Dawley Medical Practice 

Report of the Patient Participation Group 2012/2013


	Agreeing the Practice Survey

 
To identify the priorities of the 2012/2013 practice survey the matter was listed as an agenda item for the Patient Participation Group meeting held on Friday February 22nd 2013 at Dawley Medical Practice (see attached PPG Minutes 22.2.13)

It was agreed that basic demographic information should be included on the questionnaire i.e. sex, age, ethnicity and postcode of respondent.

The 2011/2012 survey had included questions about the appointments system and following the survey, changes had been made. It was agreed to include a follow-up question to establish the impact of those changes.

There had been several requests at reception by breast-feeding mothers for separate facilities and it was agreed this would be included as a question.

It was also agreed to test how much awareness there was of the PPG and whether any of the respondents would be interested in joining the group.

Finally it was decided that a question would be asked about a suggestion box. 

The group also decided they wanted a comment box – this had been included in the 2011/2012 survey and had produced some useful feedback.


	The Survey – Method and Collating results


200 questionnaires (see attached questionnaire) were prepared and the survey began in the week commencing 4th March 2013. Volunteers from the PPG distributed the survey forms, collected them in and placed the completed forms in a sealed box. Only 1 patient refused to complete a form.

Forms were emailed to patients who had expressed an interest in joining an online group.

184 forms were analysed by Dr Leaver. The results were collated and put into graph form and a list of the free comments prepared (see attached Results of Patient Questionnaire).
 
A list was drawn up of those patients who wished to be notified of the results and a list of patients who expressed an interest in joining the group (held by practice).







	Discussing the Survey


The results were circulated to the PPG and an extra-ordinary meeting of the PPG called for 20th March 2013 at midday at Dawley Medical Practice (see attached PPG minutes 20.3.13).

Following discussion an action plan was drawn up by the group (see attached PPG minutes 20.3.13)

It was agreed that an update would be provided at the next meeting of the PPG scheduled for Friday 31st May 2013.

	Publication


The report and attached documents were published to the practice website.
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Minutes of a meeting of the Patient Participation Group held at Dawley Medical Practice held on Friday 22nd February 2013 at 5.30pm.

Present:  Dr Nigel Leaver, Neilson Clarke, Margaret Hunt, Dave Hunt, Margery Forgham, Patrick Spreadbury, Sue Dhingra, Denise Everson-Evans.

Apologies:  Amit Chouhan

Mrs England

NL – Some sad news – Mrs England who had regularly attended the PPG meetings had died following a sudden illness.

Patient Participation Group Survey

SD – It was time for the annual survey – this needed to be done before the end of March.

The group were invited to consider the questions they would like included this time round. Last year the focus had been on the appointment system and following the arrival of Dr Davies (the new partner) there had been several changes. 

After a lengthy discussion the following questions were agreed by the group:-

Section 1 – ‘About You’ 

To ask basic demographic information including sex, age, ethnic background and post code.

Section 2 – The appointments System

 Following the 2012 survey, the Practice made changes to the appointments system, introducing more late afternoon slots. Have you found it easier to get an appointment?

(This would be a follow-up to test the impact the changes had made for patients generally)

Section 3 – Child-friendly facilities

The Practice is looking at ways of improving the facilities for new mums. Would you like to see an area set aside for breast-feeding?

(This had arisen as an issue on several occasions at reception)

Section 4 – Patient Participation Group

The PPG had been going for around 15 months – this section would test general awareness of the group among the patient population and would also invite anyone interested in joining to provide their contact details.

Section 5 – Suggestion Box

It had been noted that at present there was no facility for patients to make suggestions about the services offered by the practice other than by a formal approach to reception.  A suggestion box could be a start to improving communication between the patients and the practice.
It was also agreed that there should also be a space for patients to add free-text comments. This had been included in the 2012 survey and had produced some useful information.

The following timetable was agreed for the 2013 survey

w/c 25th February – Preparation of questionnaire
w/c 4th March         -  Conduct of survey with PPG members handing out the questionnaires and collecting the forms as follows:-

                               Monday – Patrick Spreadbury
                               Tuesday  - Margaret & Dave Hunt
                               Wednesday – 
                               Thursday – Neilson Clarke

PPG members to arrive between 8.30am – 9.00am, to catch patients arriving for the Open Access Clinic.
               
w/c  11th March -  Results of survey to be collated

20th March 2013 – extra-ordinary meeting to discuss results of the survey and draw up an action plan to be held at Dawley Medical Practice at 12.00pm.

Mud

DH – Concerned because opposite the main entrance it appeared there was a blocked drain – there was mud everywhere where the disabled parking space used to be.
DE – It wasn’t really anything to do with the surgery – it may be the council’s responsibility. 

It was agreed that contact would be made with the council/highways department to see if anything could be done.

Telford & Wrekin Health Round Table

Photocopies of recent updates were circulated by PS.

PS – Extra meetings were now being called as some decisions still hadn’t been made. There were still twelve areas to look at including safeguarding children and adults.
There had been a lot of discussion about the proposed Hyper Acute Stroke Unit. It seemed most likely it would end up in Shrewsbury (on a points system). Telford patients would probably go to New Cross Hospital in Wolverhampton. A meeting was being held next week so a decision could be announced then (had been expected in December).
Another area of concern was the closing of Sexual Health Clinics from the 1st April. So far there had been no announcement on how care was to be provided.
NHS 111 – still being discussed – the soft launch had been postponed - was now expected to be in March sometime. Patients living on the borders would still be able to ring Shropdoc. A lot of different scenarios had been discussed – some successfully – some were totally chaotic. There was going to be money for publicity although Round Table members had been asked to sit in supermarkets to publicise the new service.
A lot had been said about membership of PPGs with an emphasis at bringing in more black, ethnic and minority representatives.


New Computer system
DE – From the 26th June the practice would have a new computer system. Between 26th – 28th June there would be an emergency service only while the doctors got to grips with the new set up. 
Any Other Business

None

Date of Next Meeting

Friday 31st May 2013 at 5.30pm.


The meeting closed at 6.45pm.

  

































Dawley Medical Practice
Patient Questionnaire

Thank you for taking the time to complete this questionnaire. Telling us about your experiences will help the Practice improve the services we offer.
About You


We would like some information about you. This will help us to monitor equality and diversity and will make sure we reach a wider range of people for their opinions.

	Are you?


O      Male                                      O Female

	How old are you?


O  5-15                                         O 45-64                       O85+
O  6-24                                         O 65-74 
O 25-44                                        O 75-84

Which ethnic group best describes you

O White or White British         O Black or Black British   
O Mixed			           O Chinese
O Asian or Asian British          O Other ethnic group     O Prefer not to say

Please could you tell us your postcode

      ……………………………………………………..


Appointments



   Following the 2012 survey, the Practice made changes to the appointments system, 
   introducing more late afternoon slots.

   Have you found it easier to get an appointment?

   O   Yes                                   O No                          O No different

  
Child-friendly facilities
    
  

The Practice is looking at ways of improving the facilities for new mums. Would you like to see an area set aside for breast-feeding?
  
 O  Yes                                    O No                         O   Not applicable







Patient Participation Group



1.  Did you know the Practice has a Patient Participation Group?

O Yes                                O No


2.  Are you interested in joining the Patient Participation Group?

O  Yes     and my contact details are……………………………………….                           
O No


Suggestion Box



The Practice is looking at ways of improving communication. Would you like to see a suggestion box in the waiting room?

O  Yes                             O No



Would you like to add anything else about your experience at the Practice?
file_0.wmf
 




The results of this questionnaire will be published on the practice website www.dawleymedical.co.uk  and discussed by the Patient Participation Group.

If you would like to be contacted with the results of this questionnaire, please leave your e-mail address below.

My e-mail address is...............................................................................
Dawley Medical Practice 
Results of Patient Questionnaire


About You

Q1.
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Q2.
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Age range of patients completing the survey as a %
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Q3.
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Appointments
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Child-friendly facilities
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Patient Participation Group

Q1.
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Are you interested in joining the PPG?
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Suggestion Box
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Dawley Medical Practice 
Patient User Group Survey
Comments

	      Pleasant staff.  Helpful. Good doctors.

      I always sit & wait in the mornings, & never have to wait more  
            than an hour.
	      Frequent delays to appointments without feedback.
	     Yes finding out today that they had not changed my home  

           number so they couldn’t contact me.
	     Open longer.
	    The new online repeat prescription service is excellent and the  

          staff are always efficient. It would be nice if some appointments
          were available in the am for patients who work and need to
          arrange time off.
	     Have to book two weeks in advance to see the doctor want to   

               see – can’t understand the machine when name called out –
               go back to the old system.
	     I find the drop in times very helpful.

   Is there any way of including email communication as a means   
   of making appointments?
   I am pleased with this surgery.
    Receive good care.
	    Later appointments would be appreciated as I work long hours  
            and rarely get days off.
	   Soft flooring in kids area and maybe more toys for children.

    If the practice had an open surgery after work/school hours it 
                would help people who work full time.
	    Attending this practice is always a positive experience.

     I have to see a doctor every two weeks and when I call for an 
             appointment there is never an appointment available if I try 
             booking in advance I’m told the slots aren’t open. So I have to  
             walk down in a morning for walk in.
	     Receptionist more friendly, particularly out of appt times and 

             on telephone.
	     Over the years Dawley Medical Practice has served me & my 

                 family well, it has a good system which enables us to see a 
                 doctor when we need to and the staff are very kind.
	     I am very happy with the service I have received I only have to

             wait for an appointment if I want to see a specific doctor.
	     I have no problems with this practice so far, always     

             satisfactory.
	     I would like better facilities for getting follow-up medicines.

     Yes if doctors out on duty let the customers know. The other 
             day my dad came in and was waiting 2 and ½ hours, 
             unexeptable (sic) need new service, rough ideas to customers
             let know average waiting time.
	  Difficulty in obtaining prescriptions.

  Have always found everybody very helpful.
  Afternoon appointment for children made available or even
          morning appointments for children.
	 Waiting time seems to be very long.

 Can never get an appointment and female doctor only does
          mornings.
	 Very good doctors always willing to see us thank you.

  Make it easier to get appointments in an afternoon for people 
          who work! Surgery always seems empty in an afternoon, where  
          are all the people who have appointments?
	 Very friendly staff, recently moved to this surgery and would 

         highly recommend it.
	 Change the TV – same info all the time. Open some windows – 

         too many germs to (sic) hot in waiting room! Too close together –  
         morning system not good have to wait ages.
	Turn the tannoy up, or use a screen to display who is next. Some 

         of the announcements are difficult to heat/understand above all  
         the coughing! Just noticed you already do! Sorry!
	It is hard to hear appointments being called out when the room is 

  full think needs turning up a bit.
	More variety on TV programmes, doctors to be a bit more friendly

Would like evening appointments/Saturdays for working around
        work hours.
	You can not get an appointment at any time you ring up you can 

         not always come & wait in the morning.
	New toys for kids. Speaker by kids area so you can hear your 

  name.
	Would like to collect perscriptions (sic) earlier than 11am.

My experience has always been first class.
Find the staff very helpful and friendly. Would be nice to have 
            mags to read while waiting. Would be helpful to have a female 
            doctor on afternoons and also possibly another female doctor on
  morning surgery.
	Callouts should be louder, hard to hear over patients talking.

 I think it would be a good idea if a list of the doctors on duty each 
         day could be posted in the window on the porch – then if your 
         preferred doctor is not on duty perhaps you might not wait.
	Better area for children.

Change the prog on the TV same old thing for years.
Very difficult to see your doctor. Not everybody has a email  
        address. Television screen’s waste of time & money. If your back 
        is to it you cannot see it.
	It is good that you can come in the mornings and see a doctor 

  without making an appointment.
	I wish it was easier to make an appointment. It is not always easy 

  to sit in reception for over an hour to see a doctor. I appreciate it
            is always busy though.









Minutes of an extra-ordinary meeting of the Patient Participation Group held at Dawley Medical Practice on Wednesday 20th March 2013 at 12 midday.

Present:  Patrick Spreadbury, Denise Everson-Evans, Sue Dhingra, Victor Tonks,
 Dave Hunt, Sandra Taylor, Dr Nigel Leaver.

Apologies:  Margaret Hunt.

NL – Thanked everyone who’d helped with the recent survey especially the members who’d distributed and collected the forms.

The meeting had been called to discuss the findings of the survey. 200 forms had been distributed and 184 analysed.

The demographics of the survey were what would be expected – most of the patients who completed survey forms were women and the age range of the participants mirrored the make-up of the practice population. The ethnicity of the participants also reflected the make-up of the practice – a mainly white population.

Appointments

This question had been included as a follow-up to last year’s survey where an issue had been identified with regard to later appointments. Following the arrival of the new partner in August 2012, Tuesday evening had been set aside for later appointments and that did seem to be working well. 46% of respondents had said they found it easier to get appointments.

SD – Looking at the feedback comments it did appear that patients weren’t necessarily aware that later appointments were available. How could this be addressed?

PS – Perhaps it could be publicised in the newsletter and on the website.

Tannoy

There had been several comments about the tannoy system used for calling patients in and the fact that patients couldn’t always hear their name. One particular problem was the children’s play area as there was no speaker nearby.

PS – Could extra speakers be fitted in problem areas? Ordinary extension speakers might be ok and wouldn’t be very expensive.

Child Friendly Facilities

It was clear that there was a wish for a separate area for breast-feeding.

ST – This would be covered in the new building where there would be a specially designated area. For the time being however, staff would do everything possible to accommodate breast-feeding mothers but if every clinician was in there was a lack of room. The Health Visitors had a very large room upstairs and they had been asked if they would allow mums to feed there. 



Patient Participation Group

It seemed from the response there was very little general awareness that the practice had a PPG (87% unaware) even though members had helped with the flu vaccination clinic last September when 600 patients had passed through the practice. How could this be addressed? 

After some discussion the following were highlighted: 

To continue publicising the group in the quarterly practice newsletter, to use the multi media system and to look at investing in a PPG notice board.

SD – It may be possible to introduce a separate e-mail address for the PPG which could be put on the board. Would members be happy to have their photograph posted up?

The meeting was in agreement.

Suggestion Box

82% of respondents had felt a suggestion box would be a useful addition to the waiting room.

DH – It could lead to negative feedback. 
DE – That wasn’t a bad thing.
SD – It would have to be lockable and fixed to something to make sure any personal data was secure.


The Action Plan

The following was agreed as the practice Action Plan for the year 2012/2013


	To publicise the availability of later appointments via the practice newsletter and the practice website.


	To investigate the difficulties highlighted with the tannoy system and to look at


           a). Turning up the volume 
      
           b). Introducing additional speakers in problem areas

	To continue promoting the PPG : -


            a). Via the practice newsletter and the practice website

            b). To introduce a notice board in the waiting room dedicated to the PPG. The
                  board to include a picture of each PPG member (subject to an individual’s  
                  agreement).
   
            c). To investigate the possibility of setting up a dedicated PPG email address.

	To introduce a suggestion box into the waiting room. 

A progress report on the action plan would be brought to the PPG at the next scheduled meeting which was May 2013. 

