Patient Participation DES Report for The Old Fire Station Surgery
“Appointments not attended” February 2014
Step 1
Develop a Patient Representative Group (PRG)
Practice Profile – Age groups
	

	Age Range
	Male
	Female
	Total

	0 - 65
	3625
	3447
	7072

	66 - 75
	354
	375
	729

	76+
	260
	325
	585

	Total
	4239
	4147
	8386


Practice Profile – Ethnicity

Predominantly White/Mixed British with very small other minority Ethnic Groups. We have not always recorded patient’s ethnicity therefore data for practice profile is only based on patients with data recorded.
(See Appendix A for a more detailed age/ethnicity analysis)

Process to invite members to join the PRG:

· Invite Posted on Website

· Posters in and around the Surgery

· Letters, with application forms, at Reception Desk 
· Questionnaires in reception area asking for up to date of information and whether they would like to become a member
· Staff talking to patients re the PRG

· Message on New Patient Questionnaires to encourage new patients to become members
· Message on the right hand side of prescriptions

· Poster and hand-outs of previous survey results around surgery stating “we are continuing to accept new members please ask for an application form at reception “.
· Flyers to the Community Nursing Team to hand to housebound patients.
We will continue with all the above updating messages as and when they are needed

In 2011/12 we did a mail campaign to recruit more polish patients into the group. We still have an above average polish population of group members. The way we recruit patients mean that all ages, sex, race etc. are all targeted equally.

PRG Profile

We currently have 98 Members.   


Age Range


Sex



Ethnicity
16 – 24
6 

Male
   
28

80 White British
25 - 44 
43

Female  
40

9 Mixed British

45 - 64
30





1 Scottish
65+

24





2 White & Black Caribbean
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2 Other
Step 2
Agree areas of priority with the PRG 
Areas that were considered to be included in a local survey were

· Opening times

· Appointment system

· Appointments not attended

· On-line services
· Telephone access

· Getting test results on the phone
· General review – premises, staff, parking etc

· Any other suggestions from PRG members
We chose a wide range of priority areas which we often hear patients talking about. We also gave members of the PRG a chance to tell us what they thought our priority areas are and what we should look at.
Old and new members of our Virtual PRG were all e-mailed or posted (if no internet access) a short “What next?” survey via survey monkey. See appendix B. 
The results were then analysed e-mailed/sent back to all members and published on our website for all to see. See appendix C.
“Appointments not attended” was the area chosen to take a closer look at. We also looked at the comments very closely to see if there was anything else we could do for our patients.
The campaign for recruiting members to our PRG started in September 2011 and is continuous.
“What next?” survey was e-mailed/sent out in October 2013
Results analysed e-mailed, sent and published on our website in December 2013
Step 3
Collate patient views through the use of a survey
On the 20th December 2013 and one week later, as a reminder,  the survey “Appointments not attended” was e-mailed to group members using survey monkey and posted to patients with a SAE who do not have access to e-mail. 

The survey was closed and all results/feedback  analysed on29th January 2014
The questions, apart from patient demographics, all asked about appointments not attended, what patients would like and if they were aware what we already have in place to try and avoid patients not attending appointments.  
The Following shows the questions and results analysed.
The Old Fire Station Surgery

“Appointments not attended” Results
Dec 2013 – Jan 2014

1. Did you know we display the number of “appointments not attended” for the previous week in the reception area?
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2. Are you aware you can cancel appointments via our 24/7 automated telephone system or on-line (if you are registered to use our on-line services)?
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3. How many times do you think it is acceptable for one person to not attend an appointment within a 6 month period?
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4. What action would you like us to take when patients do not attend appointments? (We are not allowed to charge for missed appointments).

	Answer choices
	Responses
	

	No action
	3
	5.36%

	Send warning letter
	45
	80.36%

	Strike off GP list
	8
	14.29%


All comments to this question have been read and are greatly informative and appreciated.
5. Do you think a “Text” reminder system would help reduce the appointments not attended at the surgery?
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All comments to this question have been read and are greatly informative and appreciated.

6. Are there any comments you would like to make about appointments not attended?

All these comments have been read and are very much appreciated. They will all be taken into consideration when these results are discussed. 
56 out of 98 members of the participation group completed the survey

Out of that 56

	SEX

	Male
	Female

	34%
	66%


	ETHNIC BACKGROUND

	White British
	96.86%

	Welsh
	1.79%

	Other
	1.79%


Step 4
Provide PRG with opportunity to discuss survey findings and reach agreement with the PRG on changes to services
An e-mail was sent to our virtual group on the 28th January 2014 with the results of the survey attached.  They were invited to give feedback on the results either by replying to the e-mail, letter or phone. The closing date for feedback was 22nd February 2014
Hard copies of the above were sent to those patients without e-mail addresses with a SAE for their response.

It was good to see that 90% of our members knew they could cancel/re-arrange their appointments using our 24/7 automated telephone system or on-line via our website. All members wanted to see action being taken on patients that continue to miss appointments.
After looking at the results and discussing them at a practice meeting on 20th January 2013 the following areas for change are felt necessary
· Send warning/informative letters to patients who “do not attend” 3 appointments with in a 6 month period, give the patient a chance to say why they have not attended and if they continue to “not attend” remove from practice list. 

· Set up a mobile phone “Text” reminder system for patients with mobile phone numbers on our system.

· Start collecting/updating mobile phone numbers by putting forms on reception desk

· Continue to show patients the number of “Did not attends” in the reception area, monitor and see if it reduces at all.
From the “what Next?” Survey

· Re-marking the disabled parking spaces in the Car park to make them clearer.

· Collect e-mail address and consent from patients – this will allow us to start communicating with patients via e-mail in the future 

The following letter was sent/e-mailed to all members of our PRG on 28th January 2013, within the e-mail/letter it was asked that all comments/feedback to be made by the 22nd February 2013.


Dear Patient

Thank you very much for your continued support and participation in assisting us with our virtual Patient Participation Group. The Information you provide us with is much appreciated and all the data is considered when discussing any possible changes within the practice.

May I also take this opportunity to welcome any new members to the group.

The “Appointments not attended” questionnaire is now closed and the results are attached to this e-mail/letter. The Results will soon be published on the surgery website for all to see.

We would welcome any feedback you may have on these results.

It is very pleasing to see that our members have increased from 59 to 98 in the last year, and that there have been 56 responses to this survey.

It is good to see that over 90% of patients know that they can cancel appointments via our 24/7 automated telephone service. We also received many valuable comments when asked for your opinion. These are very much appreciated. Thank-you

After looking at the results and discussing them at a Practice meeting, the practice would like to put the following into action

· Send warning/informative letters to patients who “do not attend” 3 appointments with in a 6 month period, give the patient a chance to say why they have not attended and if they continue to “not attend” remove from practice list. 

· Set up a mobile phone “Text” reminder system for patients with mobile phone numbers on our system.

· Start collecting/updating mobile phone numbers by putting forms on reception desk

· Continue to show patients the number of “Did not attends” in the reception area, monitor and see if it reduces at all.

From the “what Next?” Survey

· Re-marking the disabled parking spaces in the Car park to make them clearer.

· Collect e-mail address and consent from patients – this will allow us to start communicating with patients via e-mail in the future 

We hope you will be happy with this outcome but would encourage you to give feedback about this decision either by letter, replying to this email or telephone. 

The Closing date for feedback is 22nd February 2014

Can we thank you once again for your continued support. 

Many thanks again for all your help


Your Practice Team

Step 5
Agree action plan with the PRG and seek PRG agreement to implementing changes
We had ten responses to the results, 9 via e-mail and one by telephone. 5 responses were agreeing with our suggestions and thanking us for the feedback. It is fantastic to see patients enjoying this involvement and giving such positive feedback. 
Feedback from these responders included

· Regarding the car park, there must be a way of regulating the cars using the car park. I know the staff use it but I did on one occasion report a commuter, but I know there must be other non-authorised users, there seems to be too many cars for the number of people in the surgery.
· A mobile phone reminder system is a good idea; however will there be a cost to the practice? 

· I think those are good ideas to try….I hope they are successful.
· I think it is an excellent idea to take e-mail addresses from us
· It is good to know that something is going to be put into place regarding missed appointments. A notice needs to be put in reception explaining this to patients.
· Disabled parking spaces are clearly marked. It is people that ignore them. Warning notices are needed for people not displaying their blue badge.

· Yellow lines outside surgery car park are needed. Thank you for the feedback.

We did receive a good number of comments with suggestions throughout the original survey. All comments were read and taken into consideration when deciding on the changes.
Actions to be implemented

	Send warning/informative letters to patients who “do not attend” 3 appointments with in a 6 month period, give the patient a chance to say why they have not attended and if they continue to “not attend” remove from practice list. 
	To have a system up and running by 31st July 2014

	Set up a mobile phone “Text” reminder system for patients with mobile phone numbers on our system.
	Looking into system - to go live by 31st May 2014

	Start collecting/updating mobile phone numbers by putting forms on reception desk


	In place now

	Continue to show patients the number of “Did not attends” in the reception area, monitor and see if it reduces at all.
	In place now

	Re-marking the disabled parking spaces in the Car park to make them clearer.
	To be done by 31st August 2014 (end of summer)

	Collect e-mail address and consent from patients – this will allow us to start communicating with patients via e-mail in the future. 
	In place now


Actions from 2012/13

“On-Line Services”

	To set up and start using on-line appointments
	To have up and running by 28th February 2013

	All up and running with 1083 patients registered to use our on-line services. That’s 13% of our practice population

	To advertise our on-line services
	To produce a poster/flyers to publish for when we go live with our on-line appointments

	Posters and flyers around the surgery. Receptionists continue “selling” on-line services to patients

	To update website
	To check and update now and in the foreseeable future, regularly

	Website kept up-to-date with changes being made regularly via our website company. 


Step 6
Publicise actions taken – and subsequent achievement

Practices must publish a Local Patient Participation Report on their website. As a minimum this must include:

a. A description of the profile of the PRG

b. Steps taken to ensure the PRG is representative of the practice’s patients and where this has not been possible evidence of action taken to engage with patients

c. Steps taken to determine and reach agreement on the issues which had priority and were included in the local practice survey

d. Manner in which the practice sought views from their patients and the PRG
e. Steps taken by the practice to provide the opportunity for the PRG to discuss the contents of the action plan

f. Action plan outlining how the proposals will be implemented, or if appropriate, why the proposals can not be implemented
g. Statistical evidence and summary of findings
Please refer to our Practice website for results of this survey: (www.oldfirestationsurgery.co.uk)

In addition, the results are also attached to this report and a hard copy is available from the surgery. Please also refer to section 3 & 4 of this report.

h. Details of actions, including those of NHS England intend to take (in accordance with contractual arrangement) 
i. The opening hours of the practice, methods of access service in core hours
Patients can access our services between our core hours which are every weekday from 8.00am till  6.30pm. Our out of hours service commences from 6.30pm to 8.00am each evening. 
j. Where the practice participates in the Extended Hours Scheme DES, time and days of the weekly sessions provided
These are our operated extended hours sessions 

Dr Gorrod 
Thursday morning 7.30am – 8.00am

Dr Baber
Monday evenings 6.30pm  &
Thursday mornings 7.30am  

Dr Purcell
Monday & Wednesday evenings 6.30pm. One Saturday morning in four 

Dr Keng
Monday & Tuesday evenings 6.30pm

Dr Malone
Monday evenings 6.30pm

Appendix A
Information checklist for local patient participation report
In order to support the assessment of the DES, practices' final report should address all of the elements below
The Old Fire Station Surgery
	Show how the practice demonstrates that the PRG is represented by providing information on the practice profile

	Practice population profile (8386 patients)
	PRG profile (98 members)
	Difference

	Age

	% under 16
	 1657 (19.76%)
	% under 16
	1 (1.02%)
	 -18.76%

	% 17 – 24
	 742 (8.85%)
	% 17 – 24
	 4 (4.08%)
	-4.77%

	% 25 – 34
	 1217 (14.51%)
	% 25 – 34
	 21 (21.43%)
	+6.92%

	% 35 - 44
	 1231 (14.68%)
	% 35 - 44
	 20 (20.41%)
	+5.73%

	% 45 – 54
	 1250 (14.91%)
	% 45 – 54
	14 (14.29%)
	-0.62%

	% 55 – 64
	880 (10.49%)
	% 55 – 64
	 15 (15.31%)
	+4.82%

	% 65 – 74
	 756 (9.02%)
	% 65 – 74
	 13 (13.27%)
	+4.25%

	% 75 – 84
	 454 (5.41%)
	% 75 – 84
	 9 (9.18%)
	+3.77%

	% over 85
	 199 (2.37%)
	% over 85
	 1 (1.02%)
	-1.35%

	

	Ethnicity

	Out of a practice population of 4502
(Patients with ethnicity recorded)
	PRG Profile
98 members
	Difference

	% British Group
	3243 (72.03%)
	% British Group
	80 (81.63%)
	+9.6% 

	% Irish
	 5 (0.11%)
	% Irish
	 
	 -0.11%

	Mixed
	 1105 (24.54%)
	Mixed
	 9 (9.18%)
	 -15.36%

	% White & Black Caribbean
	 17 (0.38%)
	% White & Black Caribbean
	 
	-0.38% 

	% White & Black African
	 4 (0.09%)
	% White & Black African
	
	-0.09% 

	% White & Asian
	6 (0.13%)
	% White & Asian
	
	 -0.13%

	Asian or Asian British
	
	Asian or Asian British
	
	

	% Indian
	 8 (0.18%)
	% Indian
	
	-0.18% 

	% Pakistani
	 4 (0.09%)
	% Pakistani
	
	-0.09% 

	% Nepalese
	
	% Nepalese
	
	

	% Bangladeshi
	 3 (0.07%)
	% Bangladeshi
	
	 -0.07%

	Black or Black British
	
	Black or Black British
	
	

	% Caribbean
	6 (0.13%)
	% Caribbean
	1 (1.02%)
	 +0.89%

	% African
	 21 (0.47%)
	% African
	
	-0.47% 

	Chinese or other ethnic group
	
	Chinese or other ethnic group
	
	

	% Chinese
	 16 (0.36%)
	% Chinese
	1 (1.02%)
	+0.66 %

	% Any other
	 19 (0.42%)
	% Any other
	5 (5.10%)
	 +4.68%

	Polish
	 45 (1.00%)
	Polish
	2 (2.04%)
	 +1.04%

	Gender 

	(8386 patients)
	

(98 members)
	

	% Male
	4239 (50.55%)
	% Male
	39 (39.80%)
	-10.75%

	% Female
	4147 (49.45%)
	% Female
	59 (60.20%)
	+10.75%

	

	Practice Specific Care Groups 

	e.g. learning disabilities, substance misuse, nursing homes, travelling community, faith groups etc.
	
	


Appendix B

Top of Form
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What Next?

Thank-you very much for being a valued member of our patient representative group. We appreciate you spending time completing our surveys. 

All previous surveys have now been 'closed'. Results are all published on our website, www.oldfirestationsurgery.co.uk

May we also welcome any new members into our group, your opinions and views are much appreciated.

We now need to decide on the next area of priority to consider making improvements to at the practice.

Can we thank-you all once again for taking time to complete our surveys. Your time, views and opinions are much appreciated.

Cancel Copy 
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1. Please tick one box to indicate what area you would like the practice to look at next 
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Opening times
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Appointment System
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Appointments not attended
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On-Line services
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Telephone access
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Getting test results on the phone
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General review, premises, staff, parking etc

	Any other suggestions and comments[image: image23.wmf]
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2. In your opinion how often would you say you visit the surgery? 
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Regularly
	[image: image28.wmf][image: image29.png]


Occasionally
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Rarely
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3. Your details 

	Name
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	Sex
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4. Which category below includes your age? 
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under 16
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17 - 24
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25 - 34
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35 - 44
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45 - 54
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55 - 64

[image: image50.wmf][image: image51.png]


65 - 74
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74 - 84
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85 or older






5. What is your ethnic backgroud? 
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Mixed White & Black Caribbean
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Mixed White & Black African
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Mixed White & Black Asian
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Indian
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Pakistani
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Black Caribbean
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Polish

	Other (please specify)[image: image78.wmf]
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Many thanks for taking time to fill in this short questionnaire. We will be in contact shortly with the results and another short survey with regards to the outcome of this.

Many Thanks

Appendix C
‘What next?’ The results

Question 1 Please tick one box to indicate what area you would like the practice to look at next
	 
	Responses

	Opening times
	5

	Appointment system
	6

	Appointments not attended
	10

	On-Line services
	5

	Telephone access
	3

	Getting test results on the phone
	4

	General review, premises, staff, parking etc
	6

	Total
	39
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Question 2
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Your details

	Male
	16

	Female
	23


Age range

	Age range
	Responses
	 

	under 16
	1
	2.56%

	17 - 24
	1
	2.56%

	25 - 34
	1
	2.56%

	35 - 44
	6
	15.38%

	45 - 54
	7
	17.95%

	55 - 64
	6
	15.38%

	65 - 74
	8
	20.51%

	75 - 84
	9
	23.08%

	85 or older
	0
	0

	Total
	39
	 


Ethnic background

All group members that answered this questionnaire were White British.

Additional comments from Question 1
· I appreciate all you do for patients, sometimes in very difficult circumstances. Thank you

· For the environment atmosphere to be equal either side of the electrical controlled door - of the surgery lounge all year round

· I think it would help your parking area if you marked your disabled parking clearly as many times I have seen people park in them so many older people can't park. It needs to be clear on the ground, not just on the wall which they don't take any notice off.

· Parking is an absolute nightmare.

· I would just like to say that my wife and I are very pleased with the service from our surgery and say thank you and a Happy Christmas to you all. 

· Parking by non-patients of the fire station surgery

· Although I appreciate many of your older patients do not have access to a computer or do not wish to use one, I think it would be useful to be able to communicate with the surgery by email as opposed to the telephone... Also I would like to be able to communicate with my GP electronically. 

· I am always extremely happy and always receive the most efficient empathetic and professional medical and admin care from everyone at the Practice. Thank You all sooo much for all your help and care since I have been a patient. 

· I had an evening appointment and was running late. I rang to say I was on way, but the phones went to answer machine saying surgery was closed. I didn't attend!!!! I found out later it was open just they had put the answer machine on as if closed!! Other than this, I love my surgery and wouldn't fault it in any way.

· I think the 2nd and 3rd are closely linked and to a degree the first as well. Similarly the 4th 5th and 6th. Prefer broader surveys.

· I'm always horrified by the amount of missed appointments I see, isn't there some kind of three strikes and you are out type system that could be employed?

· There always seems to be more cars in the car park than people at the surgery

· Repeat prescriptions - each time i have used this i never get all the scripts i ask for. Been a waste of my time - shame, cos it's a really good idea!
· Not directly linked to above, please could there be some flexibility on the one condition, one appointment as two conditions may be interrelated



(See Appendix A for more detailed analysis)
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