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The Patient Representation Group (PRG)

The PRG is made up of 11 registered patients ranging in age from 27 to 90 years old, of which there are 6 women and 5 men. The PRG representatives are from a variety of ethnic and social backgrounds, with some representatives being employed full-time, others part-time and some retired. The group’s activities have been advertised in the waiting room, and recruitment is on-going, with posters in the waiting room encouraging patients to volunteer. By using posters to recruit, the PRG remains an initiative open to anyone who accesses the surgery to ensure the PRG remains representative of the registered patient population. 

The PRG meets with a General Practitioner (GP) Partner, a salaried GP and the Practice Manager from OLMC at each meeting. 

Update on Previous PRG Surveys and Reports

On the 31st of July 2013 the PRG met to discuss the changes that have occurred in the practice in the previous year as a result of both of the previous surveys, as well as to discuss the next survey that they would like to carry out. 

In summary, developments included: -
1. Air conditioning has been installed in the main waiting room
1. Due to the poor winter weather conditions the walking group has been unable to be established.
1. The proposed building development should now be going ahead. For this reason other additions to the waiting rooms e.g. waste bins and toys have not been installed as the waiting rooms may be changed due to the build. Once the building work has taken place, new flooring, new seats, waste bins and toys for the waiting room will be addressed. 
















Creating the Next Survey 

During the meeting on the 31st of July 2013, the PRG looked to the future to decide which issues were priorities to be included in the next patient survey. These issues were based on remarks made about OLMC on NHS Choices and the complaints the practice had been receiving. 

The PRG agreed that access to the surgery needed to be revisited since complaints were on the rise in this area, patients were still struggling to get through on the telephone and it was unknown whether new initiatives such as Patient Partner and the automated phone system were known about and whether or not patients were using them. It was also agreed that it would be important to know what kind of telephone system patients wanted. At present OLMC used a ‘0844’ telephone number which cost the same as a lo-call cost however from a mobile could cost more. If the patient were held in a queue this cost incurred by patients rose and the patients have expressed their dissatisfaction with this. The current system does allow patients to queue and be aware how many callers are in front of them, as opposed to the old system of receiving an engaged tone during busy periods. Given the feedback OLMC had been receiving, the GP Partners were considering reverting back to the old ‘0208’ telephone number, however they were tied into a contract and they were keen for patients’ views on the phone systems. It was also agreed that ‘access’ also included collecting patients’ views on whether or not they were able to get appointments when they needed them. 

A new survey was therefore created based on priorities and issues from a patient and practice perspective, and agreed by the PRG with proposed dates for collection being the 19th of August to 30th of August 2013. Again, PRG members kindly volunteered to help collect data in the waiting rooms. 

The survey used can be viewed in the appendix. 

Collecting Survey Responses

The survey responses were collected in the following ways: - 
· PRG members spent time in OLMC waiting rooms inviting other patients to fill in the surveys. 
· News of the survey being carried out was put on the ‘Practice News’ notice board in reception and this poster included the web address for the survey. 
· Staff members were made aware of the survey and encouraged patients to complete the questionnaires. 
· The survey was published on www.surveymonkey.com and patients were sent a text via our Mjog text messaging service inviting patients to complete the survey online. 
· Once again it was agreed that sending the questionnaire by post to our older population was not a viable or economic option. 

The information from the surveys was then collated and findings presented to the PRG. 




PRG Survey Results  - ‘Has your Surgery Improved?’

Survey Collection

The survey was collected in the period from the 19th to the 30th of August 2013. This period was extended for another two weeks, as it was noted that the number of surveys collected did not match the numbers of surveys collected during previous collection periods in other years. 

A total of 365 responses were collected. 287 surveys were completed in the waiting room, and 78 online. 

Demographics of those Surveyed 

The general demographics of the current patient population can be seen below:- 



Of those surveyed, the following charts and tables show the age range and gender of those surveyed, as well as how often they attend the surgery. 

	Age Range 
	%
	Number 

	16-25

	14.2%
	52

	26-40

	30.1%
	110

	41-60

	33.7%
	123

	61-80

	18.4%
	67

	Over 80

	3.6%
	13




	Gender
	Number
	%

	Male

	124
	34

	Female

	241
	66



As it can be seen from the table below, the majority of those surveyed had attended the surgery on more than one occasion in the last 6 months. This is important given the nature of this survey which was looking to see if the surgery had improved. 

	Number of times the patient had visited the surgery
	Number of Patients
	% of responses

	Once

	59
	16.2

	1-3 times 

	136
	37.3

	More than 3 times 

	170
	46.6



The Appointment System

Patients were asked their views of the type of appointment system they would prefer: -

	Type of appointment preferred given the choice 
	Number of patients 
	%

	Same day appointments regardless of your medical complaint
	289
	79.2

	Routine pre-bookable appointments for non-urgent medical complaints
	146
	40.0



With regards to continuity of care: - 

	Would you be willing to book a routine pre-bookable appointment in order to see a particular doctor, even if this means waiting 1-2 weeks for your appointment?
	Number of patients 
	%

	Yes

	188
	51.5

	No

	177
	48.5











Current Appointment Booking Systems

The survey also looked at how patients were booking appointments and whether or not there had been improvements in this area from when this was originally surveyed in February 2012.

	Method by which the last appointment was booked: -
	Number of patients 
	% in 2013
	% in 2012

	By Phone

	223
	61.1
	74.5

	At reception face to face

	93
	25.5
	16.5

	On-line via the internet booking system

	49
	13.4
	9.1




	For those who booked ‘by phone’: - 
	Number of patients 
	% in 2013
	% in 2012

	Number of patients who ‘spoke to someone’

	215
	82.1
	93.0

	Number of patients who used the automated booking service
	47
	17.9
	7.0




	Knowledge of other methods available to book appointments
	Percentage of patients aware of method 
	Percentage of patients unaware of method
	% in 2012 who were aware of systems

	On-line via the internet booking system
	66.0
	33.1
	47.5

	Patient partner/automated booking service
	42.4
	54.5
	45.1



Given the views that patients had been putting forward regarding the telephone system, we asked patients which type of telephone system they would prefer:-

	With regards to the current telephone system, would you prefer: - 
	Number of patients 
	%

	To keep the 0844 number which cost you money but is automated, so if the line is busy you are placed in a queue and there is no need to call back?

	99
	27.1

	To re-instate the 0208 number which is not automated, which means that when you call you may get an ‘engaged’ tone if the line is busy and will have to call back?

	266
	72.9



Other Available Services

	Awareness of the triage system (On a daily basis when all the appointments have been booked, you can leave your name and number and a doctor will call you back if you have an urgent problem)

	Number of patients 
	%
	Patient responses in February 2012 (%)

	Yes

	209
	57.3
	43.5

	No

	156
	42.7
	56.5



	‘Check in’ method used on arrival at the surgery, to ensure the clinician is aware the patient has arrived for their appointment. 

	Number of patients 
	%
	Patient responses in February 2012 (%)

	At the reception desk (face to face)

	136
	37.3
	56.7

	By using the self check-in screen in the foyer

	229
	62.7
	77.8



Only 71 (19.5%) of responders knew about the ‘Hints and Tips’ leaflet, which explains how to avoid queues and how to help the surgery help the patients more. 

272 responders (74.5%) thought that air conditioning had improved the ventilation in the waiting room.  

Regarding online access, 275 (75.3%) of responders had access to a computer which they could use to book online appointments. Of these patients, only 32.9% had used the OLMC website. 

Other Comments made by Patients

The survey also gave patients the opportunity to raise any suggestions they had with regards to other improvements the practice could make to the surgery or for accessing the surgery. The main themes of the comments were:-
· Appointments: -	
· Improving access by having longer opening hours and more free appointments available during the day for those who contacted the surgery in the afternoons
· Increasing the amount of same day appointments available.
· Having nurses available for minor illnesses
· Accessing the surgery:-
· Many patients were still upset about the cost of the 0844 telephone number and the expense of calling the surgery
· Many patients felt it took too long for their call to be answered 
· Doctors should book the patients their follow up appointments rather than the patient having to do this using the current booking systems.
· Improving online access to the doctors regarding patients’ queries. 
· Waiting times:-
· Patients complained about the doctors running late as well as the length of the queues at reception.
· Quality of Service Provided:-
· A number of patients expressed that they were happy with the care that they were receiving
· Suggestions for improving the building included:-
· Cleanliness of toilets
· Hand gel dispensers 
· Water in the waiting room
· Children’s play area in the waiting room





























Reporting the Results

On the 29th of January 2014, the PRG held a meeting to examine the results of the survey and discuss methods already implemented by the practice as well as ways to move forward. 

Discussion of Results  

Demographics of those Surveyed  

The number of patients surveyed was significantly less than the previous two surveys carried out. A reason for this could be that the survey was carried out at the end of the summer when a large number of our patients go abroad. In preceding years, surveys were carried out in the autumn and winter when the practice is very busy. 

The age range of those surveyed, compared to the practice population was pleasing to the PRG, and the fact that more women than men were surveyed was understandable since young children tend to be brought by their mothers to the GP; plus it is a very documented fact that less men present to their GP. 

Patients Responses to the Current Appointment System

79% of patients preferred a same-day appointment regardless of their medical condition, with 51% of patients being willing to wait 2 weeks for a routine appointment with a particular doctor. This was also seen in the comments patients wrote on their surveys. These results are in keeping with the following facts about our practice population:-
· Many patients of working age are in manual work, or shift work, therefore they are unable to book in advance as they do not know their upcoming work schedule
· With approximately 40% of patients being under the age of 20, this age group tends to have more minor illness that requires a more urgent appointment, given the duration of their conditions. 
· From the comments given by patients in the survey, many patients are happy with the care received from all doctors; therefore they do not have a preference. 

The number of patients who knew about the telephone triage system had increased from 43% to 57%. This is an important finding, since it means that patient education has taken place, and a service provision set out to help those who could not get same-day appointments for urgent conditions is being utilised. 

Patients Responses to Booking Appointments and the Systems Available

It can be seen that fewer patients were using the telephone system, but of those who did, more were using the automated booking system. There was an increase in patients choosing to book their appointments online as they were more aware of this service; however more patients were coming into reception to book their appointments. This latter finding was a cause of concern, since one of the motives for introducing the online and automated booking systems was to reduce the ‘queues’ at reception. The use of the 0844 number and the cost may have had an impact on this.

With regards to the telephone system, 79% of patients would prefer to re-instate the old ‘0208’ telephone number, even if this meant losing the ‘queuing’ aspect to the telephone system, so if the line was engaged when they called, they would have to phone back. 

Patient Responses to Other Services Available

A minority of patients were using the check-in desk to note their arrival for appointments, were aware of the ‘Hints and Tips’ leaflet and had used the practice’s website. 75% of patients appreciated the air-conditioning installed in the waiting room and there were comments made by patients about the need to improve other aspects of the waiting room. The PRG were aware that these changes are on hold currently due to the proposed pharmacy build. 

Changes that have been implemented

Telephone System

The facts that 79% of patients preferred to use the old ‘0208’ telephone number, and more patients were coming to reception to book their appointments directly, meant that OLMC were keen to speedily resolve the issues raised regarding the telephone system.

Therefore, a second, smaller survey took place in October 2013, once again asking patients which telephone system they would prefer. The patients surveyed included those attending the nurse-led clinics for their seasonal flu vaccine, as this would generate a response from a wide demographic group. From this survey 90% of patients opted to return to the old 0208 telephone number. 

Given the response received, prior to meeting with the PRG, OLMC decided to move back to the old 0208 number on the 1st of November 2013, and this was published on the OLMC website and on posters around the practice. At the PRG meeting on the 29th of January 2014, representatives from OLMC apologised to the PRG for not discussing this change with them first, however there was unanimous support for this initiative, and the practice manager advised that there has already been a reduction in complaints regarding the telephone system. 

Appointment Systems

In response to patients’ requests for more same day appointments, OLMC has employed a nurse who can treat minor illnesses. There has also been a recruitment drive to cover the appointments lost by 4 doctors being away on maternity leave. 

Access still remains are area of improvement for the practice and this was highlighted during the practice inspection by the Care Quality Commission (CQC) in November 2013. OLMC was graded as ‘good’ by the CQC however they noted that access was still an issue for patients as well as how information was passed to patients about the services available. The Practice and PRG were pleased that the CQC agreed with the findings of the survey, and discussions implementing change took place. The CQC made suggestions to see information displayed on how late doctors are running using the Jayex display boards in the waiting rooms, they commended the ‘Hints and Tips’ leaflet initiative and the self-check-in desk. 

CQC recommended posters in a variety of languages were displayed, but the PRG, who are aware of the vast number of ethnic groups who use the practice, felt that it may be more prudent to keep posters displayed in English only, in case some languages were missed, which could cause upset to various patients. 

Premises 

OLMC building development plans have been delayed, but the PRG have been advised that work on the pathways around the practice building will be started in the next few months, to maintain safety for patients accessing the building. 








































Proposed Action Plan for 2014/2015 

At the PRG meeting on the 29th of January 2014, the following action plan was agreed upon with the PRG and Practice working in Partnership based on the patient survey: -

· Acknowledgment of the change in telephone system in November 2013

· Within the Barnet Clinical Commissioning Group (CCG), ‘Networks’ have been created between local GP practices, enabling new initiatives to be brought to the area. The PRG is keen to meet with other local PRGs to discuss issues their practices are facing and learn about methods being implemented in those practices to overcome difficulties. This will be revisited at the next PRG meeting. 

· OLMC will continue to implement recommendations from the CQC with a view to reporting back to the PRG at their next meeting in the summer of 2014. 

· At present, opening hours and the method of obtaining access to services throughout core hours, as well as extended hours schemes are remaining as published on the OLMC website and within the practice booklet. Discussions regarding the opening hours and access are being reviewed by the OLMC GP partners and any changes will be discussed with the PRG in due course. 

· Monitoring of appointment system and implementing changes to improve access for patients.

· Recruitment of Nurse practitioners to offer more minor illness appointments to help with access.

· “Sign posting” our services to make the patients journey more comprehensive 

· Training for staff, in-house and customer care, to ensure they have the skills to identify patients’ needs and offer them the assistance they require. 

















Appendix

PRG Survey August 2013 – Has your Surgery Improved














































	Dr M E Barnard, 
Dr L K Stephenson, 
Dr N J Sebastianpillai, 
Dr K Shah 
Dr S S Ramanathan
Dr H Dawson
Dr C Kee
	
[image: ] 

	 Oak Lodge Medical Centre
234 Burnt Oak Broadway
Edgware
Middlesex
HA8 0AP
Tel: 0844 387 9100
Fax:02083811156



Oak Lodge Patient Participation Group Survey

Has your Surgery Improved?

This survey is a joint venture between the Practice and the Patients of the practice to establish how patients view our current facilities and the access to the surgery. Over the last 2 years we have performed similar surveys and we would like to know your views. From the results of the survey the Practice will endeavour to once again improve in areas identified by patients.

1. Please tick the age group box which best describes you: -

16-25		26-40		41-60		61-80		Over 80




2. Please tick your gender: - 

Male 					Female 


3. Please tick how many times have you attended the practice in the last six months: -

Once 				1-3 times			More than 3 times 


4. Please tick which type of appointment you prefer (you may tick more than one option): -

	Same day appointments regardless of your medical complaint

	

	Routine pre-bookable appointments for non-urgent medical complaints
	



5. Please tick whether or not you would be willing to book a routine pre-bookable appointment in order to see a particular doctor, even if this means waiting 1-2 weeks for your appointment: - 

Yes 					No 


6. Please tick the box which describes how you booked today’s appointment: -

	By phone
	

	At reception face to face
	

	On-line via the internet booking system
	



If you ticked the ‘by phone’ box, please tick the box which describes who you spoke to:-

	Did you speak to someone?
	

	Did you use the automated booking service?
	


7. Do you know about the other methods available to book appointments?

	Method
	Yes
	No 

	On line via the internet booking system
	
	

	Patient partner/automated booking service
	
	



8. Please tick whether or not you have access to a computer: - 

Yes  					No 


If you have answered ‘Yes’ to question 8, then please tick whether or not you have used our website: - 

Yes 					No


9. With regards to the telephone system, please tick which option you would prefer:-

	To keep the 0844 number which costs you money but is automated so if the line is busy you are placed in a queue and there is no need to call back
	

	To re-instate the 0208 number which is not automated which means that when you call you may get an ‘engaged’ tone if the line is busy and you will have to call back
	



10. Please tick whether or not you know about our Triage System: - 
(On a daily basis when all appointments have been booked, you can leave your name and number and a doctor will call you back if you have an urgent problem) 

Yes						No


11. Please tick the box which best describes how you checked in today (let us know you have arrived) for your appointment: - 

	At the reception desk (face to face)

	

	By using the self-service check-in screen in the foyer
	



12. Please tick whether or not you know about our ‘Hints and Tips’ leaflet, which explains how to avoid queues and how to help us to help you: - 

Yes 					No


13. Please tick whether or not you think that air conditioning has improved the ventilation in the waiting room:-

Yes 					No


14. Please write down any suggestions you may have with regards to any other improvements we can make to the surgery or for accessing the surgery.



Thank you for your time, the results of this survey will be published within the next 2 months.


Age Range of Population
Males (%)	0-9yrs	10-19yrs	20-29yrs	30-39yrs	40-49yrs	50-59yrs	60-69yrs	70-79yrs	80-89yrs	90-99yrs	17	13	19	19	14	8	5	3	1	0.2	Female (%)	0-9yrs	10-19yrs	20-29yrs	30-39yrs	40-49yrs	50-59yrs	60-69yrs	70-79yrs	80-89yrs	90-99yrs	16	11	20	18	13	9	6	4	3	0.6	Age Group
%
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