available, dentist, alternative day  for the exercise and weight loss group.

Friends and Family Test:

Of the 261 respondents; 238 (91%) said they would recommend the QMC to their friends and family; 6 (2%) said they would not, and 17 did not respond however of these 15 rated the QMC highly, scoring 1 & 2’s in question 1.


Online Access:

•
159 (61%) said they would be interested in booking appointments on line, 92 (35%) said they did not wish to do this.



•
135 (52%) said they would like to order their repeat prescriptions on line (most respondents commented that they already do this via email), 42% said they would not like this service.


Surgery Information and services:

•
92% respondents were aware of the surgery opening times



•
40% knew they could book appointments 6 months ahead, 55% did not realise this.



•
83% respondents said they did not have any problems booking an appointment with a doctor, 11% said they had had difficulty booking an appointment with their doctor.



•
88% said they knew that the QMC would only contact them if there was a problem wih their results, 9% did not know this.




•
75% were aware that they could book telephone appointments


•
83% knew that they could bring someone to their appointment or ask for a chaperone.


•
73% knew that we have a female GP



•
46% knew that we have a dietician



•
46% knew we had a midwife



•
46% knew we had a podiatrist



•
45% knew we had a counsellor available



•
45% knew we ran an exercise class



Comments received:

•
‘Excellent service’
•
‘No problems to report’
•
‘Cannot fault any aspect staff always helpful & friendly’
•
‘service is excellent thank you’
•
‘Excellent service’
•
‘An Excellent Clinic’
•
‘Staff always pleasant & Helpful’
•
‘The practice and all connected with it are EXCELLENT. Thanks to all.’
•
‘Very satisfied’
•
‘Friendly, on time and appear efficient’
•
‘Always been satisfied with the service’
•
‘Very satisfied, thanks’
•
‘Very good service’
•
‘Very happy, thank you’
•
‘Excellent all around’
•
‘Fantastic, always see a doctor when required, excellent care’.

Other Comments:

•
‘Can you collect prescriptions from Reception if Dispensary is closed.’
•
‘Only been here 6 wks difficult to comment’
Negative Comments:

•
‘Don t wish to discuss. Communication on late running clinics’
•
‘Tel app can be difficult to arrange, eg. B/T’
•
‘When Doc/Nurse meets me, don’t shout my name unseen’
•
‘Nice if you get prescriptions when you ordered, instead of asking twice’.

Suggestions:

•
‘Use of email for results and other info flu jab reminders etc.’
•
‘online prescription renewal’
•
‘Pharmacy open sat mornings, also when surgery open’
•
‘Surgery should be open 7 days a week!’
•
‘Same nurse please when visiting patient at home’
Recommendations

The Questionnaire results were discussed with the patient group at their January Meeting. 

The patient group agreed that it would be helpful to start ‘on line access’ for repeat prescriptions to start with as this was an achievable target. All members agreed to take registration forms away and trial this to see how easy it would be to register and use this service. It was agreed that once this was up and running the practice would look at online access for appointments in the new year.
The Meeting in March fed back that the uptake of online access for repeat prescriptions was very encouraging with at least 15% of patients registering and 9 – 10% using this service, which has helped to reduce telephone calls to ensure phone lines are more available for those patients unable to use the computer to do this. There had also been positive feedback from a number of patients on the ease of ordering on line and the benefits of accessing this at any time of the day.
It was also recommended that the issues highlighted from the responses should be published in the Spring Newsletter, and also a reminder in the news letters about basic practice information; opening  times, which clinics are held at the practice etc.
Proposals arising out of the previous survey 2012/13 were addressed as follows:
· We have and are continually striving to increase awareness of the Patient Group and increase membership. Over the last year this has been done in a number of ways including: word of mouth, friends, interested patients and family coming forward, people attending the meetings as observers. Meetings being held in a more public venue i.e. the Church Centre to attract other people to attend.

· We held a Carers awareness event at the Church Centre during their monthly coffee morning with a number of organisations including: Compass Care, Brunel Care, Somerset Care, Somerset Sight, Marie Curie, Health Promotion, Age Concern, and Dementia Society, to offer advice and information and further support to Carers in the village. The event was very well attended with over 100 people through the doors. 
· The PPG representing the local community were extremely disappointed that the Physiotherapy clinic held at the surgery was moved back to Bridgwater. The PPG wrote to the Clinical Commissioning Group regarding this matter, but were unable to get a positive response. This has had a detrimental effect for patients, as many are elderly and infirm and without transport so find it difficult to access a service in Bridgwater and therefore do not use it. Also for local patients who work in and around the village find it difficult to get to Bridgwater especially if they do not have transport due to the limited bus services from the village.



	


	7. Details of the action plan setting out how the finding or proposals arising out of the local patient survey for 2013/ 14 can be implemented and, if appropriate, reasons why any such findings or proposals should not be implemented. Include details of the action which the Provider,

 (Component 5)


	Findings / Proposals or PRG Priority Areas

‘You said...’
	Action to be taken

(if no action is to be taken provide appropriate reason)

‘We did...’
	Lead
	Timescale
	Progress

‘The outcome was...’

	Patients who expressed an interest in joining the PPG through the questionnaire
	PMgr to provide Chair of PPG, and membership lead with Details and Chair to contact Patients direct to discuss joining the group
	PMgr & Chair
	As soon as known
	All contacts so far have been contacted by chair and have joined the group or will when they are well enough.

	
	
	
	
	

	Results of Questionnaire so far to be published on Website
	PMgr to update website
	PMgr
	March 2014
	Achieved

	Results and information on services to be published on Practices Spring Newsletter
	PMgr to Put together Newsletter with Chair, to include responses from questionnaire, online access and registration, update on services and other items highlighted at PPG meeting Care data, and Diabetic foot care.
	PMgr & Chair
	April 2014
	Working on

	Increase Awareness of the group and increase membership of the group across the age ranges of patients
	PMgr to start again writing articles for the Quantock Messenger and the school newsletters to encourage younger membership, Chair to promote group particularly to younger patients.
Bridgwater Federation CCG have been raising awareness at Bridgwater College for younger members, this could also have a positive effect for our practice.
	PMgr Chair, All PPG Members
	Continuous
	Working on


	8. The opening hours of the practice premises and the method of obtaining access to services throughout the core hours. 

· Please provide details of the Practice opening hours and how patients are able to make appointments/access services or provide a link to the relevant page(s) of the Practice website where this information can be found


	Access to the surgery is available in all practice literature, practice hand book & appointment cards and newsletter and website, Sign outside the building. 

The telephone lines are open from 8am -6.30pm Monday to Friday, Saturday 8.30 – 10am
The doors are open from 8am -6pm (later if we still have patients) Monday to Friday, Saturdays from 8.30am – 10am.

http://www.quantockmedicalcentre.gpsurgery.net/


	9. Where the Provider has entered into arrangements under an extended hours access scheme, the times at which individual healthcare professionals are accessible to registered patients.  

· If providing, please confirm details of the extended opening hours provided by the Practice or provide a link to the relevant page(s) of the Practice website where this information can be found


	The Quantock Medical Centre provides extended hours on:

Saturdays from 8.30am – 10am, phone lines and doors open.

http://www.quantockmedicalcentre.gpsurgery.net/



Date Report Published: 27.3.2014
Web Address of Published Report:

http://www.quantockmedicalcentre.gpsurgery.net on the information page under Patient Participation Group

5

