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Overview

The purpose of the Patient Participation Direct Enhanced Service (DES) is to encourage Practices across the country to engage and involve patients with the care that they receive.

Across the North East of England the intention is to ensure that patients are involved in decisions about the range and quality of services provided and, over time, commissioned by their Practice.
Patient Reference Group (PRG) Profile
Recruitment
Birtley Medical Group first started to sign up patients interested in joining the Patient Reference Group (PRG) in July 2011 and this has continued throughout 2012/13 and 2013/14. The current membership stands at 68 members. Demographic details regarding the composition of the PRG were given in the 2012 report.

The PRG was promoted through the following methods:
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	Practice JAYEX message board
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	in the waiting room and at Reception
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	Direct invitation to patients 
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Promotion by the Reception and Administration teams within the Practice
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	Patient Participation page on the Practice website  file_24.png
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Demographics
Birtley Medical Group (BMG) has a current patient population of approximately 15,900.  The Practice has a higher than national average population of patients with chronic lung disease (asthma, COPD), Coronary Heart Disease and Hypertension.  The Practice has a low ethnic mix and this is reflected in the structure of our PRG.

The Practice has made every effort to engage patients from all backgrounds with the PRG in order to make it as representative as possible.  A current register of the Patient Reference Group and those patients who have expressed an interest in participating in the future is kept by the Practice. 

Agreeing Priorities
Obtaining Views
As part of the Patient Participation DES the Practice had to agree areas of priority for development.  In order to identify these areas we took into account the following indicators:
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	Patients’ priorities and issues, including any themes from the comments and suggestions box
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	Practice priorities and issues, including themes from complaints
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	Planned Practice changes
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From the above group of indicators we identified the following key themes:

	Appointment Access
	Car Parking Facilities at the Practice
	The telephone system for the Practice.

 
It was decided to put this forward to the PRG along with the option of making additional suggestions.

Clarification of Priority Areas
In order to clarify which areas the PRG felt were highest priority we held a meeting of the Patient Reference Group on the 1st August 2013. Invites were sent out to all PRG members either via email or post. A total of 6 patients attended along with Anna Knighton Practice Operations Manager and Dr Joanna Hughes GP Partner for Birtley Medical Group. Please see Appendix I for the meeting minutes.

The PRG were asked to further input or comment on the identified priorities before we moved to a wider patient survey.  The PRG identified the three priority areas of:
	Access to appointments
	Car Parking 
	Telephone System


Practice Survey
As part of the Patient Participation DES the Practice was required to collate the views of the wider patient population through a local Practice survey and inform and discuss these findings with the PRG.  
Questions
The survey questions were based around the three areas that the PRG had agreed were of high priority and contained 25 questions. These included questions about access to a preferred GP, the ease of booking an appointment and how patients travelled to the Practice. The survey can be found at Appendix II.
Administration
The patient survey was carried out over a three week period December – January 2014 and was accessed in paper format in person at Reception. 
Encouraging Participation
Patients who attended at Reception with queries or who were checking in for appointments were encouraged to complete the survey by the reception staff.  
Collating Results
Results from this survey were collated and assessed and the Practice was pleased to receive 72 completed questionnaires. A full report on the results of the Practice survey can be found at Appendix III.
Feedback 
As part of the Patient Participation DES the Practice is required to develop and agree an action plan setting out the priorities and proposals arising out of the local patient survey.  The Practice also has to seek agreement from the PRG to implement any changes. The survey findings were fed back to the PRG group at a meeting of the PRG on the 15th January. Letters or emails were sent to all members of the PRG as well as patients who had expressed an interest in joining through the patient survey responses.

There were six attendees from the PRG as well as attendance from the Practice Operations Manager and Dr Heather Galloway, GP Partner for Birtley Medical Group. The results of the survey were discussed and an action plan for the Practice resulting from the survey findings was agreed. Minutes of the meeting were taken to ensure that all discussion points and action plans were captured.  These are available in Appendix IV.
Action Plan

The priorities for the patient survey as identified by the PRG were:
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	 Access
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	Car Parking
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	Telephone System
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The actions agreed in order to address these priority areas were discussed within the Practice and with members of the PRG at the January meeting. It was agreed that the changes to the appointment system were working well and improvements had been made. It was agreed that the action plan should focus on monitoring appointment access; the telephone system and car parking.

The agreed actions comprised of the following:
	To take up the offer of offsite car parking for Birtley Medical Group staff who didn’t need access to their cars throughout the working day.

	To identify a telephone provider who could supply a system that would provide a local number with the functionality required i.e. multiple lines into the building, call recording facilities, etc.
	To keep monitoring the appointments system to ensure best use of appointments

To offer online booking of appointments

Annual Report
As part of the Patient Participation DES the Practice is required to publicise the Local Patient Participation Report on the Practice website and update the report on subsequent achievement. An electronic copy of this Report can be found on the Practice website:

www.birtleymedicalgroup.nhs.uk/patient-participation/" www.birtleymedicalgroup.nhs.uk/patient-participation/

Progress to Date
Since the meeting of the PRG in January the Practice has made contact with both the managers of the premises offering offsite parking opportunities and agreed the terms of usage. A rota is being drawn up for staff to use and some members of staff are already making use of the offsite parking.

We have identified a telephone system provider that can offer a system that will provide a local number for patients whilst still matching the functionality of the current system. We are currently making arrangements for the installation of the new system and training staff and anticipate the new system will be in place by April.

We are continuing to monitor our appointments system regularly through the use of weekly rotas and monthly meetings to monitor capacity and demand.

We offer online booking for GP appointments.
 
Appendix I – PRG Meeting Minutes 01/08/2013

BMG PATIENT REFERENCE GROUP MEETING
1st August 2013
6:00pm
NDU Waiting Room, BMG






Attendees:
Anna Knighton, Practice Operations Manager, Dr Joanna Hughes GP Partner BMG, 6 members of the PRG 

Anna Knighton welcomed the members of the PRG and introduced herself and Dr Hughes. The purpose of the meeting was explained as being to set the areas for inclusion in the annual Practice survey. Anna invited comments from the group on the following areas and explained they had been chosen following patient complaints and feedback and forthcoming priorities for the Practice.

Appointments Comments
It was generally felt that the GPs provided a good service and the previous changes to the appointments system were working well. However, there were still times when it was difficult to get an appointment, particularly with a preferred GP.

Car Parking
Car parking continued to be an issue generating several complaints. It was felt that the car park was generally very busy. Anna explained that planning permission for an extension was refused so extending the car park was not an option. The Practice had extended its opening hours to accommodate the additional patients from the merger with Birtley Lane to alleviate pressure on the car park.


Telephone System
Again this area had generated several complaints particularly focusing on the cost due to the Practice having an 0844 number. This was particularly an issue if people had to call back or were placed on hold. The point was made 0844 numbers were often not included in mobile phone call plans which meant the calls were particularly expensive, if people didn’t have a landline.


Actions
The PRG members agreed the priorities for the patient survey were:

	Access to appointments

Parking
Telephone System

Anna thanked the Group for attending and advised the survey would be available in the autumn for patients and once the results were in, the PRG would meet again to consider the results and to agree an action plan from the survey results.


Appendix II

Birtley Medical Group
Patient Survey January 2014

Dear Patient, 
 
We are constantly looking at ways to improve our service to patients. We would appreciate if you would take the time to give us some feedback which we will use as input into our discussions and decisions on how to improve these areas. 
  
Please tick √  your choice for each question below: 


How do you normally book your appointment to see a doctor or a nurse?

In person  
By Phone 
Walk in 

2. Is there a particular doctor you prefer to see?

Yes 
No  
.
3. How easy is it to see the doctor you prefer?

Very easy 
Fairly easy 
Difficult 
Very difficult 


4. How often do you see the doctor you prefer to see at the practice?

Always or almost always  
A lot of the time 
Some of the time 
Never or almost never 
No answer 




5. How many times do you visit your GP per year?

1-3 times 
4-6 times 
7-9 times 
10 or more times 

6. Think about the last time you tried to see a doctor fairly quickly. Were you able to see a doctor on the same day or in the next 2 weekdays that the surgery was open?

Yes 
No 
Can’t remember 

7. If you ring the surgery looking to see a GP within the next 2 days and your preferred GP was not available would you

Ask to see another GP 
Ask when your preferred GP was available and wait for an appointment until then. 
Ask to see another GP and look for an appointment with you preferred GP as soon as they are available. 


8. If you ring the surgery looking to see a GP within the next 2 days and your preferred GP is not available have you

Been offered a Nurse Practitioner Appointment 
Been advised to ring back 
Been advised to contact the walk in centre 


9.  In the past 6 months, have you tried to book ahead for an appointment with your preferred doctor but were told that there were no appointments available for the next 2 weeks

Yes – this has happened to me regularly 
Yes this has happened to me on occasions 
No this has never happened to me. 


If yes would you 

Ask to see another GP 
Ask when your preferred GP was available and wait for an appointment until then.  
Ask to see another GP and look for an appointment with your preferred GP as soon as they are available.  




10. How satisfied are you with the hours that the GP surgery is open?

Very satisfied 
Fairly satisfied 
Fairly dissatisfied 
Very dissatisfied 


11. Last time you saw your GP, how good was the doctor at giving you enough time?

Very good 
Good 
Poor 
Very poor 

12. Think about the last time you tried to see a nurse fairly quickly. Were you able to see a nurse on the same day or in the next 2 weekdays that the surgery was open?

Yes 
No  
Can’t remember 


13. Is there a particular nurse you prefer to see at the practice?

Yes 
No 
Not applicable 

14. How easy is it to see the nurse you prefer to see at the practice?

Very easy 
Fairly easy 
Difficult 
Very Difficult 


15. How often do you see the nurse you prefer to see at the practice?

Always or almost always  
A lot of the time  
Some of the time  
Never or almost never  


16. Last time you saw a nurse, how good was the nurse at giving you enough time?

Very good 
Good  
Poor  
Very poor  



17. How many times do you visit your nurse per year?

1-3 times  
7-9 times  
10 or more times  

18 . Any comments or suggestions regarding appointments?






19. Have you attended in the last 6 months ( tick all that apply)

Walk in centre  
A&E 
Urgent care 

If yes did you attended because

You prefer to attend the walk in centre 
The GP practice was closed  
You couldn’t attend your preferred GP 
The GP advised you to 
You couldn’t attend your GP at the time you required 
You wanted a second opinion as you were dissatisfied with the advice your GP provided 
Other 


Any other comments you would like to add?



20. If you answered yes to Q19, did you then visit your GP practice for the same problem within a 48 hour period

Yes 
No 

If yes did you attend because

You felt more unwell 
To get reassurance from your GP 
You were advised to by the other centre 




21. How do you normally travel to Practice?

Walk 
Drive 
Public Transport 
Taxi/drop off 


22. If you drive, do you make use of the public car parks instead of parking at the premises?

Yes 
No 


23. If you drive and park on-site, is there a time when it is easier to find a parking space?

7.00-8.30  
8.30-11.30  
11.30-13.00  
13.00-16.00 
16.00-19.30 



24. The practice is reviewing its telephone system in early 2014. Have you any suggestions or comments to improve it?
 



25. If the practice offered an automated appointment booking system via the telephone, would you use it?

Yes 
No 


Appendix III

Birtley Medical Group
Patient Survey January 2014- Report


72 patient questionnaires were completed for this patient survey. The patient survey was handed out to patients attending the practice in December 2013 and January 2014. The survey focused mainly on the appointment system with additional questions covering the Walk in Centre, car parking and the practice telephone system.

Birtley Medical Group
Patient Survey November 2014 – Responses

How do you normally book your appointment to see a doctor or a nurse?

In person  15 (21%)
By Phones 59 ( 82%)
Walk in 3 (4%)

2. Is there a particular doctor you prefer to see?

Yes 47 (65%)
No  25 (35%)
.
3. How easy is it to see the doctor you prefer?

Very easy = 5 (6%)
Fairly easy = 17 (24%)
Difficult = 25 (35%)
Very difficult = 16 (22%)
No answer 9 (12%)

Comment- 30% of patients find it easy to see their preferred GP. For 57% there are continuing difficulties in accessing the preferred doctor which is often the case in a pooled list Practice. 

4. How often do you see the doctor you prefer to see at the practice?

Always or almost always  16 ( 22%)
A lot of the time 13 (18%)
Some of the time 25 (35%)
Never or almost never 7 (10%)
No answer 11 ( 15%)

Comment- approximately a three way split here with just over 1/3 seeing their preferred doctor most times, 1/3 some of the time.

5. How many times do you visit your GP per year?

1-3 times 20 (28%)
4-6 times 30 (42%)
7-9 times 11 (15%)
10 or more times 11 (15%)

6. Think about the last time you tried to see a doctor fairly quickly. Were you able to see a doctor on the same day or in the next 2 weekdays that the surgery was open?

Yes 40 (55%)
No 21 (29%)
Can’t remember 7 (10%)
No answer 4 (5%)

 Comment – for about 1/3 of respondents there were difficulties in access.

7. If you ring the surgery looking to see a GP within the next 2 days and your preferred GP was not available would you

Ask to see another GP 49 ( 68%)
Ask when your preferred GP was available and wait for an appointment until then. 13 (18%)
Ask to see another GP and look for an appointment with you preferred GP as soon as they are available. 10 (14%)

Comment- it appears that a significant number of patients are booking 2 appointments when there are access problems.

8. If you ring the surgery looking to see a GP within the next 2 days and your preferred GP is not available have you

Been offered a Nurse Practitioner Appointment 19 (26%)
Been advised to ring back 28 (39%)
Been advised to contact the walk in centre 10 (14%)
No answer 15 (21%)

9.  In the past 6 months, have you tried to book ahead for an appointment with your preferred doctor but were told that there were no appointments available for the next 2 weeks

Yes – this has happened to me regularly 25 (35%)
Yes this has happened to me on occasions 22 (30%)
No this has never happened to me. 18 (25%)
No answer 7 (10%)

Comment- over 1/3 of respondents are experiencing regular problems with routine appointment booking.

If yes would you 
Ask to see another GP 27 (38%)
Ask when your preferred GP was available and wait for an appointment until then.  9 (12%)
Ask to see another GP and look for an appointment with your preferred GP as soon as they are available.  6 (8%)
No answer 30 (42%)


10. How satisfied are you with the hours that the GP surgery is open?

Very satisfied 36(50%)
Fairly satisfied 25 (35%)
Fairly dissatisfied 5 (7%)
Very dissatisfied 4 (5%)
No answer 2 (3%)

Comment- the majority (85%) are satisfied with current opening hours.

11. Last time you saw your GP, how good was the doctor at giving you enough time?

Very good 35 (49%)
Good 27 ( 37%)
Poor 3 (4%)
Very poor 2 (3%)
No answer  5( 7%)

Comment- the majority of patients (86%) felt they had enough time with the GP.

12. Think about the last time you tried to see a nurse fairly quickly. Were you able to see a nurse on the same day or in the next 2 weekdays that the surgery was open?

Yes 29 (40%)
No  13 (18%)
Can’t remember 23 (32%)
No answer 7 (10%)

Comment, - about 1/3 of respondents had difficulty accessing nurse appointments.


13. Is there a particular nurse you prefer to see at the practice?

Yes 6 (8%)
No 49 (68%)
Not applicable 11 (16%)
No answer 6 (8%)

Comment. – preference to see a particular nurse is less marked than with a doctor.

14. How easy is it to see the nurse you prefer to see at the practice?

Very easy 15 (21%)
Fairly easy 25 (35%)
Difficult 5 (7%)
Very Difficult 2 (3%)
No answer 25 (35%)

Comment,- most patients are not having difficulty accessing preferred nurse.


15. How often do you see the nurse you prefer to see at the practice?

Always or almost always  12 (17%)
A lot of the time  12 (17%)
Some of the time  18 (25%)
Never or almost never  5 (7%)
No answer  25 (35%)


16. Last time you saw a nurse, how good was the nurse at giving you enough time?

Very good 37 (50%)
Good  25 (35%)
Poor  1 (1%)
Very poor  1 (1% )
No answer   8 (11%)

Comment- the majority of people found time with nurse was good or very good.






17. How many times do you visit your nurse per year?

1-3 times  44 (61%)
4-6 times  15 ( 21%)
7-9 times  2 (3%)
10 or more times  3 (4%)
No answer 8 (11%)

18 . Any comments or suggestions regarding appointments?

It is an excellent idea for Internet access to the surgery and is a way forward.

A direct dial number rather than automated system would be better purely for appointments, or the option of online appointment booking service.

Not really as I only make an odd appointment for a yearly health check.

The doctor you see should make the appointment while you’re there if you have to go back to continue consultation on an illness.

Why have I got to wait for over 1 week for an appointment? I am 72 years old.

Get rid of 0844 system and revert to direct dial on 0191 numbers, parking at surgery is a nightmare so need to allow extra time to keep appointments.

Have mixed nurses not always the same nurse to see you do not always know you. 

Would prefer 0191 number for appts and scripts.

Non urgent appts are quiet difficult to book. Non urgent being needing to see a doctor quickly but not urgently 

Open on a Saturday.

The answer service does not allow for staff training

I think you should change your phone number to a Birtley number e.g. 410



19. Hove you attended in the last 6 months ( tick all that apply)

Walk in centre  19 (26%)
A&E 16 ( 22%)
Urgent care 5 (7%)
No answer 32 (44%)



If yes did you attended because

You prefer to attend the walk in centre 2 (3%)
The GP practice was closed  12 (17%)
You couldn’t attend your preferred GP 5 (7%)
The GP advised you to 4 (5%)
You couldn’t attend your GP at the time you required 6 (8%)
You wanted a second opinion as you were dissatisfied with the advice your GP provided 0
Other 1 (1 %)
No answer 42 (58%)


Comments on questionnaires

Girl on desk would not let my daughter see a doctor even though she was with and she was very ill.

Had chest pains, had heart attack in hospital 5 days 

Reception wouldn’t allow me to see a doctor.

Too poorly for a doctor had to get ambulance.

Phoned UCT, they took care of me I had to use a nebuliser for 4 days. 

Couldn’t get an appointment




20. If you answered yes to Q19, did you then visit your GP practice for the same problem within a 48 hour period

Yes 13
No 18
No answer 41

If yes did you attend because

You felt more unwell 4
To get reassurance from your GP 7
You were advised to by the other centre 5
No answer 56






21. How do you normally travel to Practice?

Walk 22 (30%)
Drive 35 (49%)
Public Transport 11 (15%)
Taxi/drop off 4 (5%)

Comment – driving is most popular way of attending the surgery.

22. If you drive, do you make use of the public car parks instead of parking at the premises?

Yes 19 
No 29 
No answer 24

Comment. – the majority of people prefer to use surgery car park.

23. If you drive and park on-site, is there a time when it is easier to find a parking space?

7.00-8.30  17 (24% )
8.30-11.30  2 (3%)
11.30-13.00  8 (11%)
13.00-16.00 2 (3%)
16.00-19.30 5 (7%)

No answer 38 (53%)

24. The practice is reviewing its telephone system in early 2014. Have you any suggestions or comments to improve it?
 
Comments from questionnaires
Have a local number as my last 2 phone calls cost £4.87 and it’s against NHS rules to have a premium number and it takes a while to get through.

Stay open over lunchtime! I work full time in school and this would be the time when I would make appointments.

It would be better to make a call on a free phone number directly to the practice instead of the system at the moment.

Car Park always full with staff cars, standard BT line for price and a user friendly internet system with auto ring back.

For it to be a local number.

Make it a local number.

Since 2 practices merge parking got worse, prefer personal contact rather than talking to a machine.

Go back to 0191.

Allow to book review appointments in advance, find it very difficult to get a suitable appointment, I work shifts.

Not an expensive 084 number.

New phone system needed.

Tell staff to pick up phones, always on hold.

Since taking on more patients long wait on telephone which is expensive.

Accurate response if closed e.g. staff training 

If the 0844 number was free on BT

Missed call from GP as shown up withheld number , I have signed an agreement to receive this information 

Cancel the 0844 number due to cost and it would be nice to speak to a receptionist on first call

Make it a free phone number 

sometimes on hold long time 

Free calls from mobiles 

install more incoming lines, as I am  Funeral director and find it hard to get through


Comment- clearly the current system is a source of frustration for patients.

25. If the practice offered an automated appointment booking system via the telephone, would you use it?

Yes 37 (31%)
No 30 (42%)
No answer  5(7%)
Appendix IV – PRG Meeting Minutes 15/01/2014

BMG PATIENT REFERENCE GROUP MEETING
15th January 2014
6:00pm
NDU Waiting Room, BMG






Attendees:
Anna Knighton, Practice Operations Manager, Dr Heather Galloway GP Partner BMG, 6 members of the PRG 

Anna Knighton (AK) thanked the PRG members for attending and introduced herself as the Practice Manager and Dr Galloway as a GP Partner. 

AK explained the purpose of meeting was to review the results of the recent patient survey and to come up with an action plan following issues identified via the survey.

The survey had covered the following areas:

	Access to appointments

Car parking 
Practice telephone system. 

AK explained these areas had been chosen at the last meeting of the PRG as being of interest to patients. AK then took the meeting through the survey results highlighting the key areas.

Access to Appointments
Dr Galloway explained how the appointments system had been developed and that it was constantly being monitored. Various appointment systems had been trialled and the current one seemed to provide the best balance between providing urgent and routine appointments.

One suggestion from a member of the PRG was that the Practice should inform patients of how the appointment system has been developed, perhaps by putting an article in the patient newsletter.

It was noted that there are continuing difficulties in accessing a preferred doctor which unfortunately is often the case in a pooled list                                                  Practice. 

In order to improve access to appointments the Practice was introducing online appointments this was welcomed by the Group as a positive move.

Car Parking
A member of the Group had kindly investigated the possibility of the Practice using offsite parking, following a conversation he had with one of the Practice Partners regarding how busy the car park could be. The Group member had secured permission for Practice staff to use the parking facilities at Birtley swimming pool and the Co-Op.

The Group agreed this was an excellent idea and AK thanked the Group member for his assistance with this.

One member of the Group queried whether the Practice had had a professional analysis of the car park done to ensure the best use of space.  Dr Galloway advised that this had been carried out several years ago. 

There was some discussion re the possibility of applying again for planning permission to extend the car park, at some point in the future.

Practice Telephones
The survey had shown that there was dissatisfaction with the current telephone provider. AK was pleased to inform the meeting that the Practice was negotiating with a new telephone provider and the plan was for a new provider to be in place by April. The new system would provide a local rate phone number to patients but would still provide all the functionality of the existing system such as call recording and multiple telephone lines.

Follow Up
The following actions were agreed as the measures needing to be put into place by the Practice following the patient survey:
	To continue ongoing monitoring of the appointments system to ensure the best use of GP and Nurse appointments

To offer online GP appointments 
To take up the offer of offsite parking for staff
To go ahead with a new telephone system that will provide a local number for patients


Meeting Close
AK and Dr Galloway thanked everyone for attending, and advised that they were always happy to receive feedback from members of the Group and that the Practice would keep the PRG involved with future plans and updates as to service improvements.





