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Background:
The Esplanade Surgery continues to be committed to a Patient Participation Group (PPG) for Year 3 2013 to 2014.

Our PPG aims for 2013/14 are:

Maintain the Patient Participation Group consisting of registered patients, continue to promote the PPG and invite new members to join.  In addition to the current PPG members, plan to continue to collect email addresses to create a larger virtual group for future use, with the aim  of increasing representation of some harder to reach groups.
Meet and agree with the PPG which issues are a priority and include these in a local practice survey, as compiled by the group. 
Carry out a survey and collate the findings of the patient survey and any other comments. 

Inform the PPG of the results, with the opportunity for all of the PPG to comment and discuss findings of local practice survey. 

Reach agreement with PPG the action plan; look at changes in provision and manner of delivery of services.

Publish full report on the practice website by 31st March 2014
Seek PPG agreement to implement changes and if needed inform the CCG/ NHS England
Participate in ad-hoc projects as they arise.

Step 1 Develop and describe the profile of all members of the PPG 
The Esplanade PPG has continued to develop in Year 3 of this Program. The current profile of the group is. (See chart on next page)
	Stage one - validate that the patient group is representative

	
	
	
	
	
	
	
	

	Show how the practice demonstrates that the PRG is representative by providing information on the practice profile:

	Practice population profile
	PRG profile

	
	 
	 
	 
	 
	Age
	No 
	% 

	% Under 16
	17%
	% Under 16
	0%

	% 17 - 24
	9%
	% 17 – 24
	0%

	% 25 - 34
	10%
	% 25 – 34
	0%

	% 35 - 44
	13%
	% 35 – 44
	5.2% (1)

	% 45 - 54
	15%
	% 45 – 54
	0%

	% 55 - 64
	13%
	% 55 – 64
	37% (7)

	% 65 - 74
	13%
	% 65 – 74
	52.6% (10)

	% 75 - 85
	8%
	% 75 – 85
	5.2% (1)

	% Over 85
	3%
	% Over 85
	0

	Ethnicity

	White
	 
	White
	5 (21%)

declined  to offer ethnicity 

	% British Group
	71.46%
	% British Group
	79% (14)

	% Irish
	0.26%
	% Irish
	0

	Mixed
	
	Mixed
	0

	% White & Black Caribbean
	0.24%
	% White & Black Caribbean
	0

	% White & Black African
	0.18%
	% White & Black African
	0

	% White & Asian
	0.4%
	% White & Asian
	0

	Asian or Asian British
	
	Asian or Asian British
	

	% Indian
	0.01%
	% Indian
	0

	% Pakistani
	0.02%
	% Pakistani
	0

	% Nepalese
	0
	% Nepalese
	0

	% Bangladeshi
	0.12%
	% Bangladeshi
	0

	Black or Black British
	0.02%
	Black or Black British
	

	% Caribbean
	0.08%
	% Caribbean
	0

	% African
	0.12%
	% African
	0

	Chinese or other ethnic group
	 
	Chinese or other ethnic group
	

	% Chinese
	0.34%
	% Chinese
	0

	% Any Other
	 6.72%
	% Any Other
	0

	 (Approx of ethnicity is not recorded) 

	Gender

	% Male
	49%
	% Male
	6

	% Female
	51%
	% Female
	13


1. What steps did we take to ensure the PPG was representative of our practice patients?

· We continue to advertise in Practice booklet, posters are created and periodically changed by the practice inviting patient participation.
· Advertised in practice waiting room seated area.

· Advertised on the reception desk.

· Advertised at the prescription request counter.

· Word of mouth invitations via team members

· Continued collection of email address from patients wishing to form a virtual reference group as discussed below.
· An annual open forum meeting for any interested parties 
We recognise representation of all patient groups is a challenge. The response has improved and we have increased participation through establishing an email reference group. The PPG feels that this email group is likely to represent a different group of patients that have not previously participated in a PPG that meets face to face. The virtual group is expanding all the time and currently consists of 23 members. These are people who have volunteered and expressed an interest in having a ' say about their practice' through email contact only. This group is currently used to brainstorm ideas and identify priority areas in the practice and feed them to the PPG. They are also invited to comment on survey questions and action plans proposed.
The current email reference group profile we have at the moment consists of: 
  23 members. 
 Male = 35% 
Female =65%
	% Under 16         
	0

	% 17 – 24
	4%

	% 25 – 34
	17%

	% 35 – 44
	13%

	% 45 – 54
	9%

	% 55 – 64
	9%

	% 65 – 74
	35%

	% 75 – 85
	4%

	% Over 85
	9%


Ethnicity = 78.2%White British (18)



      17.3% Declined to give ethnicity (4)


      4.3% African (1)

Open Meeting 
On the 26th September 2013 we held an open meeting following a renewed advertising campaign in July and August 2013, to attract new members. The meeting had been identified by the group as a good way to try and attract new members and perhaps hard to reach groups. The aim of the meeting was to promote the PPG and inform the new members of the role of the PPG.  The action plan of March 2013 was also discussed with regards to what had been achieved and not achieved. 
 Difficulties are still experienced in attracting the hard to reach groups and this was highlighted in year 1and year 2.  We are aware after discussion with other practices and the PPG that there were already organisations and groups e.g. Link, local council etc that have better access to these groups and were best placed to facilitate future discussions.

In agreement with the CCG, practices were able to concentrate on patients that expressed an interest in participating in the PPG, regardless of demographics. The hard to reach groups will fall under the wider remit of the CCG during future consultation exercises. However the Esplanade PPG feels this area is being addressed to some degree by the establishment of a virtual reference group.
Since we have started the PPG in 2011, the group has consisted of members representing the groups listed below

Active hard to reach middle aged patients

Asthma

Diabetes

COPD

Hypertension

Carers

Disabled

Dementia

Fibromyalgia
Homeless

The Elderly

Mental Health 

Young mums

Pregnant woman 

Young Families 
Hard of hearing 
CKD 

This list is an example of the areas that members, who have attended the PPG over the last three years, have expressed that they feel these are the groups they represent.  After discussions within the group, and for reasons of confidentiality, it was recognised that specific break down of proportional representation would not currently be quoted.
We will continue to promote the PPG to attract new members. 
Meeting attendance in Year 3
All those that expressed a continued interest in our PPG were invited to attend by letter or email. New members were invited by letter or email. 
For each meeting all interested PPG patients are reminded by and letter of meeting dates. We also continue to invite patients if they expressed an interest in attending but had not yet replied to any initial invitations, or so far had not been able to attend.

Email addresses are continued to be collected for the virtual group
Open meeting 26th September 2013 – The meeting was attended by existing PPG members from year 1and 2 also 2 new members expressing an interest as well as Dr Fox and Janice George PM. 3 apologies were received, 5 members attended.
Meeting 6th November 2013 – to discuss survey plans and create questions. 

Letters and emails were sent out to PPG members of the group and the virtual group before the meeting to collect ideas to be included in the discussion for creating the new survey. All GPs and staff of the esplanade also contributed.
Ideas and topic suggestions fed back were regarding Phlebotomy service, appointments, the website, obesity, alcohol misuse, linking to other services, collaborative working, surgery relocation, minor ailment drop in service, parent craft classes, contraceptive advice etc.  

In attendance were Dr Fox, Janice George PM, and 6 Members with apologies from 2 members unable to attend. Ideas received from the virtual group, absent PPG members who could not attend, GPs and staff at the Esplanade surgery, were all included in the discussion. Draft survey questions discussed and agreed.
The final survey questions were put into a survey format and sent out to the PPG group and the virtual PPG group for comment in November. This was done by email and post with the minimum of a week to respond. The PPG group were happy with the survey. 
The survey ran from Mon 2nd December to Tues 31st December 2013 

In January 2014 the results of the survey were compiled into a draft report ready for the meeting to be held on the 11th February 2014. The Survey results were emailed to all members prior to this meeting.

All interested PPG patients are reminded by email and letter of the meeting dates.  We also continue to invite patients if they expressed an interest in attending but had not yet replied to any initial invitations, or so far not been able to attend the meetings. 

Meeting 11thFebruary 2014. To discuss survey results. The meeting was attended by 4 members with 5 apologies due to illness and extreme weather conditions, Dr Fox and the PM. Those members who were absent expressed their own feedback prior to the meeting for consideration.  The draft action plan was collated using comments from the absent members, those present at the meeting and the email reference group.  This action plan was then sent out to all PPG members, the virtual reference group and to the staff and partners of the surgery with two weeks to respond to the action plan before it was finalised.
The PPG group and the virtual group will be notified when the report is on the website

We will continue to promote the PPG via the waiting room with notices and leaflets, newsletters, face to face etc with future annual open evenings to attract new members to the group. 
Step 2 What steps did we take to reach agreement on issues which had priority and were to be included in the local practice survey?

· A meeting was held on the 6th November 2013 – attended by PPG members. (as described above)
· Reminder emails and letters were sent to members ahead of the meeting

· We also contacted our virtual email group in October to ask for suggestions for priorities areas for the survey. Some response was received. All suggestions that were received were added to the discussion at the meeting. 
· Staff were included and contributed to identify priority areas.

· GPS from the esplanade also contributed ideas, identifying areas that may have arisen through complaints or discussion of locally raised potential service developments.

· At the meeting a variety of areas were discussed.  
They included: 
The Phlebotomy service.
On line service access  

The current Esplanade Website
A drop in clinic for minor ailments

Working together collaboratively to provide joined up services

How do we ease the demand for appointments?
Home visits 
Step 3: Collate patient views through use of a survey.
During the meeting on the 6th November 2013 with the PPG a draft survey was formulated by the group, to consist of 10 questions that the PPG thought were priority areas. The final survey questions were approved by the group via email and post by the end of November 2013. (as discussed above) The GP partners were also made aware of the survey.
The finalised survey was distributed to the PPG members and made available for the patients to complete during the month of December from the 3rd to the 31st.  
-------------------------------------------------------------------

Survey Questions:
Q1. Which of the following methods would you prefer to book your appointment at your surgery?
Q2. If you wanted to see a GP on the same day for an emergency / urgent appointment and an appointment was not available at the Esplanade surgery, would you consider being seen at any of the following?
Q3. Beacon in Newport currently offers a sit and wait on the day GP appointment service. If the Ryde practices e.g. Esplanade, Tower House, Argyll House and Garfield Road were to work together, to provide urgent daily sit and wait appointments, would you consider attending these if you needed to?
Q4. Do you suffer a long term medical Condition?
Q5. If you have a long term medical condition and require medical advice on the day, would you be happy to discuss your problems with a GP from another practice who had access to your medical records?
Q6. Have you ever had a health issue that you wanted to get medical advice on but did not want to bother the GP?
Q7. If you answered yes to the last question would you have considered coming to a designated health concerns clinic?
Q8. Have you ever needed a home visit by the GP?
Q9. If you required an urgent home visit on the same day, would you accept this being carried out by a GP from one of the other Ryde surgeries who had full access to your medical record?
Q10. Are you aware the Esplanade Surgery has its own website?
Q11. How do you rate the practice website?
Q12. Do you feel it is important to improve the website?
Q13. Do you have a comment on what areas should be covered on our website?
Q14. Have you ever used the Blood test service (Phlebotomy) in Ryde or at St Mary’s Hospital?
Q15. If you have used the service, which of theses areas is important to you?
Q16. Do you have any other comment or suggestions for services you would like to make about the Esplanade Surgery?


-----------------------------------------------------------------------------------




Step 3: Collate patient views through use of a survey continued:  
In agreement with our PPG the survey was circulated via:

1. Email to the patients we had an email address for. 

2. Direct to patients presenting in surgery available at Reception Desk 
3. Sent by post 

For the third year running we selected at random the patients to send surveys to who were on the disease registers, to include Asthma, COPD, dementia, depression, diabetes, hypertension, patients with learning difficulties, patients who had not been into the surgery in the last 3 to 6 months, and the housebound. We also had the surveys available in the under 25s drop in clinic held on a Wednesday afternoon. An addressed envelope was enclosed. Emailed survey returns were collected from the surgery email post box by the practice manager, and a box in the waiting room was made available for patients to put their completed surveys into as well.  We did not email out quite as many of the surveys this year due to the poor response rate from emails last year. 
We ran the survey from 2nd Dec – 31st December 2013.

From a total of 600 surveys 50 surveys were emailed to patients 8.3%

150 posted to patients 25% and 400 were put on the reception desk 66.6%

Of the 600 surveys (100%) 566 were returned. (94%)  

By email, post, and the reception survey box in waiting room.

All results were input into an Excel spreadsheet. 

 S
2013 SURVEY RESULTS 

As with all surveys we ask the age and ethnicity of all patients who fill in the survey.  Most are very good and answer these questions some patients prefer not to. 

See below the results:

Gender 

 Male



Female 

 not recorded

224 (39.5%)


330 (58.3%)

     12 (2.1%)

Age 

Under 18 

18 – 24


25 - 34


35 – 44

 11(1.94%)

35(6.18%)


51 (9.01%)

68 (12%)

45 – 54

55 – 64


65 – 74

75yrs + 

93 (16.43%) 

95 (16.78%)


124 (21.9%)

87 (15.3%)     

Age not recorded 

2 (0.37%)

Ethnicity 

White British 510 (90.01%)
 Black or black Asian 2 (0.35%)     Asian or Asian British 4 (0.7%)

Mixed 3 (0.5%)

  Chinese 1 (0.17%)


Other ethnic group 5 (0.88%)

Declined to answer 41 (7.24%)

The 2013 Survey 

ACCESS & APPOINTMENTS    (please tick or circle your answer from the choices given)               

1. Which of the following methods would you prefer to book your appointment at your surgery?

In person (90) 15.9%

Telephone (467) 82.5%

On line (74) 13.1% 

65 patients 11% of patients ticked one or more method

2. If you wanted to see a GP on the same day for an emergency / urgent appointment and an appointment was not available at the Esplanade surgery, would you consider being seen at any of the following?

(You may tick more than one.)

Beacon walk in Centre in Newport (248) 43.8%
One of the other surgeries in Ryde:

Tower House, Argyll House or Garfield Road (297) 52.4%


None of the above (100) 17.6%

79 pts 13.9% selected more than one option

Any Comment:  
	Question 2 comments: 

36% of patients commented that they were really happy with the Esplanade surgery and would rather wait to be seen by their own GP.
18% of patient comments said they would use the Beacon centre, although it would be along wait to be seen and was useful at weekends. 
18% of patients said it would have to be an emergency to go to Beacon or another surgery and would prefer to be seen in Ryde
3.6% would only be seen elsewhere providing their medical record was accessible.
The remaining 25% of comments was made up of 

Some patients would not want to visit one of the surgeries named.

Transport to the Beacon centre would be a problem.

They lived within walking distance and were too old to walk to another surgery.

They were concerned that who they saw would not know them.  

More than one patient acknowledged that if it was serious they would be seen anywhere anytime as long as it was to see a GP.




3. Beacon in Newport currently offers a sit and wait on the day GP appointment service.  If the Ryde practices e.g. Esplanade, Tower House, Argyll House and Garfield Road were to work together, to provide urgent daily sit and wait appointments, would you consider attending these if you needed to?

Yes (362) 63.95%
No   (62) 10.95%
Maybe   (125) 22.08% 



(17) 3 % of patients surveyed did not answer this question

Patient Health 

4. Do you suffer a long term medical Condition?

Yes (302) 53.3%  


No (244) 43.1%

(20) 3.5% patients surveyed did not answer this question



5. If you have a long term medical condition and require medical advice on the day, would you be happy to discuss your problems with a GP from another practice who had access to your medical records?

Yes (317) 56%


No (94) 16.6%

(155) 27.3% patients surveyed did not answer this question 

6. Have you ever had a health issue that you wanted to get medical advice on but did not want to bother the GP? 

Yes (256) 45%

No (293) 52%
(17) 3% patients surveyed did not answer this question
7. If you answered yes to the last question would you have considered coming to a designated health concerns clinic?

Yes (203)79%


No (53) 21%
Home Visits 
8. Have you ever needed a home visit by the GP?

Yes (234) 41.3%



No (315) 55.6%

(17) 3% of patients surveyed did not answer this question
9. If you required an urgent home visit on the same day, would you accept this being carried out by a GP from one of the other Ryde surgeries who had full access to your medical record?









Yes (461) 81.4%

No (53) 9.3%
(52) 9.1% of patients surveyed did not answer this question

	Question 9 Comments

33% of the 39 patients commented that they would prefer to wait to see own GP or it would have to be a real emergency and they might consider seeing someone else.
51% of the 39 patients thought it was a good idea, and would accept a visit from another GP not of this practice if it was urgent or an emergency, with some access to their record. 
The remaining 16% of comments revealed some were concerned about confidentiality and other surgeries having access to their records they would prefer it if they did not have access.  

Some would prefer not be visited by GPs from one particular surgery

Patients generally indicated they would be happy  to be seen by a GP from another practice as long as they were  given the correct treatment  




Surgery Website  www.theesplanadesurgery.co.uk
10. Are you aware the Esplanade Surgery has its own website?

Yes   (282)49.8%                                               No (263) 46.6%

(21) 3.7% of patients surveyed did not answer this question
  11. How do you rate the practice website?

Excellent (48)8.48%         Good (89) 15.7%      Satisfactory (31)5.4%   (29.58% overall)

Poor (5) 0.8%                   Never used it (265) 46.8%

(128) 22.6% of patients surveyed did not answer this question                                                                                                                             

12. Do you feel it is important to improve the website?

Yes (94) 16.6%                 No (109) 19.3% 

64% of patients surveyed did not answer this question                                                                                                                             

13. Do you have a comment on what areas should be covered on our website?

	Q13 Comments

27.9% of the patients comments said that either they did not have a computer, or access to the internet or knew what a website was.
37% said they would like to be able to book appointments on line, get more information, email or Skype GPs, or have access to their records.
16% thought it was a good idea to update the website to keep info new 
The remaining 19.1% comments were varied to include

Why change it?  Is it broken?  

I have never needed to use it.


(Phlebotomy)Blood Test Service. 

14. Have you ever used the Blood test service (Phlebotomy service) in Ryde or at  

St Mary’s Hospital? 

Yes 
(497)87.8%


No (53) 9.36%

(16)2.8% of patients surveyed did not answer this question                                                                                                                             

15. If you have used the service, which of theses areas is important to you? 

Please indicate in order of importance, using 1 – 5 (circle or tick your answer)

(1) Being most important (2) very important (3) important (4) least important (5) not important 

 Ease of parking   4                                                                     


Access by public transport    5          

Waiting times     1                             

Ability to make an appointment 3    

Opening times    2                             

 The three top answers were waiting times, opening times and ability to make apt 

Other (please state any other reason) 

	Comments on Blood service at Ryde or Newport

32% of patients commented on the slow service and the long wait for the blood test.
24% Did not like it that they close at lunch time, and want longer opening hours 
17% would like to be able to make and appointments, 
15% are happy with the service at Ryde 

Lack of parking is an issue, some walk there if they are able to prevent the hunt for a car parking space or take public transport 

Seats are to close together

Would like the surgery to provide the service 

Why do all the retired people go at 07.30 am to have a blood test?


16. Do you have any other comment or suggestions for services you would like to make about the Esplanade Surgery? 
	There were 101 comments

The patient satisfaction of the service delivered by all the GPs and staff of the Esplanade surgery again featured very highly. 

72% of comments remarked on the excellent service and the GPs and staff of the surgery 
12% of patients commented that they often have to see another GP because their preferred GP was not available.
7% of comments want a blood test service in the surgery. 
Could we improve waiting times and appointment access for some of the GPs?  




Step 4 Provide PRG with opportunity to discuss survey findings and reach agreement on changes to services. 

All the results were collated and put into an excel spreadsheet, to count the results and work out the percentage rate etc.  All the free text comments were also recorded.

When complete, the results were circulated in a draft report to the PPG and the virtual reference group for review and comment, by email and post, with an invite to a meeting in February 2014 to discuss the results or to forward their comments if they could not attend.  
The survey results review and discussions took place at the PPG meeting held on the 
12th February 2014, at this meeting the draft action plan was produced.   

The following points were raised:
Promote the On-line access for appointments and prescription requests

Support local collaborative working for some services, to include Phlebotomy service, emergency appointments and home visits.
Look at Access

Speak to the partners about a possible designated service for minor health ailments.
Review The Esplanade Website with possibly looking to a new provider.

Promote the website more.  

Step 5:   Action Plan  
As a result of the meeting held on the 11th February 2014 we produced a draft action plan of points to consider and act upon. The draft plan was completed by 7th March by the PRG members that were present at the meeting in February. The draft Action Plan was then emailed or posted to all of the PPG and virtual reference group members, all the staff and partners of the surgery. 

They had up to 2 weeks to respond. No further input was made after this time and the action plan was finalised.   
	Date
	Survey/PRG opinion on

Existing Area
	ACTION PLAN 2014
Change or  Amendment
	Persons responsible
	Date for completion or review

	Dec 13 


	Patients were asked how they preferred to book appointments. 

The majority prefer by phone. 

On line access was the second preference. 

 
	1. Promote the new Vision on Line facility now available to the patients as of January 2014.  

2. Advertise and continue to monitor the uptake and the provision of on line appointments.   
	PM 

Reception staff 

	Summer 14

On going appointment review.  

	Dec 13 


	 Patients were asked if they would be willing to be seen as an emergency patient elsewhere other than their own surgery.

Patients indicated they would be happy to be seen in another surgery in the Ryde locality area rather than travel to Newport. At present  there is no arrangement in place with other local surgeries to be able to see another surgeries patients    

	1. The surgery will support future collaborative access plans for this locality.

2. See how IT could securely access the medical records for emergency care. 

3. Continue to improve on the provision of locally accessible same day appointments.


	All partners 

PM 
 
	March 2015

March 2015  

	Dec 13 


	Those patients with long term medical conditions (correlates with predicted high users of GP services) indicated that the majority would be happy to be seen by a GP from another practice for a same day urgent appointment.  
	1. This reinforces the higher user patient groups would be happy to support collaborative working as a locality.

2. Continue to work with IT on phased access to medical records.

3.  Continue to improve on the   provision of locally accessible same day appointments.


	The Partners  
	March 2015

	Dec 13 


	Patients were asked would they be willing to receive an emergency home visit from a GP from another surgery. The majority indicated that they would accept this. 


	1. This reinforces patients would be happy to support collaborative working as a locality.

2. Continue to work with IT on     phased access to medical records.


	The Partners 


	March 2015



	Dec 13 
	Patients asked if they would attend a designated clinic for a health issue they did not want to see the GP about.  

We currently do not have a designated clinic available.


	1. Topic to be discussed at partnership level re provision of this service.

2.Consider the options of 

Nurse led/GP led clinics.                                                                                  
	Partners 

Nursing Team 

 PM  


	March 2015 



	Dec 13
	Surgery website, despite surgery booklet, waiting room notices and newsletter publication, patients still seem to be unaware of the website existence.  Those that are aware feel it should be updated or improved.  


	1. Long term plan to upgrade and improve the website.  
2. Consider new provider. 
3. Promote the website more in the surgery, also via email. 

4. The email address would be listed on letters sent out to the patient. 
	Partners

Assistant PM

Secretaries 
	March 2015

	Dec 13
	The current local phlebotomy service was surveyed. Patients identified waiting times, opening hours and the need to be able to book an appointment were their top priorities.  
	1. The phlebotomy service and the patient comments will be shared with locality GPs in meetings in support of collaborative working.

2. The results on Phlebotomy service will be fed back to the North East locality and the CCG 


	Partners and the locality GP representative.
	Review 

Summer 2014


Practice Opening Hours. 

For access to all healthcare professionals the opening hours of the practice are as follows:-

Monday 08.30 – 18.30

Tuesday 08.30 – 18.30

Wednesday 08.30 – 18.30

Thursday 08.30 – 18.30

Friday 08.30 – 18.30

The telephone for emergency calls are taken from 08.00 – 08.30 until the main system goes over at 08.30.  

We also do extended hours of 2 Saturdays per month 8.00 – 11.50 and alternate Mon evening and Wed evenings – 18.30 - 19.50 for patient access to a GP. 
Step 6 Publish onto Website by 31st March 2014

End of report for 2013/14
Appendix 1 

Below is a review of the action plan for 2012/13

 ACTION PLAN of 2012/13 
	Date
	Survey/PRG opinion on

Existing Area
	Change or  Amendment
	Persons responsible
	Date for completion or review
	In process
	Completed

	Dec 12 


	The survey result was split on the provision of a screen for the reception desk but did agree 2 things. 
That the decision would be further discussed at partnership level.

It was recognised that it was part of a bigger picture in the redesign of the reception area as a whole.  
	1. Discuss at partnership level 

2. Look at the possible upgrade and re design of the reception and waiting area, with a phased approach. 

3. Consult Builders/ tenders for design recommendation and costs etc. 

4. Seek funding 

5. Overall review


	Dr Fox 

Partners

PM

Partners and PM
	Feb 2013

 Aug 2013

Aug 2013

Feb 2014 

March 2014


	On going – the partnership is continuing to look at the re-design of reception. Some areas have been upgraded including new covered seating and wall decoration. 

The relocation of stored paper notes, has released further space to be considered in future plans. The overall re-design of the reception area, is an ongoing project. 

On going

	FEB 2013

Walls painted +

New seat covers

NOV 13

	Dec 12 


	 Majority of the survey opinion suggested the new telephone system was a success.

Very few indicated service not so good.
	 1. Maintain and monitor the current telephone system.
	PM

 
	March 2014
	This has been looked at further in the 2013/14 survey, with the addition of looking at online access.
	Completed

Nov 2013 



	Dec 12 

Dec 12 
	Survey opinion suggested in favour of current access pathways, and method of booking appointments. 

Survey opinion suggested some nursing appointment provision could be improved. 

Overall survey opinion is very satisfied or satisfied at the service provision. 
	1. Due to the importance of this area of Access, Dr Fox wants to discuss this at Partnership level in a specific meeting allocated to discuss access and appointment availability.

2. Continue to monitor access and availability to keep up to date with changes in demand.

3. To be discussed at partnership level in the above specific access & appoints meeting.

4. Maintain current nursing access and services, but to monitor and see if any areas should be increased in addition to the specialised clinics, after the partners meeting . 

5. GPs to continue in the manner and current ethos in which they are currently doing, to continue periodic review.
	Partners

Nurses

PM

Partners

Nurses

PM

Partners

PM
	March 2013

March 2014

March 2014
	Reviewed and 

on going 

Reviewed and 

on going 

We have developed this further, with possible provision of a minor ailment clinic and collaborative working. Access and provision of services were analysed further in the PPG survey of 2013/14. Specific areas reviewed, included providing services in the form of locally collaborative GP working, for emergency appointments and home visits.  The provision of a specific clinic such as a minor illness/ailment clinic was also surveyed.     

On going 
	Completed

March 2013 

Complete 



	Dec
12
	Survey opinion was divided on the awareness of the services available to the patient, to include ability to cancel an appointment at any time via automated service. Specialised clinics available , surgery website, email request for prescription service etc. 
	1. To increase the awareness to the patients of the services offered- through more effective advertising using visual advertisement, in the practice eg leaflets, banners, notices, increase newsletter publicity.

2. Continue to collate email addresses of patients and to continually move forwards using the internet, text messaging service as another form of communication   with the patients. 
3. Review and update the website.

4. Redesign the newsletter.


	Partners 
PM

PM

Reception 

Admin

Partners

PM
	March 2014

March 2014

March 2014


	On going
The website has not yet been redesigned but the practice continues to keep this on its agenda.

	Complete
Complete
We continue to collect email addresses.

 








