The Castle Medical Group
Patient Participation DES Report (2013/14)

Background

The Castle Medical Group applied to NHS East Lancashire to participate in the Patient Participation DES originally in 2011/12. This is a national Directed Enhanced Service, and is in the third year.

The practice is required to undertake the following in order to fully meet the requirements of the DES:

	Establish a Patient Reference Group (may be virtual or face to face), which must be:

- properly constituted
- a process for regular engagement
- representative of the population


Undertake an annual Local Practice Survey – to be developed with the Patient Group. This may be devised and analysed locally.

Following the results of the survey, the group must discuss the findings of the survey and agree any issues that require action (incl. access, experiences, premises, themes from complaints, issues from national GP Patient Survey)

The outcomes of the survey and agreed actions are to be published on the practice website, and by posters in the practice. The report must  include a profile of the reference group. This must be completed by 31 March 2014.

	Payment of £1.10 will be made for completion of the following components:

- establishing a group representative of the practice population
- agree areas of priority with the group
- collate views from survey and discuss 
- discuss the findings of the survey and agree changes with PRG 
- agree an action plan with PRG 
- publish in the surgery and on the practice website.

Patient Reference Group

Clitheroe Health Centre User Group (CHUG) was established in August 2004. The group was set up jointly by the two practices based in Clitheroe Health Centre (The Castle Medical Group and Pendleside Medical Practice). The group has been meeting since inception on a quarterly basis, and has discussed the results of the annual patient survey, as part of the Quality and Outcomes Framework (QOF) targets.

The membership of the group has changed over the years, but retains a core membership of about twelve people. The group comprises of patients registered with both practices, and supported by the two Practice Managers, GP representatives from each practice, nursing representation, and the health centre manager.

The core members of the group are representative of the local population, as follows:

	include a mix of male and female patients
	Include representatives from voluntary organisations

Include representatives from the faith sector
Include retired and working people
Include young people (through access to the Young People’s Forum)
Include people with a disability
Include representation from the BME population.

Annual Patient Survey 2013/14

At the meeting of CHUG on 11 June 2013, the Patient Reference Group agreed to nominate representatives to work with the two practices and suggest questions to be included in the Patient Survey. This group met on 19th July 2013 and agreed the patient survey for 2013/14. A copy of the questionnaire can be found in Appendix 1. 

It was agreed by the group to include the same questions for each practice. The results of the survey were to be analysed both collectively and separately, to ensure that any practice specific issues were identified. Each practice was to produce its own report and action plan, following the publication of the results.

The practice ran the survey in September 2013. For The Castle Medical Group, 540 questionnaires were distributed – 30 for each individual doctor and nurse working in the practice. This enabled the practice to identify issues for the practice, and for individual clinicians.

The practice survey included questions in the following categories:

	About the practice

About the staff
About the consultation
About the building and the facilities
	About the opening hours


We also asked people “how they had travelled to the surgery”, “where they had travelled from” and “whether they used the internet to book appointments electronically, or to order prescriptions”. We also collected some demographic data that included age, sex, whether they saw their usual doctor, and the number of years with the practice.

Summary of Results

We asked patients to answer each question as either: excellent, very good, good, fair, or poor. The following results indicate the percentage of patients who answered either excellent, very good, or good:


2011
2012
2013
About the Practice



Ease of contacting the practice on the telephone
94%
91%
87%
Satisfaction with the practice opening hours
95%
93%
90%
Ability to see a doctor fairly quickly
92%
88%
-
Ability to see a doctor more than 2 days in advance
73%
81%
73%
Length of time waiting in the practice
75%
70%
70%
Ability to see a doctor on the day if needed
-
-
81%
Ability to see a doctor of your choice
-
-
76%


About the Staff



The manner in which you were treated by the staff
99%
96%
-
How helpful were the staff in resolving your query
94%
90%
-
The ability to obtain a repeat prescription
87%
87%
-
The manner in which you were treated by the receptionist on phone
-
-
94%
The manner in which you were treated by the receptionist at surgery
-
-
97%
How do you find the dispensary service
-
-
90%
How do you find the treatment room service
-
-
97%
How do you find the blood clinic
-
-
90%


About your Consultation



The manner in which you were treated by the doctor or nurse
99%
97%
99%
Respect shown for your privacy and confidentiality
97%
97%
99%
The amount of time you were given
96%
96%
99%
My confidence in the doctor or nurse’s ability
98%
97%
99%
The doctor or nurse’s explanation of things to me
99%
97%
99%
The respect shown to me by the doctor or nurse
98%
98%
99%


About the Building



The signage within the health centre
95%
95%
83%
Access to general information
94%
94%
-
Comfort level of the waiting room
91%
91%
80%
Access to health information leaflets
-
-
89%

The % of patients who answered excellent, very good or good.

About the Opening Hours



I would like the practice to open additional time
26%
24%
49%
I would like the practice to open before 8.00 am
20%
24%
44%
I would like the practice to open after 6.30 pm
29%
32%
56%
I would like the practice to open on Saturday
49%
49%
71%
I would like the practice to open on Sunday
15%
10%
-

The % of patients who agreed.

Feedback to the Patient Reference Group

The results of the survey were presented to the CHUG on 22nd October 2013. The following areas were identified for further action by the practices:

	To extend the opening hours of the practice
	To enable patients to see their own doctor more easily
	To be able to book appointments in advance within a shorter period of time
	To be informed on arrival if the doctor or nurse is running late, and to be offered an alternative appointment if necessary
	To improve the comfort level of the waiting room (from comments concerning mainly the waiting area on the first floor)


Other areas picked up from patient comments:

	To encourage patients to book appointments electronically

To encourage patients to order repeat prescriptions electronically





Action Plan

	Opening Hours – to work with the Clinical Commissioning Group, and other local practices, to determine how additional opening hours could be provided and funded (especially Saturday mornings) – by 31 March 2014

	Continuity – to look at ways of enabling patients to see their own doctor more easily
- by 31 March 2014

Reception Staff Training to encourage patients to see the same doctor for on going or long term conditions

GPs to encourage patients to come back and see them

	Advance Booking - to look at ways of offering patients appointments in advance within a few days rather than weeks
- by 31 March 2014

The practice to look at the average waiting times for each GP to determine discrepancies in availability

To ensure that each GP has some short term pre-bookable appointments (within 2-3 days) as well as others available within 2 weeks or up to 4 weeks in advance.



	Delays in Surgery – to identify common causes of delays causing doctors to run late in surgeries, and whether these relate to individual doctors
- by 31 March 2014

Discuss reasons for delays with individual doctors

To ensure reception staff advise patients on check-in if a doctor is running late

To offer patients an alternative appointment if the doctor is running more than 30 minutes late.

	Waiting Room – to ensure that the waiting areas are kept cool by using the mechanical ventilation system throughout the year
- by 31 March 2014


Other Areas

	Electronic Appointments – to promote the use of EMIS Access and encourage more people to register for the service
- by 31 March 2014


Electronic Prescriptions – to promote the use of EMIS Access to order repeat prescriptions electronically
- by 31 March 2014

These areas will be assessed by 31 March 2014, and where agreed, actions put in place to help address the issues. 

Phil Mileham
Managing Partner
The Castle Medical Group
31 October 2013

