CARITAS GP PARTNERSHIP
KEY OBJECTIVES 
In April 2011, GP Practices were encouraged to set up a Patient Representative Group through the Patient Participation Enhanced Service. The purpose of this Enhanced Service is to ensure that patients are involved in decisions about the range and quality of services provided and, over time, commissioned by their practice. It aims to encourage and reward GP Practices for routinely asking for and acting on the views of their patients. This includes patients being involved in decisions that lead to changes to the services their practice provides or commissions, either directly or in its capacity as gatekeeper to other services. The Enhanced Service aims to promote the proactive engagement of patients through the use of effective Patient Reference Groups (PRGs) and to seek views from practice patients through the use of a local practice survey. The outcomes of the engagement and the views of patients are to be published on the practice website. 
ESTABLISHING A PRG AT CARITAS GP PARTNERSHIP 
The management of Caritas GP Partnership is carried out jointly by the Partners and the Business Manager, Tanya Humphreys. However, patients are registered with one Practice and each Practice operates a different appointment system, e.g. Dial House Medical Centre offers an open surgery every morning, whereas Ellesmere Medical Centre has a triage system in place to deal with any urgent queries. Furthermore, the Practices are placed in different areas of Stockport so their Practice population is also considerably different. 
After much consideration, in April 2011, it was decided that separating the responses from patients at each Practice would allow us to identify differences in patient satisfaction between the two Practices and would enable us to focus on issues that were specific to each Practice. Therefore, we effectively set up and ran a PRG for each Practice. This proved to be very successful in 2011/2012 and 2012/2013 and so we carried it through to 2013/2014. Interestingly, the members of both PRGs chose once again to focus on the same 5 areas for the local patient survey; therefore, we used the same questionnaire across both Practices. The format used to analyse and report on the findings of each PRG is the same; the main differences are in the actions plans (see below).  To ensure credibility of our local practice survey we engaged with the PRG to establish the focus of our questionnaire, which we then made available on our websites and in our waiting rooms.  This process provided access to the questionnaire for all of our patients.  The answers were then carefully input into our practice websites which then provided us with the raw data enabling us to produce the pie charts shown in the report.
This is the 2013/2014 Patient Representative Group Report for Caritas GP Partnership, which summarises the development and outcomes of the PRGs at Dial House Medical Centre and Ellesmere Medical Centre. 
The following section focuses on Ellesmere Medical Centre. All the information regarding Dial House Medical Centre can be found further down in this report. 
This is the 2013/2014 Patient Representative Group Report for Caritas GP Partnership.

Caritas GP Partnership includes Dial House Medical Centre and Ellesmere Medical Centre.
We conducted our survey across both practices and have produced individual reports, which we have combined and are shown below.

CARITAS GP PARTNERSHIP 
(ELLESMERE MEDICAL CENTRE)
Patient Representative Group (PRG) Report

This report summarises the development and outcomes of Ellesmere Medical Centre’s PRG (2013/14)
On-going promotion of our PRG

To build on last year’s creation of our PRG, we have continued to recruit members.  This has been achieved by attaching membership forms to new patient registration forms and placing these forms on our front reception desk for existing patients. As a result of this ongoing promotion, we have recruited 5 new members, bringing our total to 70.  From this figure we have 2 who expressed a preference for a face to face meeting, 59 that preferred a virtual group and 9 who stated no preference.
As new members joined the PRG, we added their details to our PRG database. We monitored how representative our group was on a monthly basis and accordingly with our findings, we targeted the groups that had low or no representation, ie men and young people, via reception, opportunistically asking these groups if they would be interested in joining the PRG.  We also telephoned younger patients asking if they would be interested in joining the group.  To date we have recruited 2 young patients. 

Profile
The graphs below show the age, sex and ethnicity profile of our PRG compared to our Practice population.


AGE PROFILE
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The above chart shows that the PRG distribution is fairly consistent with our Practice population in some age ranges. Nonetheless, the percentage of PRG members in the 17-24 age range is slightly below our expectations; however we are pleased to note that this has increased since last year.  We realise that this age group are less likely to come into the practice regularly and are therefore, harder to engage.  We will continue to focus on this category with a view to increase their representation.


PRG BREAKDOWN

	Age & Sex breakdown
	Male
	Female

	Under 16 -
	0
	0

	17 – 24    - 
	0
	2

	25 – 34    -
	0
	3

	35 – 44    - 
	4
	8

	45 – 54    - 
	9
	4

	55 – 64    - 
	8
	15

	65 – 74    - 
	5
	9

	75 – 84    - 
	3
	0

	Over 84   - 
	0
	0



COMPARATIVE SEX PROFILE
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The male/female ratio of our Practice population is even. However, the male representation in our PRG is significantly below the female representation. We identified this as an issue shortly after we started recruiting members and even though we proactively targeted male patients, the female representation is still predominant. We will continue to encourage male patients to join our Group.

The data we hold on ethnicity is incomplete and cannot be used for comparison purposes. The chart below shows that most of our PRG members are white British (91%), which we believe to be a fair representation of our practice population.  

ETHNICITY PROFILE
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Following on from last year, where we identified carers as a hard to reach group and recruited 5 patients, we contacted this cohort to ensure that they were still happy to remain members of the PRG and got a positive response from all.  We also again looked at our list of patients coded as carers and contacted a number from this list.  A number of patients expressed an interest in joining the PRG and application forms were sent out.   This year we also targeted patients who are resident at our local drug and alcohol treatment centre.  These patients are a hard to reach group because they are often new to the area and due to their problems are difficult to engage.  A search was performed to identify these patients.  We then contacted the support worker at the treatment centre and explained the PRG concept to him and asked if he would be willing to act as an intermediary between the residents and the practice.  He agreed to this so we sent him a PRG application form, which included a sentence giving consent for him to act as the patient’s representative.  To date we have yet to recruit anyone from this group. 
1. Practice survey
We contacted all our PRG members, either via email or by letter, with a list of proposed survey options, asking them to choose 5 subjects from a possible 11 on which to survey our patients (see below).


[image: image4.emf]PRG proposed  survey options


The 5 most popular choices were: waiting times, telephone answering and access, patient information, opening times and on-line prescription ordering.  We, therefore, created a comprehensive questionnaire based on these subjects, having also consulted the National Patient Survey, as it is a well recognised survey tool.  This questionnaire was then sent out to the PRG members, asking for input on any amendments/additions.

[image: image5.emf]PRG questionnaire


Once we had received feedback from our PRG members we made the questionnaire available both at the Practice and on our website.  The questionnaires were handed out to patients during surgery.  A total of 250 questionnaires were handed out during clinic sessions.

In total, we received 203 completed questionnaires.

On receipt of the completed questionnaires we analysed the data and produced a report with the results, which included an easy to follow pie chart formula.  This was sent out to our PRG members, giving them the opportunity for comment and to give their opinions on how we should move forward with this information. It is important to note that our survey did not point to the desire for significant change in any of the services we provide, or the way in which services are provides. 
The embedded document below contains full details of all questions included in our survey and is the document that was forwarded to our PRG members:


[image: image6.emf]Survey results


All feedback was positive with no disagreements.  We also encouraged patients to provide us with feedback by completing a form and placing it in our suggestion box, which is checked by Tracy Johnstone (Assistant Practice Manager) on a weekly basis.  This has so far not proven to be very successful and it is rarely used by our patients.  However we will continue to advertise it.

We then wrote the following action plan, which also informed members on how our actions from last year had been implemented:


[image: image7.emf]Action plan


Finally, we sent it to all our PRG members asking them to comment and make suggestions on the following proposed actions. Once again, all feedback was positive with no disagreements. Therefore, because there have been no changes which impact on contractual arrangements there has been no need to inform NHS England.
Waiting times

These results will be discussed with the clinical team at our next Training and Development session to find out if there is something that can be done to reduce waiting times. It is important to note, however, that all our doctors strive to run their clinics on time and that when they run late, it is often due to the fact that they may have had to either deal with an emergency or spend more time than the allocated ten minute slot with a patient.

Telephone answering and access
We are aware that during busy times patients sometimes may have to wait a while for the telephone to be answered.  Our new arrival screen is up and running therefore freeing up receptionists time.  We also endeavour to reduce our receptionists’ work load to enable them more time for answering calls.

All of our dedicated nursing team have been advised to pass on information during a blood test appointment to the patient of how they can obtain their results after 2pm.  We will also continue to advertise this in the waiting room and on our website.

On line prescription ordering
These figures have dropped from last year which tells us that our advertising campaign for this service has worked.  We will continue to advertise not only in our waiting room and on our website but we will add this information to our prescriptions for all patients to see.

Patient information
These results are very positive and will be passed on to our reception team.

Opening hours

This service has been advertised on posters around the waiting room in the past.  We have decided to dedicate a notice board specifically for advertising our early mornings and Saturday clinics.  We are also going to place it in a prominent position on our website and practice booklet.
Feedback

The feedback we received was very positive and some PRG members congratulated us on the positive survey results. There was no disagreement and there are no contractual considerations to the agreed actions.

The report is now available on our website www.ellesmeremedicalcentre.co.uk and there are 2 hard copies available for our patients to read in our waiting room.

Practice opening hours

Monday 



8.00am - 6pm

Tuesday 



7.00am - 6pm

Wednesday



8.00am - 6pm

Thursday 



7.00am - 6pm

Friday 



8.00am - 6pm

One Saturday per month 

9.00am – 12pm
Appointments may be booked in person, online or by telephone.

The surgery is open on Tuesdays and Thursdays from 7am to 8am for patients who work. Both Dr Webster and Dr McGuigan are available at that time as well as a Practice Nurse and a Health Care Assistant on a Thursday.
Either Dr Webster or Dr McGuigan is available between 9am and 12pm one Saturday every month.

CARITAS GP PARTNERSHIP 
(DIAL HOUSE MEDICAL CENTRE)
Patient Representative Group (PRG) Report

This report summarises the development and outcomes of Dial House Medical Centre’s PRG (2013/14)
On-going promotion of our PRG

To build on last year’s creation of our PRG, we have continued to recruit members.  This has been achieved by attaching membership forms to new patient registration forms and placing these forms on our front reception desk for existing patients. As a result of this ongoing promotion, we have recruited 7 new members, bringing our total to 147.  From this figure we have 20 who expressed a preference for a face to face meeting, 96 that preferred a virtual group and 35 who stated no preference, but gave us their email addresses.  We decided, because the vast majority of members stated that they would like to take part in a virtual group, that this would be the format we would adopt for our PRG. 
As new members joined the PRG, we added their details to our PRG database. We monitored how representative our group was on a monthly basis and accordingly with our findings, we targeted the groups (i.e. men and young people) that had low or no representation via reception, opportunistically asking these groups if they would be interested in joining the PRG.   We also telephoned younger patients asking if they would be interested, but we did not get a good response from this exercise.

Profile
The graphs below show the age, sex and ethnicity profile of our PRG compared to our Practice population.


AGE PROFILE
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The above chart shows that the PRG distribution is fairly consistent with our Practice population. Nonetheless, the percentage of PRG members in the 17-24 age range is again slightly below our expectations.  We note that this has remained the same since last despite efforts to increase interest in this age group. We realise that this age group are less likely to come into the practice regularly and are, therefore, harder to engage. We will continue to focus on this category with a view to increase their representation.


PRG BREAKDOWN

	Age & Sex breakdown
	Male
	Female

	Under 16 -
	0
	0

	17 – 24    - 
	4
	16

	25 – 34    -
	4
	16

	35 - 44    -
	4
	14

	45 - 54    -
	10
	11

	55 - 64    -
	10
	18

	75 - 84    -
	7
	9

	Over 84
	0
	2



COMPARATIVE SEX PROFILE
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The male/female ratio of our Practice population is even. However, the male representation in our PRG is significantly below the female representation. We identified this as an issue shortly after we started recruiting members and even though we proactively targeted male patients, the female representation is still predominant. We will continue to encourage male patients to join our Group.

The data we hold on ethnicity is incomplete and cannot be used for comparison purposes. The chart below shows that most of our PRG members are white British (94.28%), which we believe to be a fair representation of our practice population.  
ETHNICITY PROFILE
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Following on from last year, where we identified carers as a hard to reach group and recruited 16 patients, we contacted this cohort to ensure that they were still happy to remain members of the PRG and got a positive response from all. We also again looked at our list of patients coded as carers and contacted a number from this list.  Four patients expressed an interest in joining the PRG and application forms were sent out.  This year we also targeted patients who are resident at our local drug and alcohol treatment centre.  These patients are a hard to reach group because they are often new to the area and because of their problems are difficult to engage.  A search was performed to identify these patients.  We then contacted the support worker at the treatment centre and explained the PRG concept to him and asked if he would be will to act as an intermediary between the residents and the practice.  He agreed to this so we sent him a PRG application form, which included a sentence giving consent for him to act as the patient’s representative.  From this exercise we recruited 1 new member from this hard to reach group.
2. Practice survey
We contacted all our PRG members, either via email or by letter, with a list of proposed survey options, asking them to choose 5 subjects from a possible 11 on which to survey our patients (see below).


[image: image10.emf]PRG proposed  survey options


The 5 most popular choices were: waiting times, telephone answering and access, on-line prescription ordering, patient information and opening hours.  We, therefore, created a comprehensive questionnaire based on these subjects, having also consulted the National Patient Survey, as it is a well recognised survey tool.  This questionnaire was then sent out to the PRG members, asking for input on any amendments/additions.

[image: image11.emf]PRG questionnaire


Once we had received feedback from our PRG members we made the questionnaire available both at the Practice and on our website.  The questionnaires were handed out to patients during open surgery.  A total of 200 questionnaires were handed out during clinic sessions.

In total, we received 183 completed questionnaires.

On receipt of the completed questionnaires we analysed the data and produced a report with the results, which included an easy to follow pie chart formula.  This was sent out to our PRG members, giving them the opportunity for comment and to give their opinions on how we should move forward with this information. . It is important to note that our survey did not point to the desire for significant change in any of the services we provide, or the way in which services are provides. 
The embedded document below contains full details of all questions included in our survey and this is the document that was forwarded to our PRG members:


[image: image12.emf]Survey results


All feedback was positive with no disagreements.  We also encouraged patients to provide us with feedback by completing a form and placing it in our suggestion box, which is checked by Gill Eggleston (Assistant Practice Manager) on a weekly basis and we have received constructive feedback via this box since last year and we will continue to advertise it.  We also provide our patients with an opportunity to provide us with feedback on our website and recently we have had some wonderful feedback.

We then wrote the following action plan, which also informed members on how our actions from last year had been implemented:


[image: image13.emf]Action plan


Finally, we sent it to all our PRG members asking them to comment and make suggestions on the following proposed actions. Once again, all feedback was positive with no disagreements. Because there have been no changes which impact on contractual arrangements there has been no need to inform NHS England.
Waiting times

The vast majority of patients felt the wait to see a doctor was acceptable.  
How easy was it to book an appointment with a doctor?

In open surgery, which is available every day, we are able to offer all patients a same day appointment if they feel their condition is unable to wait for a booked appointment.  Some patients, however, may choose to book an appointment with a specific doctor.  We do monitor the situation with regards to availability to book appointments ahead and sometimes, where possible, arrange extra clinics.  
On-line prescription ordering

To try to ensure maximum uptake of the online ordering, we are proposing to further highlight this service on our website and attach information on this to new patient registration forms, as well as adding our website address to registration forms.  We will also ensure that there are colourful posters in the reception area advertising this on a dedicated notice board.    

Patient information

To try to further publicise this useful resource, we will add a line on our prescriptions to make patients aware.  The practice website address is also available in our waiting room on various notice boards.

Opening hours

We are proposing to try and raise patients’ awareness of our Saturday morning opening by making new patients aware of our website and thereby ensuring that when they register with the practice they are fully up to date with our opening hours.  This information is also available in our waiting room.

Feedback

The feedback we received was very positive. There was no disagreement and there are no contractual considerations to the agreed actions.
The report is now available on our website www.dialhousemedicalcentre.nhs.uk and there are 2 hard copies available for our patients to read in our waiting room.

Practice opening hours

Monday 



8.30am - 6pm

Tuesday 



8.30am - 6pm

Wednesday



7.00am - 1.30pm

Thursday 



8.30am - 6pm

Friday 



8.30am - 6pm

One Saturday per month 

8.00am - 11am

Appointments may be booked in person or by telephone.

The surgery is open on Wednesdays from 7am to 8am for patients who work. Both Dr Lund and Dr Gill are available at that time, as well as a Practice Nurse and a Health Care Assistant.

Dr Whittaker is available between 8am and 11am one Saturday every month.
_1456733949.pdf
Caritas GP Partnership Patient Representative Group Questionnaire

As part of an ongoing review of our services, we have put together a questionnaire with
help from our PRG members. This is in order to better understand which problems are
the most prevalent at the moment. This questionnaire will be available both in the surgery

and on our website for patients to complete.

Waiting times

1.

Very satisfied

Fairly satisfied

Neither satisfied nor dissatisfied

Quite dissatisfied

Less than 5 minutes

5 to 15 minutes

More than 15 minutes

Can’t remember

What is your impression of waiting times at the surgery?

| don’t normally have to wait too long

| have to wait a bit too long

| have to wait far too long

No opinion/doesn’t apply

Telephone answering and access

4.

5.

In person

By phone

More than one of the above

In the past 6 months how easy have you found the following?

How satisfied are you with the waiting time from arrival at the surgery to
seeing a doctor?

How long do you usually wait to see the doctor for a booked appointment at
the surgery?

How do you normally book your appointments to see a doctor or a nurse at the
surgery?

Haven't
tried

Very
easily

Fairly
easily

Not very
easily

Not at
all easy

Don’t
know/NA

Getting through on the

phone

Speaking to a doctor
on the phone

Speaking to a nurse on

the phone

Obtaining test results

by phone






6. How easy was it for you to book an appointment with a doctor?

Very easy
Fairly easy
Not very easy
Not at all easy
N/A

7. How satisfied are you with the promptness of telephone answering at the
surgery?

Very satisfied

Fairly satisfied

Neither satisfied nor dissatisfied
Quite dissatisfied

Very dissatisfied

On line prescription ordering

8. Are you aware that we offer an on-line prescription ordering service?

Yes
No

9. Have you ever used this service?

Yes
No

10. If you were previously unaware that we offer this service, would you
consider using it in the future?

Yes
No
Don’t know

11. How easy have you found accessing on line prescription ordering?

Very easy

Fairly easy

Neither easy nor difficult
Quite difficult

Very difficult

N/A






Patient information

12. How informative do you find the patient information in the waiting room?

Very informative

Fairly informative

Neither informative nor uninformative
Quite uninformative

Very uninformative

13.  Are you aware that there is patient information on our practice website?

Yes
No

14.  How relevant/informative do you find this information?

Very informative

Fairly informative

Neither informative nor uninformative
Quite uninformative

Very uninformative

N/A

Opening Hours

15.  Are you aware that the practice is open :
Y/N

On Wednesday at 7am?
One Saturday a month?

16. How satisfied are you with the opening hours at the surgery?

Very satisfied

Fairly satisfied

Neither satisfied nor dissatisfied
Quite dissatisfied

Very dissatisfied

| am not aware of the opening hours

Any other comments:






The following questions will help us to identify how experiences vary between different
groups of the population.

17.

18.

19.

20.

21.

Are you male or female?

Male
Female

How old are you?

Under 18 55-64
18-24 65-75
25-34 75-84
35-44 85 and

over
45-54

Do you have carer responsibilities for anyone in your household with a
longstanding health problem or disability?

Yes
No

What is your employment status?

Employed | o | Unemployed | o | Retired | o | Other —
please
specify

What is your ethnic group?
A. White
British
Irish
Any other white background
B. Mixed

White and Black Caribbean

White and Black African

White and Asian

Any other mixed background
C. Asian or Asia British

Indian

Pakistani

Bangladeshi

Any other Asian background
D. Black or Black British

Caribbean

African

Any other black background
E. Chinese or other ethnic group

Chinese

Any other ethnic group
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Waiting times

1. How satisfied are you with the waiting times at the surgery?

OVery satisfied

5% 2% B Fairly satisfied

DONeither satisfied nor
dissatisfied

OQuite dissatisfied

@No answer

Total answers: 201

2. How long do you usually wait to see the doctor at the surgery?

DOLess than 5 minutes

@5 to 15 minutes

OMore than 15 minutes

OCan’t remember

BNo answer

3. What is your impression of waiting times at the surgery?

Ol don’t normally have to wait
too long

3% 3%

@1 have to wait a bit too long

Ol have to wait fair too long

ONo opinion/doesn’t apply

BNo answer

Total answers: 203

Total answers: 199





Telephone answering and access

4. How do you normally book your appointments to see a
doctor or a nurse at the surgery?

OIn person

BBy phone

OOnline

OMore than one of the above

BNo answer

5. In the past 6 months how easy have you found the following?

5. Getting through on the phone?

1% 3% 2%

DOHaven't tried

BVery easily

OFairly easily

ONot very easily

BNot at all easy

ODon't know

ONo answer

5. Speaking to a doctor on the phone?

OHaven't tried
BVery easily
OFairly easily
ONot very easily
B Not at all easy
ODon't know

ONo answer

Total answers: 202

Total answers: 200

Total answers: 182





5. Speaking to a nurse on the phone?

DOHaven't tried

B Very easily

OFairly easily

ONot very easily

B Not at all easy

5.0btaining test results by phone?

OHaven't tried

B Very easily
OFairly easily
ONot very easily

1%
5% BNot at all easy

DO Don't know

ONo answer

6. How easy was it for you to book an appointment with a
doctor?

OVery easy

5% 1% 5%

B Fairly easy

ONot very easy

ONot at all easy

o Don't know

ONo answer

Total answers: 166

Total answers: 173

Total answers: 196





7. How satisfied are you with the promptness of telephone
answering at the surgery?

O Very satisfied

4% 3%

B Fairly satisfied

OQuite dissatisfied

B Very dissatisfied

ONo answer

Online prescription ordering

8.Are you aware that we offer an on-line prescription ordering
service?

4%

. . T

9. Have you ever used this service?

5%

OYes BNo ONo answer

Total answers: 200

Total answers: 198

Total answers: 195





10. If you were previously unaware that we offer this service,
would you consider using it in the future?

OYes

BNo

ODon't know

ONo answer

11. How easy have you found accessing on-line prescription
ordering?

OVery easy
B Fairly easy
ONeither easy nor difficult

OQuite difficult

B Very difficult

ONo answer

Patient information

12. How informative do you find the patient information in the
waiting room?

O Very informative
B Fairly informative
ONeither informative nor

uninformative

O Quite uninformative

B Very uninformative

BONo answer

Total answers: 158

Total answers; 159

Total answers: 195





13. Are you aware that there is patient information on our
website?

OYes BNo ONo answer

14.How informative do you find the patient information on the
website?

@Very informative

BFairly informative
ONeither informative nor
m uninformative
. OQuite uninformative

0% 0%

BVery uninformative

ONo answer

Opening hours
15. Are you aware that the practice is open:

15. On Tuesday at 7am?

OYes @BNo ONo answer

' 6% .

Total answers: 191

Total answers: 111

Total answers: 193





15. On a Thursday at 7am?

DOYes @No ONo answer

15. One Saturday every month?

OYes @No ONo answer

16. How satisfied are you with the opening hours at the
surgery?

W Very satisfied
O Fairly satisfied

3% O Neither satisfied nor

2% 4%
_ dissatisfied

@ Quite dissatisfied

@ Very dissatisfied

O1 am not aware of the
opening hours

ONo answer

Total answers: 188

Total answers: 190

Total answers: 200





The following questions will help us to identify how experience vary
between different groups of the population

17. Are you male or female?

5%

mFemale
@ Male Total answers: 195

mNo answer

18. How old are you?

No answer
85 and over
75 -84
55-64

45 - 54
35-44
25-34

18- 24
Under 18

Total answers: 195

27%

0.00% 5.00% 10.00% 15.00% 20.00% 25.00% 30.00%

19. Do you have carer responsibilities for anyone in your
household with a longstanding health problem or disability?

OYes

HNo
Total answers: 190
O No answer






20. What is your employment status?

7%

7%

B Employed
B Unemployed
O Retired

@ Other Total answers: 191

12%

ONo answer

21.What is your ethnic group?

No answer 3%
Other | 0%
Chinese 0%
Any other Black background 0%
Black or Black British - African | 1%
Black or Black British - Caribbean | 0%
Any other Asian background | 0%
Asian or Asian British - Bangladeshi 1%
Asian or Asian British - Pakistani 1%
Asian or Asian British - Indian 1%
Mixed - Any other mixed background | 0%
Mixed - White and Asian 2%
Mixed - White and black African 0%
Mixed - White and Black Caribbean 1%
Any other white background 2%
White - Irish 2%
White - British

87%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Total answers: 199
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CARITAS GP PARTNERSHIP - ELLESMERE MEDICAL CENTRE
PATIENT REPRESENTATIVE GROUP

PRG - ACTION PLAN

As a result of last year’s action plan we would like to report on the
following changes, which have been implemented in the last 12 months.

e Online appointments were added to our website and practice booklet to try to
increase the uptake of this useful service.

e Our new arrival screen was fitted and in use therefore freeing up receptionists time
to answer the telephone.

e Our telephone consultation services for the on-call doctor was advertised in our
waiting room and on our website.

e Calling times for test results were put up in the waiting room and on our website to
try to prevent patients from phoning at the wrong time and being unable to receive
their results.

As aresult of the feedback from our questionnaire this year we have put
together an action plan, covering the following areas:

Waiting times

83% are either very satisfied or fairly satisfied with the waiting times at the surgery
whereas only 5% are quite dissatisfied. 11% of patients said they waited less than 5
minutes for their appointment with 72% of respondents stated that they had to wait 5-15
minutes and 15% felt they had to wait over 15 minutes. 71% of patients surveyed felt that
this wait was acceptable whereas 23% felt the waiting time was either a bit or far too long.

Proposal

These results will be discussed with the clinical team at our next Training and
Development session to find out if there is something that can be done to reduce waiting
times. It is important to note, however, that all our doctors strive to run their clinics on time
and that when they run late, it is often due to the fact that they may have had to either deal
with an emergency or spend more time than the allocated ten minute slot with a patient.

Telephone answering and access

84% of respondents book their appointments over the telephone with 4% using our online
appointment system. 62% of patients who completed our survey reported that it was





either very or fairly easy to get through to the practice on the telephone. 32% felt that it
was either not very or not at all easy to get through on the telephone.

28% had not tried to speak to a Doctor, 4% thought not very easy, 3% not easy at all and
11% didn’t know. 20% of patients thought it was very easy and 22% though it was fairly
easy to speak to a doctor.

21% of patients reported that they were able to obtain test results fairly easily and 21% of
patients reported this to be very easy. 24% had not tried and 12% did not know.

Proposal

Since our last survey the uptake for online appointment bookings has doubled however it
is still only at 4% so, therefore, we propose to advertise this service on our prescriptions
and also a dedicated notice board in the waiting room.

We are aware that during busy times, patients sometimes may have to wait a while for the
telephone to be answered. Our new arrival screen is up and running therefore freeing up
receptionists time. We also endeavour to reduce our receptionists’ workload to enable
them more time for answering calls.

All of our dedicated nursing team have been advised to pass on information during a blood
test appointment to the patient of how they can obtain their results after 2pm. We will also
continue to advertise this in the waiting room and on our website.

On line prescription ordering

43% of patients that answered our survey were unaware that we offered the above service
and 37% of respondents who were previously unaware of this, said they would now
consider using it.

Proposal
These figures have dropped from last year which tells us that our advertising campaign for

this service has worked. We will continue to advertise not only in our waiting room and on
our website but we will add this information to our prescriptions for all patients to see.

Patient information

81% of patients who completed our survey feel that the patient information within the
waiting room is either very or fairly informative. 4% feel that the information is quite or very
uninformative.

Proposal

These results are very positive and will be passed on to our reception team.





Opening hours

41% of patients who completed our survey were unaware that we open at 7am on a
Tuesday and Thursday with 56% unaware that we open one Saturday a month.

Proposal

This service has been advertised on posters around the waiting room in the past. We
have decided to dedicate a notice board specifically for advertising our early mornings and
Saturday clinics. We are also going to place it in a prominent position on our website and
practice booklet.
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PPG Profile

		Patient Participation Group Profile

		Contact

		In person		2		By email		59		No preference		9

										TOTAL		70

		Sex

		Male		24

		Female		46

		TOTAL		70

										Complete the yellow boxes only.

		Age

		under 16		0

		17-24		2

		25-34		3

		35-44		12

		45-54		13

		55-64		23

		65-74		14

		75-84		3

		Over 84		0

		TOTAL		70

		Ethnic group

		British White		63		White		0

		Irish		1

		Other white		1

		White & Black Caribbean		0		Mixed Race		0

		White & Black African		1

		White & Asian		0

		Indian		1		Asian		0

		Pakistani		1

		Bangladeshi		0

		Caribbean		0		Black		0

		African		0

		Chinese		0		Chinese / other		0

		Other ethnic		2

		TOTAL		70		TOTAL		0

		Attendance

		Regularly		22

		Occasionally		44

		Very rarely		4

		TOTAL		70

		Employment Statu

		Employed		2

		Unemployed		2

		Retired		4

		Other		1

		TOTAL		9
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		Name		Address		Gender		Email		Age Group		Ethnicity		EMIS No		FREQUENCY             Regularly (R), Occasionally (O),          Very Rarely (V)		Group Preference                    Email (E)                                       In person(I)                                   No preference(NP)		Survey Options		Response		EMPLOYMENT STATUS Employed (E), Unemployed (U), Retired (R), Other (O) (last updated 18.06.13)		Carers

		Glynis Moores-Coram		SK1 3NX		F		glynis.moores-coram@stockport.gov.uk		55-64		White British		25160		O		E		10.09.13		Y

		Ravinder Kapila		304 Stockport Rd Cheadle Heath. SK3 0PY		M				55-64		Indian		142503		R

		Alane Jackson		SK3 0SW		F		knodelsuppe@hotmail.com		35-44		White British		31278		R		E		10.09.13

		Lorraine Parks		234 Councillor Lane Cheade. SK8 2JG		F		michael.parks@btinternet.com		65-74		White British		135310		O		E		10.09.13

		Michael Parks		234 Councillor Lane Cheade. SK8 2JG		M		michael.parks@btinternet.com		65-74		White British		135328		O		E		10.09.13

		Andrea English Ethell		SK3 0SH		F		andrea71@excite.co.uk		35-44		White British		152572		O		E		10.09.13

		Susan De-Giorgio		SK2 6HF		F		suemdg@sky.com		45-54		White British		23539		R		E		10.09.13

		Sue Swift		SK8 6LL		F		suepelswift@yahoo.com		55-64		White British		22819		R		E		10.09.13

		Michael Barber		SK3 0NJ		M		mikebarber@hotmail.com		35-44		White British		21566		R		E		10.09.13

		Nicola Lennon		46 Deane Avenue Cheadle SK8 2DW		F		liam.lennon@sky.com		35-44		White British		23665		V		E		10.09.13

		Tracey Cain		14 Huntley Road Cheadle Heath		F		traceycain@btinternet.com		35-44		White British		151350		O		E		10.09.13

		Susan Fielden		18 Ernest Street Cheadle SK8 1PN		F		susanfielden0910@hotmail.co.uk		55-64		White British		24809		O		E		10.09.13

		Patricia Fisher		Flat 5 Oak Lodge 45 Dairyground Road Bramhall SK7 2HZ		F		trisha.fisha@hotmail.co.uk		65-74		White British		126641		O		E		10.09.13

		Kathryn Broucher		69 Grenville Street  Edgeley		F		kathrynbroucher@hotmail.com		45-54		White British		152475		O		E		10.09.13

		Bosede Oldiji		24 Ingle Road Cheadle SK8 2OU		F		sedeolad@gmail.com		45-54		African		134949		O		E		10.09.13

		Linda Wilson		39 Royon Drive Cheadle Heath		F		lindawilson@aol.co.uk		45-54		White British		25343		R		E		10.09.13

		Clare Riley		70 Sherborne Road SK3 0SN		F		littleclare80@hotmail.co.uk		25-34		White British		31422		O		E		10.09.13		Y		O - Maternity Leave		N

		Wallace Johnson		90 Stockport Road		M		walt@waltmanc.com		35-44		White British		151824		R		E		10.09.13		Y		E (self employed)		N

		Pauline Hallsworth		19 Eastdowns Road Cheadle Hulme SK8 5ES		F		p.hallsworth@talktalk.net		45-54		White British		30258		R		E		10.09.13

		Peter Mogan		5 Garrett Walk Cheadle Heath SK3 0LF		M				45-54		White British		134000		O

		Saima Saghir		23 Royon Drive Cheadle Heath SK3 0TA		F		saimasaghir@btinternet.com		35-44		Pakistani		138027		V		E		10.09.13

		David Perrin		4 Norwood Road Gatley SK8 4AJ		M		dap.perrin@ntlworld.com		55-64		White British		135660		O		E		10.09.13

		Marjorie Bramhall		8 Gainsborough Drive Cheadle SK8 2DD		F		marjoriebramhall@hotmail.co.uk		65-74		White British		23226		O		E		10.09.13

		Lynne Grist		15 Twining Brook Road Cheale Hulme SK8 5PU		F		lynne.grist@ntlworld.com		35-44		White British		22074		R		E		10.09.13

		Michael Aspinall		213 Edgeley Road Stockport SK3 0TL		M		michael@aspinall58.orangehome.co.uk		55-64		White British		21543		O		E		10.09.13		Y

		Barbara Aspinall		213 Edgeley Road Stockport SK3 0TL		F		barbara-aspinall@hotmail.com		55-64		White British		21542		R		E		10.09.13

		Janice Knights		29 Birchfield Road Cheadle Heath SK3 0SY		F		knights11@btinternet.com		55-64		White British		31047		R		E		10.09.13

		Gillian Pateman		21 Cheltenham Road Cheadle Heath SK3 0RR		F		GL.PATEMAN@VIRGINMEDIA.COM		45-54		White British		153044		O		E		10.09.13

		Ann Knowles		162 Edgeley Road Edgeley Stockport SK3 0TS		F		annknowles@gmail.com		55-64		White British		131803		V		E		10.09.13

		Ann Kenyon		18 Sussex Road Cheadle Heath SK3 0JL		F		anniekenyon@hotmail.com		45-54		White British		27240		R		E		10.09.13

		Alex Mitchell		10 Swythamley Road Cheadle Heath SK3 0NE		M		magalex@ntlworld.com		65-74		White British		26349		O		E		10.09.13

		Valerie Warburton		40 Astbury Crescent Bridgehall Stockport SK3 8NB		F		valeries.warburton@ntlworld.com		65-74		White British		25217		O		E		10.09.13

		Eamon Bannon		47 Criccieth Road Cheadle Heath SK3 0ND		M		eamon.bannon@hotmail.co.uk		35-44		White British		154104		V		E		10.09.13

		Geoffrey James		63 Parryway Cheadle Heath SK3 0QH		M		jam12002@talktalk.net		75-84		White British		130885		O		E		10.09.13

		Pauline Lloyd		34 Penrhyn Road Cheadle Heath Stockport SK3 9NZ		F		pauline.lloyd261@btinternet.com		55-64		White British		26988		O		E		10.09.13

		Raymond Denton		37 Tenby Road Cheadle Heath Stockport SK3 0UN		M		ray.denton@ntlworld.com		65-74		White British		125411		O		E		10.09.13				R		N

		William H Wilks		44 St lesmo Rd Edgeley Stockport SK3 0TX		M		harry.wilks44@yahoo.co.uk		65-74		White British		21458		R		E		10.09.13		Y		U		N

		John Murray		32 Kennilworth Rd Cheadle Heath		M		john.murray77@ntlworld.com		55-64		Irish		24578		R		E		10.09.13

		Jane Lyon		12 Lowland Rd Woodsmoor Stockport SK2 7EG		F		janelyons@talk21.com		45-54		White British		22371		O		E		10.09.13

		Tracey Cash		93 Kenilworth Rd Cheadle Health Stockport		F		andy.cash2009@hotmail.com		25-34		White British		23353		O		E		10.09.13

		Mattew Lenaghan		104 Lavington Ave Cheadle		M		mtt_lenaghan@yahoo.co.uk		35-44		White British		31172		R		E		10.09.13

		Steven Bould		2 Neston House Hoylake Rd Stockport SK3 0NS		M		steven_bould@yahoo.co.uk		45-54		White British		153021		O		E		10.09.13

		Emma Wightman		10 Sussex Rd Cheadle Heath		F		TBC		25-34		White British		30074		R

		Patricia Mullen		22 Huntley Rd Stockport SK3 0RP		F		pata_mullen@yahoo.co.uk		65-74		White British		24559		O		E		10.09.13

		Barbara Burrows		45 Elm Rd South Cheadle Heath Stockport		F		bandgburrows@btopenworld.com		65-74		White British		23283		O		E		10.09.13		Y		R		N

		Sandra Thomas		20 Ogden Rd Bramhall SL7 1HJ		F		sandravmthomas@aol.com		65-74		White British		27271		O		E		10.09.13

		Ian Ratcliffe		43 Cashmere Rd Edgeley SK3 9RP		M		iratcliffe@ktron.com		55-64		White British		26099		O		E		10.09.13

		Osman Mustanoglu		40 Criccieth Rd Cheadle Heath Stockport		M		dilosmust@hotmail.com		45-54		Other		22532		O		E		10.09.13

		Geoffrey Thomas		33 Bladen Close Cheadle Hulme SK8 5PU		M		geoffrey.thomas33@gmail.com		55-64		White British		22829		O		E		10.09.13				E		N

		Margaret Parry		8 Bombay Road Edgeley SK8 3 9RF		F		margaretparry48@hotmail.co.uk		55-64		White British		21712		O		E		10.09.13		Y		R		N

		Penelope Lee		16 St Margarets Road Cheadle SK8 2HD		F		pennylee266@hotmail.co.uk		55-64		White British		24316		O		E		10.09.13

		Christine Ellen Smith		69 Sherbourne Road Cheadle Heath Stockport SK3 OSN		F				55-64		White British		154169		R

		Helena Welsh		3 Prospect Vale, Heald Green SK8 3RJ		F		mallia1974@googleworld.com		55-64		White British		27210		O		E		10.09.13

		Margaret Brown		11 Boundary Road Cheadle SK8 2EL (housebound resp)		F		geoff.brown@gmail.com		65-74		White British		21722		R		E		10.09.13

		Yvonne FLYNN		42 Bosley Rd Cheadle Heath		F		yvonne.flynn@ntlworld.com		55-64		White British		23702		R		E		10.09.13

		John Kelly		15 Tenby Rd Cheadle Heath Stockport SK3 0UN		M				55-64		White British		24228		R

		Walter Dennis Walker		18 Gladville Drive, Cheadle, Stockport SK8 2HA		M				75-84		White British		26637		O		I

		Anna Saleh		17 Marchbank Drive, Cheadle, SK8 1QY		F		annasaleh@hotmail.co.uk		55-64		Iranian		22698		O		E		10.09.13

		Pauline Seaton		26 Jackson Street, Cheadle SK8 2AU		F		calias26@yahoo.co.uk		65-74		White British		29869		O		E		10.09.13

		Garry Peers		3 Chestnut Avenue, Cheadle, SK8 1EH		M				55-64		White British		24697		O

		Michelle Thornhill		35 Lighthorne Road, Cheadle Heath, SK3 0QD		F				45-54		White British		29621		O

		Christopher Munday		1 Alder Road, Cheadle, SK8 1EW		M				65-74		White British		25804		O

		Frank Dyer		10 Heron Court, Worrall Street, Edgeley, SK3 9DL		M				75-84		White British		20401		O		I

		Winifred McKeever		3 Tableymere Gardens, Cheadle Hulme, SK8 5JU		F		fredamckeever@yahoo.co.uk		55-64		White British		20905		O		E		10.09.13

		Patricia Keane		10 Gladville Drive, Cheade, SK8 2HA		F		pkeane29@virginmedia.com		55-64		White British		24217		R		E		10.09.13

		Colin Kenyon		209 Stockport Road, Cheadle Heath, SK3 0LX		M		ceekay10@gmail.com		45-54		White British		156011		O		E		10.09.13

		Nancy Taylor		162 Edgeley Road Edgeley Stockport SK3 0TS		F		nancytaylor@gmail.com		17-24		White British		139644		O		E		10.09.13				U		N

		Praphasiri Sudjing		233A Edgeley Road, Edgeley, Stockport SK3 0TL		F		ssmot1999@gmail.com		35-44		White British		156005		O		E		10.09.13						N

		NEW

		Lianne Thomas-McCormick		40 Sherborne Road, Cheadle Heath, Cheadle, SK3 0SN		F		lianneishere@hotmail.com		17-24		White British		156234		O		E

		Amanda Barnes		177 Stockport Road, Cheadle Heath, Cheadle SK8 2DP		F		mandibarnes@hotmail.co.uk		35-44		White British		156200		R



glynis.moores-coram@stockport.gov.uk

knodelsuppe@hotmail.com

michael.parks@btinternet.com

michael.parks@btinternet.com

andrea71@excite.co.uk

suemdg@sky.com

suepelswift@yahoo.com

mikebarber@hotmail.com

liam.lennon@sky.com

traceycain@btinternet.com

susanfielden0910@hotmail.co.uk

trisha.fisha@hotmail.co.uk

kathrynbroucher@hotmail.com

sedeolad@gmail.com

littleclare80@hotmail.co.uk

walt@waltmanc.com

p.hallsworth@talktalk.net

saimasaghir@btinternet.com

dap.perrin@ntlworld.com

marjoriebramhall@hotmail.co.uk

lynne.grist@ntlworld.com

michael@aspinall58.orangehome.co.uk

barbara-aspinall@hotmail.com

knights11@btinternet.com

GL.PATEMAN@VIRGINMEDIA.COM

annknowles@gmail.com

anniekenyon@hotmail.com

magalex@ntlworld.com

valeries.warburton@ntlworld.com

eamon.bannon@hotmail.co.uk

jam12002@talktalk.net

pauline.lloyd261@btinternet.com

ray.denton@ntlworld.com

harry.wilks44@yahoo.co.uk

john.murray77@ntlworld.com

janelyons@talk21.com

andy.cash2009@hotmail.com

mtt_lenaghan@yahoo.co.uk

steven_bould@yahoo.co.uk

pata_mullen@yahoo.co.uk

bandgburrows@btopenworld.com

sandravmthomas@aol.com

iratcliffe@ktron.com

dilosmust@hotmail.com

margaretparry48@hotmail.co.uk

pennylee266@hotmail.co.uk

mallia1974@googleworld.com

geoff.brown@gmail.com

yvonne.flynn@ntlworld.com

geoffrey.thomas33@gmail.com

annasaleh@hotmail.co.uk

calias26@yahoo.co.uk

fredamckeever@yahoo.co.uk

pkeane29@virginmedia.com

nancytaylor@gmail.com

ceekay10@gmail.com

ssmot1999@gmail.com

lianneishere@hotmail.com

mandibarnes@hotmail.co.uk



		Survey Option Results

		Online Prescription Order		5

		Telephone answering and access		6

		Waiting room facilities		2

		Customer Service

		Patient information		2

		Waiting times		3

		I don't think anything should be changed		1

		Opening times		2

		Premises

		Clinical care		1

		Reception issues

		Other





		





		





		

																				British White		63

																				Irish		1

																				Other white		1

																				White & Black Caribbean		0

																				White & Black African		1

																				White & Asian		0

																				Indian		1

																				Pakistani		1

																				Bangladeshi		0

																				Caribbean		0

																				African		0

																				Chinese		0

																				Other ethnic		2






_1456733951.pdf
CARITAS GP PARTNERSHIP - DIAL HOUSE MEDICAL CENTRE
PATIENT REPRESENTATIVE GROUP

PRG — ACTION PLAN

To follow on from last year’s action plan and our proposals for
improvement, we would like to report the following changes that have
been implemented as a result:

Waiting room facilities
e We planned to redecorate our waiting room and put up new notice boards, which
would display targeted information in a clear and concise way. We have received
several quotes for this work and are in the process of organising the completion of
this.

Telephone answering and access
e To increase availability of routine appointments, we raised awareness of open
surgery and our ‘Drs’ Messages’ system (this is whereby patients can ring up for
advice from a doctor over the telephone) by placing posters up in the waiting room
and ensuring this information is available on our website.

On line prescription ordering
e To try to ensure maximum uptake of the on line ordering, we have added a note on
all our prescriptions informing patients to contact the surgery if they wish to access
this service. We also added further posters in the reception area advertising this.
This information is also available on our website.
e We also arranged training for our reception staff to enable them to assist patients
when they request access to this service.

As a result of the feedback from our questionnaire this year we have
put together an action plan, covering the following areas:

Waiting times
Question 1 — How satisfied are you with waiting times at the surgery?
181 responses

47% of respondents were fairly satisfied and 34% were very satisfied.





Proposals

Overall we are quite pleased with this outcome. This view was backed up with the answer
to question 3 — what is your impression of waiting times at the surgery, where 72% of
respondents said they felt they did not have to wait too long to see the doctor.

Question 6 — How easy was it to book an appointment with a doctor?
166 responses

23% of patients felt this was very easy and 57% fairly easy but 15% of respondents felt
this was not at all easy.

Proposals
In open surgery, that is available every day, we are able to offer all patients a same day

appointment if they feel their condition is unable to wait for a booked appointment. Some
patients, however, may choose to book an appointment with a specific doctor. We do
monitor the situation with regards to availability to book appointments ahead and
sometimes, where possible, arrange extra clinics.

On-line prescription ordering

Question 8 - Are you aware that we offer an on-line prescription
ordering service?

172 responses

47% of patients were unaware that we offered the above service and 29% who were
previously unaware of this, said they would now consider using it.

Proposals

To try to ensure maximum uptake of the online ordering, we are proposing to further
highlight this service on our website and attach information on this to new patient
registration forms, as well as adding our website address to registration forms. We will
also ensure that there are colourful posters in the reception area advertising this on a
dedicated notice board.

Patient information

Question 8 - Are you aware that there is patient information on our
practice website?

172 responses

62% of respondents were unaware of this and 38% were aware that this information was
available.

Proposals

This was a really surprising result as we felt that our website was well used and that the
majority of patients were aware of its existence. To try to further publicise this useful
resource, we will add a line on our prescriptions to make patients aware. The practice
website address is also available in our waiting room on various notice boards.





Opening hours

Question 15b — Are you aware that the practice is open one Saturday a
month?

173 responses

53% responded saying they were aware and 47% felt they were unaware of this surgery,
whereas 66% of patients said they knew we were open at 7am on a Wednesday morning,
with 34% being unaware of this.

Proposals

This was surprising as we felt that the vast majority of patients were aware of both our
‘extended hours’ opening times. We are proposing to try and raise patients’ awareness of
our Saturday morning opening by making new patients aware of our website and thereby
ensuring that when they register with the practice they are fully up to date with our
opening hours. This information is also available in our waiting room.

Question 16 — How satisfied are you with the opening hours at the
surgery?
179 responses

84% of patients were either very satisfied or fairly satisfied with our opening hours and
only 3% reporting to be quite dissatisfied and 1% of respondents were unaware.

Proposals
We felt this was a very positive response to our opening times and we propose to
continue to offer our current service during these times.
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Waiting times

1. How satisfied are you with the waiting times from arrival at
the surgery to seeing a doctor?

OVery satisfied
B Fairly satisfied
ONeither satisfied nor

dissatisfied

O Quite dissatisfied

2. How long do you usually wait to see the doctor for a booked

appointment
at the surgery?

3%

OLess than 5 minutes

@5 to 15 minutes

OMore than 15 minutes

OCan’t remember

3. What is your impression of waiting times at the surgery?

1%

01 don’t normally have to wait

too long

@1 have to wait a bit too long

Ol have to wait fair too long

ONo opinion/doesn’t apply

Total answers: 181

Total answers: 181

Total answers: 181





Telephone answering and access

4. How do you normally book your appointments to see a
doctor or nurse at the surgery?

OIn person

BBy phone

OMore than one of the above

5.

In the past 6 months how easy have you found the following:-

a. Getting through on the phone?

OHaven't tried
@Very easily

OFairly easily

ONot very easily
BNot at all easy

ODon’t know/NA

b. Speaking to a doctor on the phone?

OHaven't tried
BVery easily

OFairly easily

ONot very easily
BNot at all easy

BDon’t know/NA

Total answers: 179

Total answers: 173

Total answers: 171





c. Speaking to a nurse on the phone?

OHaven't tried
B Very easily
OFairly easily

ONot very easily

BNot at all easy

O Don’t know/NA

d. Obtaining test results by phone?

OHaven't tried
BVery easily
OFairly easily

ONot very easily

BNot at all easy

ODon’t know/NA

6. How easy was it for you to book an appointment with a
doctor?

OVery easy
BFairly easy
ONot very easy

ONot at all easy

BN/A

Total answers: 159

Total answers: 163

Total answers: 166





7. How satisfied are you with the promptness of telephone

answering at the surgery?
I 9o Total answers: 172

O Very satisfied

3% 1% B Fairly satisfied

ONeither satisfied nor
dissatisfied

OQuite dissatisfied

B Very dissatisfied

On-line prescription ordering

8. Are you aware that we offer an on-line prescription ordering
service?

Total answers: 172

OYes @No

. o
9. Have you ever used this service? Total answers: 168

OYes @No






10. If you were previously unaware that we offer this service,
would you consider using it in the future?

OYes

@ENo

ODon’t know

11. How easy have you found accessing on-line prescription

ordering?

4%

OVery easy

B Fairly easy

ONeither easy nor difficult

OQuite difficult

B Very difficult

ON/A

Patient information

12. How informative do you find the patient information in the

waiting room?

1%

O Very informative

B Fairly informative

ONeither informative nor

uninformative

O Quite uninformative

Total answers: 168

Total answers: 171

Total answers: 169





13. Are you aware that there is patient information on our
practice website?

Total answers: 164

OYes BNo

14. How relevant/informative do you find this informtion?

@ Very informative Total answers: 173

BFairly informative

ONeither informative nor
uninformative

OQuite uninformative

@ Very uninformative

aN/A

Opening hours

15. Are you aware that the practice is open:

a. On Wednesday at 7am?

Total answers: 173

OYes

@ENo






b. One Saturday a month?

Total answers: 173

OYes ENo

16. How satisfied are you with the opening hours at the
surgery?
Total answers: 179

OVery satisfied

3% 1%

B Fairly satisfied

ONeither satisfied nor
dissatisfied

O Quite dissatisfied

B1'm not aware of the
opening times

The following questions will enable us to identify how experiences vary between different groups of the pc

17. Are you male or female?

Total answers: 179

OMale

mFemale






18. How old are you?

Total answers: 175

85 and over
85-84
65-74
55-64
4554

35-44

25-34

18-24

Under 18

19. Do you have carer responsibilities for anyone in your
household with a longstanding health problem or disability?

Total answers: 179

BYes

ENo

20. What is your employment status?

Total answers: 176

7%

EEmployed
EUnemployed
ORetired

@ Other

10%






Other ethnic group
Chinese

Other black background
African

Caribbean

Other Asian background
Bangladeshi

Pakistani

Indian

Other mixed background
White and Asian

White and Black African
White and Black Caribbean
White - Other background

White - Irish

white - British | oo

30% 40% 50%

0%
0%
0%

| 1%
0%
0%
0%
0%
0%

| 1%
0%
0%
0%

B 1%

0%

21. What is your ethnic gro

up?

0%

20%

80% 90% 100%

Total answers: 179
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Caritas GP Partnership Patient Representative Group Questionnaire

As part of an ongoing review of our services, we have put together a questionnaire with
help from our PRG members. This is in order to better understand which problems are
the most prevalent at the moment. This questionnaire will be available both in the
surgery and on our website for patients to complete.

Waiting times

How satisfied are you with the waiting times at the surgery?

Very satisfied

Fairly satisfied

Neither satisfied nor dissatisfied

Quite dissatisfied

How long do you usually wait to see the doctor at the surgery?

Less than 5 minutes

5 to 15 minutes

More than 15 minutes

Can’t remember

What is your impression of waiting times at the surgery?

| don’t normally have to wait too long

| have to wait a bit too long

| have to wait far too long

No opinion/doesn’t apply

Telephone answering and access

How do you normally book your appointments to see a doctor or a nurse at the surgery?

In person

By phone

Online

More than one of the above






10.

In the past 6 months how easy have you found the following?

Haven'’t
tried

Very
easily

Fairly
easily

Not very
easily

Not at
all easy

Don’t
know/NA

Getting through on the
phone

Speaking to a doctor
on the phone

Speaking to a nurse
on the phone

Obtaining test results
by phone

How easy was it for you to book an appointment with a doctor?

Very easy

Fairly easy

Not very easy

Not at all easy

N/A

How satisfied are you with the promptness of telephone answering at the surgery?

Very satisfied

Fairly satisfied

Neither satisfied nor dissatisfied

Quite dissatisfied

Very dissatisfied

On line prescription ordering

Are you aware that we offer an on-line prescription ordering service?

Yes

No

Have you ever used this service?

Yes

No

If you were previously unaware that we offer this service, would you consider using it

in the future?

Yes

No

Don’t know






11.

12.

13.

14.

15.

16.

How easy have you found accessing on line prescription ordering?

Very easy

Fairly easy

Neither easy nor difficult

Quite difficult

Very difficult

N/A

Patient information

How informative do you find the patient information in the waiting room?

Very informative

Fairly informative

Neither informative nor uninformative

Quite uninformative

Very uninformative

Are you aware that there is patient information on our practice website?

Yes

No

How informative do you find the patient information on the website?

Very informative

Fairly informative

Neither informative nor uninformative

Quite uninformative

Very uninformative

Opening times

Are you aware that the practice is open:

Y/N

On Tuesday at 7am?

On Thursday at 7am

One Saturday every month?

How satisfied are you with the opening hours at the surgery?

Very satisfied

Fairly satisfied

Neither satisfied nor dissatisfied

Quite dissatisfied

Very dissatisfied

| am not aware of the opening hours

Any other comments:






17.

18.

19.

20.

21.

The following questions will help us to identify how experiences vary between

different groups of the population.

Are you male or female?

Male

Female

How old are you?

Under 18 35-44 65-74
18-24 45-54 75-84
25-34 55-64 85 and over

Do you have carer responsibilities for anyone in your household with a longstanding

health problem or disability?

Yes

No

What is your employment status?

Employed Unemployed

Retired

Other
(please
specify)

What is your ethnic group?

A. White

British

Irish

Any other white background

B. Mixed

White and Black Caribbean

White and Black African

White and Asian

Any other mixed background

C. Asian or Asia British

Indian

Pakistani

Bangladeshi

Any other Asian background

D. Black or Black British

Caribbean

African

Any other black background

E. Chinese or other ethn

ic group

Chinese

Any other ethnic group
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~[Patient Number]

Please choose only 5 of the following options that you feel we should include
in our next patient survey:

On line prescription ordering

Telephone answering and access

Waiting room facilities

Customer service

Patient information

Waiting times

| don’t think anything should be changed — the staff work

very hard

Opening times

Premises

Clinical care

Reception issues

| no longer wish to be a member of the PRG

Please include your email address if you would prefer us to contact you by
email
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~[Patient Number]

Please choose only 5 of the following options that you feel we should include
in our next patient survey:

On line prescription ordering

Telephone answering and access

Waiting room facilities

Customer service

Patient information

Waiting times

| don’t think anything should be changed — the staff work

very hard

Opening times

Premises

Clinical care

Reception issues

| no longer wish to be a member of the PRG

Please include your email address if you would prefer us to contact you by
email






