Patient Participation Report 2011 - 2012 
	Practice Profile
Practice Population profile   (8982 patients)

PRG Profile (63 members)

% Difference

AGE

AGE

No under 16

1572

% under 16

17.50%

No under 16

0

% under 16

0.00%

17.5%

No 17 - 24

1104

% 17 - 24

12.29%

No 17 - 24

2

% 17 - 24

2.74%

9.6%

No 25 - 34

1816

% 25 - 34

20.22%

No 25 - 34

3

% 25 - 34

4.11%

16.1%

No 35 - 44

1299

% 35 - 44

14.46%

No 35 - 44

10

% 35 - 44

13.70%

0.8%

No 45 - 54

1123

% 45 - 54

12.50%

No 45 - 54

7

% 45 - 54

9.59%

2.9%

No 55 - 64

847

% 55 - 64

9.43%

No 55 - 64

18

% 55 - 64

24.66%

-15.2%

No 65 - 74

576

% 65 - 74

6.41%

No 65 - 74

18

% 65 - 74

24.66%

-18.2%

No 75 - 84

417

% 75 - 84

4.64%

No 75 - 84

12

% 75 - 84

16.44%

-11.8%

No over 84

228

% over 84

2.54%

No over 84

3

% over 84

4.11%

-1.6%

 

 

 

 

 

 

 

 

 

ETHNICITY

ETHNICITY

White

 

White

 

White

3

White

 

0.0%

No British Group

5247

% British Group

58.42%

No British Group

61

% British Group

83.56%

-25.1%

No Irish Group

28

% Irish Group

0.31%

No Irish Group

0

% Irish Group

0.00%

0.3%

Mixed

 

Mixed

 

Mixed

1

Mixed

 

0.0%

No White & Black Caribbean

47

% White & Black Caribbean

0.52%

No White & Black Caribbean

0

% White & Black Caribbean

0.00%

0.5%

No White & Black African

51

% White & Black African

0.57%

No White & Black African

0

% White & Black African

0.00%

0.6%

No White & Asian

99

% White & Asian

1.10%

No White & Asian

2

% White & Asian

2.74%

-1.6%

Asian & Asian British

 

Asian & Asian British

 

Asian & Asian British

0

Asian & Asian British

 

0.0%

No Indian

77

% Indian

0.86%

No Indian

0

% Indian

0.00%

0.9%

No Pakistani

23

% Pakistani

0.26%

No Pakistani

0

% Pakistani

0.00%

0.3%

No Bangladeshi

31

% Bangladeshi

0.35%

No Bangladeshi

0

% Bangladeshi

0.00%

0.3%

Black or Black British

 

Black or Black British

 

Black or Black British

0

Black or Black British

 

0.0%

No Caribbean

12

% Caribbean

0.13%

No Caribbean

0

% Caribbean

0.00%

0.1%

No African

39

% African

0.43%

No African

0

% African

0.00%

0.4%

Chinese or other ethnic Group

 

Chinese or other ethnic Group

 

Chinese or other ethnic Group

0

Chinese or other ethnic Group

 

0.0%

No Chinese

64

% Chinese

0.71%

No Chinese

2

% Chinese

2.74%

-2.0%

No Any Other

1453

% Any Other

16.18%

No Any Other

2

%  Any Other

2.74%

0.0%

No Not Stated

1811

% Not Stated

20.16%

No Not Stated

2

% Not Stated

2.74%

17.4%

GENDER

GENDER

No Male

4554

% Male

50.70%

No Male

33.00%

% Male

45.21%

5.5%

No Female

4428

% Female

49.30%

No Female

40.00%

% Female

54.79%

-5.5%

Our practice population consists of a mixture of students (school, college, university and language school), professionals, unemployed, young families, elderly, nursing/care home residents, carers and patients with learning disabilities.

You will see from the ethnicity data above that the majority of our patients are British/Mixed British. We have patients from a wide range of ethnic groups but do not have any other significantly large ethnic communities within our practice population. 



	Profile of the members of the PRG 
Please see above for profile information.

Our group is fairly representative of our practice population although we do not have representation from all ethnic groups. Despite our best efforts, this has yet to be achieved. We will continue to promote the patient group and welcome new members.



	Steps taken to ensure that the PRG is representative of the practice registered patients. 

The Alma Partnership has gone to great lengths to recruit members for the patient group.

Initially posters were put up in the waiting room advertising the group and asking interested patients to complete a form at reception. 

Request forms were then put in reception on a display table with a pen and a box to post them in.

Request forms were sent out to patients with the flu vaccine reminder letters. It was hoped that this would capture patients suffering from chronic disease to represent this section of the practice population. 

Reception staff were asked to hand out forms to patients. 

Flu clinic staff handed forms to patients coming in for their jabs 09/11/2011, 22/11/2011 and 29/11/2011.

Doctors and nurses were asked to provide names of patients they thought would be interested in joining the group and these patients were contacted by letter. 



	Steps taken to attempt to engage with that groups not represented within the PRG
As above, steps were taken to spread awareness of the group to all patients registered at the practice. 



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

The PRG was contacted in the first instance by email to ask for ideas for improvement and any feedback they had on our services. 

Dear Group Member,

Thank you for joining the Alma Partnership Patient Participation Group. I am pleased to report that we currently have 50 members on board and we are hoping to increase this to at least 100!

Now that the group has been established, we would like to get your ideas on what changes we can make to improve our service for our patients. Suggestions can be for large or small changes and each suggestion will be carefully considered. Please bear in mind however that it may not always be possible to make some of the changes suggested and if this is the case, we will work with you to look at alternative solutions.

As many of you will be aware, we have changed our appointment system to telephone triage for urgent appointments. We previously ran a walk in system which ran twice a morning and was intended to improve access for patients who needed to be seen that day. Unfortunately, despite our best efforts, results from the National Patient Survey showed that many of our patients considered that they were unable to get an appointment within 48 hours. The walk in service was also increasingly being used for non-urgent consultations and the numbers attending were becoming unmanageable for our doctors. 

Our new telephone triage system means that all patients who wish to see a doctor on the same day will be given a telephone appointment and if necessary, the doctor will arrange an appointment for them to come in that day. In many cases, the doctor is able to diagnose and advise over the phone meaning that the patient does not have to come into the surgery. From the Practice point of view, this system appears to be working very well but we would welcome any feedback you may have or suggestions on how it can be further improved. 

One of the problems we frequently encounter is patients not attending their appointments either due to forgetting, or simply not needing the appointment and not cancelling it. This means that less appointments are available for the rest of our patients. We would love to work with you in trying to reduce this.

We have already had some suggestions from patients and these include the following:

· Fitting bike racks for patients that cycle

· Text message alerts to say when results are in

· Fitting coat hooks for patients

· Reintroduction of the walk-in system

· Online booking of appointments
You may wish to provide ideas and feedback on the following:

· Our appointment system overall (booking ahead, opening hours etc)

· Our telephone system (how easy is it for you to get through on the phone)

· Obtaining results

· Access and improvements to the building

· Cleanliness

· Helpfulness of Receptionists

· Your overall experience of the surgery from booking your appointment to being seen

· Our website (www.almapartnership.co.uk) 

· Provision of information. For example if you have a long-term condition, is there any information we could provide on treatment or services that you would find beneficial? 
It would be great if each of you could provide at least three ideas for improvement. The next stage then is for the group to agree some priority areas resulting from your feedback (this will probably be done via an online questionnaire and should not take up too much of your time). Once the priority areas have been agreed, a further questionnaire will go out to both group members and the wider practice population. The results of this last survey will be fed back to group members and we can agree some action points and start making some changes!

I hope I have provided enough information from you and I would be very grateful if you could feedback your three ideas (or more!) by the end of December.

If you need any further information, please do not hesitate to reply to this email and I will do my best to answer any questions you may have.

The ideas that PRG members fed back were then summarised and taken to a Partners’ meeting where all suggestions and feedback were discussed. It was felt by the practice that we could work with a lot of the ideas but some were simply not possible within budget constraints. This was all fed back in an email to the group.

The PRG were asked if they were happy to work with the suggestions that were detailed in the first instance and if they were, it was explained that a questionnaire would be drafted based on these and sent out over the month of February. The PRG were asked to provide any feedback by the deadline of January 31st 2012 and if the majority were happy with the suggestions outlined, we would go ahead with the questionnaire. 



	Description of how the survey questions were drawn up and how the survey was carried out in order to obtain the views of registered patients.

The vast majority of responses received from the PRG agreed that we should go ahead with the outlined suggestions and prioritise them into a questionnaire. A questionnaire was then created via Survey Monkey and a link was sent out to all members of the PRG. Paper copies of the questionnaire were created and distributed to patients in reception during the month of February. 

A copy of the survey can be found below:

Alma Medical Centre Patient Survey

The Alma Medical Centre is keen to gather the views of its patients to ensure that it continues to deliver accessible, relevant and high quality health care, in an environment that is comfortable for patients. We have worked with a number of patients to identify some key issues that we would like your views on so that we can identify some priority areas for the future. Please take some time to answer these questions to help our medical centre meet your needs.
1. If provided, how likely are you to use an online booking system to book your GP appointments?

 FORMCHECKBOX 
 Very Likely
 FORMCHECKBOX 
 Likely
 FORMCHECKBOX 
 Unlikely     FORMCHECKBOX 
 Not at all
 FORMCHECKBOX 
 Not sure

2. Would you find it useful to receive a text message to remind you of your appointment?

 FORMCHECKBOX 
 Yes
 FORMCHECKBOX 
 No
 FORMCHECKBOX 
 Not sure 

3. Do you think it would encourage people to cycle to the surgery if secure bike racks were provided?

 FORMCHECKBOX 
 Yes
 FORMCHECKBOX 
 No
 FORMCHECKBOX 
 Not sure 

4. Do you think the layout of chairs in the waiting room could be changed to improve access?

 FORMCHECKBOX 
 Yes
 FORMCHECKBOX 
 No
 FORMCHECKBOX 
 Not sure 

5. If yes, do you have any suggestions on how the seating should be arranged?

6. Do you think it is a good idea to provide hand sanitisers in the waiting room?

 FORMCHECKBOX 
 Yes
 FORMCHECKBOX 
 No
 FORMCHECKBOX 
 Not sure 

7. Would you find it useful to have signs in the waiting room showing where you need to sit to see your particular doctor/nurse?
 FORMCHECKBOX 
 Yes
 FORMCHECKBOX 
 No
 FORMCHECKBOX 
 Not sure 





8. If yes, where do you think the signs should go?
9. Would you be interested in knowing how many people do not attend appointments they have booked?
 FORMCHECKBOX 
 Yes
 FORMCHECKBOX 
 No
 FORMCHECKBOX 
 Don’t know 
10. Do you have any thoughts about how we can encourage people to attend appointments they have made?

11. Would you find it useful if we put a bell on reception in case the receptionist is away from the desk?
 FORMCHECKBOX 
 Yes
 FORMCHECKBOX 
 No
 FORMCHECKBOX 
 Don’t know

12. Please provide your views about our reception services:
Privacy at the Reception Desk
 FORMCHECKBOX 
 Good
 FORMCHECKBOX 
 Adequate

 FORMCHECKBOX 
 Poor
Courtesy of staff at the Reception desk
 FORMCHECKBOX 
 Good
 FORMCHECKBOX 
 Adequate

 FORMCHECKBOX 
 Poor

Courtesy of staff on the telephone
 FORMCHECKBOX 
 Good
 FORMCHECKBOX 
 Adequate

 FORMCHECKBOX 
 Poor






Please add any other comments about our Reception Services:





13. Would you find it useful if we displayed more information regarding our appointment system and how it works?
 FORMCHECKBOX 
 Yes
 FORMCHECKBOX 
 No
 FORMCHECKBOX 
 Don’t know 

14. How would you rate your overall satisfaction with the surgery?

 FORMCHECKBOX 
 Very satisfied
 FORMCHECKBOX 
 Quite satisfied
 FORMCHECKBOX 
 Neither satisfied or dissatisfied 

 FORMCHECKBOX 
 Quite dissatisfied
 FORMCHECKBOX 
 Very dissatisfied 
15. Please add any other comments that you have about Alma Medical Centre

16. What is your age range?

 FORMCHECKBOX 
 Under 16



 FORMCHECKBOX 
 66 years to 74 years


 FORMCHECKBOX 
 16 years to 25 years

 FORMCHECKBOX 
 75 years plus

 FORMCHECKBOX 
 26 years to 35 years

 FORMCHECKBOX 
 Prefer not to say

 FORMCHECKBOX 
 36 years to 55 years


 FORMCHECKBOX 
 56 years to 65 years








17. What is your gender?

 FORMCHECKBOX 
 Male



 FORMCHECKBOX 
 Female


 FORMCHECKBOX 
 Prefer not to say 













18. Do you consider yourself to have a disability?

 FORMCHECKBOX 
 Yes


 FORMCHECKBOX 
 No


 FORMCHECKBOX 
 Prefer not to say 

19. What is your ethnic group?

 FORMCHECKBOX 
 White British




 FORMCHECKBOX 
 Asian or Asian British (Other)

 FORMCHECKBOX 
 White Irish





 FORMCHECKBOX 
 Black or Black British (Carribean)

 FORMCHECKBOX 
 White Other





 FORMCHECKBOX 
 Black or Black British (African)

 FORMCHECKBOX 
 White and Asian




 FORMCHECKBOX 
 Black or Black British (Other)

 FORMCHECKBOX 
 White and Black African



 FORMCHECKBOX 
 Chinese

 FORMCHECKBOX 
 White and Black Caribbean



 FORMCHECKBOX 
 Gypsy

 FORMCHECKBOX 
 Other Mixed Background



 FORMCHECKBOX 
 Traveller

 FORMCHECKBOX 
 Asian or Asian British (Pakistani)


 FORMCHECKBOX 
 Eastern European

 FORMCHECKBOX 
 Asian or Asian British (Bangladeshi)

 FORMCHECKBOX 
 Other ethnic group

 FORMCHECKBOX 
 Asian or Asian British Indian


 FORMCHECKBOX 
 Prefer not to say





	Rational for using the chosen survey method 

The practice chose Survey Monkey as a reputable company. The survey could be completed online or on a paper copy obtained from the surgery. Responses from paper copies were input into Survey Monkey. 


	Details of the steps taken to provide an opportunity for the PRG to discuss the survey findings

The results of the questionnaire were sent by email to all members of the PRG with the email below which explained the next stage of the process and asked for comments on the results. 

Dear Members, 

Thank you to all who completed the Alma Partnership Patient Survey online. We also gave out copies of the questionnaire to patients at front desk and I am pleased to say that a total of 262 patients responded over the month of February. 
I have attached the results of the questionnaire for you to take a look at. If you have any problems opening the document, please let me know and I will provide a hard copy which you can come in and have a look at. 
The next stage of the process is for the Practice and members of the Patient Participation Group to agree an action plan to implement changes based on the results of the survey. I will take the questionnaire results to a meeting with the Partners today and feed back a draft plan to the members as soon as possible. You can then let me know if you would like to make any changes/additions to the plan. Ideally I would like to get the plan agreed by the end of March so that we can start making changes in April. 
I would be grateful for any comments regarding the results. A few areas have been highlighted where we could clearly improve but we also received some very encouraging comments. 
Welcome as always to new members of the group. We now have 73 members and this number is creeping up all the time. 

Thank you for your ongoing support! 


	Action plan setting out how the finding or proposals arising out of the local practice survey can be implemented and, if appropriate, reasons why any such findings or proposals should not be implemented.

The action plan below was sent out to all members of the Patient Group for their comments and approval.

Dear Members,
Further to my last email I have now had the opportunity to discuss the results of the patient survey with the Partners and we have drafted the plan below for your comments.
In terms of prioritising the changes we have looked at responses for each question, prioritised (low, medium, high) according to the percentage of patients who want the change or would find it useful and then looked at timescales for each change. 
Some of the changes are dependent on finances but we will endeavour to try and implement as many as possible and will feed back if we are not able to meet any of the deadlines and the reasons why. 
We are still welcoming comments on the results of the survey as well as on the plan proposed below and I look forward to hearing from you. Thank you to those who have already responded.
Suggested action plan based on the results of the survey 

Issue

Priority according to responses

Plan

To be completed by

Date completed/Updated

Hand sanitizers in the waiting room

High

To purchase and fit at least one hand sanitizer in the waiting room

April 2012

Bell on reception desk

High

To purchase and install a bell for the reception desk

April 2012

Signs in the waiting room telling patients where to sit for a particular doctor or nurse

Medium

To create a sign system for seating in the waiting room. Ideas to be taken from patient survey comments.

May 2012

Text message reminder service

Medium

To look into the cost of text message reminder systems (with the intention of reducing the number of patients who do not attend appointments) and see if it is possible to purchase such a system within the practice budget

If funding is agreed, to be installed by August 2012

Online booking system

Medium

To set up an online booking system and make it available to patients.

July 2012

Installation of bike racks

Medium

To look into free cycle stand schemes

If accepted by a scheme to have racks installed by August 2012

Information on how many people do not attend appointments

Low

Conduct a regular audit of the number of patients not attending appointments and display a sign with this information in the waiting room

Commence in May 2012

Layout of chairs in the waiting room

Low

Change the layout of chairs in the waiting room to improve access. Patient suggestions on arrangement from practice survey to be considered.

August 2012

Privacy at Reception desk

Medium

Consider (with the assistance of the Patient Participation Group) ways of improving privacy at Reception desk. We are to some extent limited by the design of reception. Patients to be asked for suggestions in future practice survey

September 2012



	Summary of the evidence relating to the findings or basis of proposals arising out of the local practice survey

The survey was handed out at reception and emailed to members of the PRG. The practice received a total of 262 responses. 

The responses were looked at and prioritised according to percentage in agreement for change. 

Summary of results ( A full copy of the survey results can be obtained by phoning Nicky Adams on 01202 519311 or emailing nicola.adams@dorset.nhs.uk)
Online Booking

58.6% of patients said that they are either very likely or likely to use an online booking system. 

Text message reminder service

64.1% of patients said that they would find it useful to receive a text message reminder for their appointment. 

Bike Racks

49.8% of patients thought that installing bike racks would encourage patients to cycle to the surgery.

Layout of chairs in waiting room

19.4% of patients thought that access could be improved by changing the layout of chairs in the waiting room.

Hand sanitizers in the waiting room

87.4% of patients thought it would be a good idea to provide hand sanitizers in the waiting room. 

Signs in the waiting room showing where you need to sit to see your particular doctor/nurse

67.3% of patients thought it would be useful to have signs in the waiting room showing where you need to sit to see your particular doctor/nurse. 

Information on how many people do not attend their appointments

41.2% of patients would be interested in knowing how many people do not attend appointments they have booked. 

Bell on reception

71.1% of patients would find it useful if we put a bell on reception in case the receptionist is away from the desk. 

Reception services

97.5% of patients thought the courtesy of staff at the desk was good (81%) or adequate (16.5%).

97.5% of patients thought the courtesy of staff on the telephone was good (74.7%) or adequate (22.8%).

Privacy at the reception desk was an issue with 30.5% thinking it was good, 46.9% adequate and 22.6% poor. 

	Details of the actions which the practice intend to take as a consequence of discussions with the PRG in respect of the results, findings and proposals arising out of the local practice survey. 

The Practice intends to carry out all actions as detailed in the above action plan.


	Any changes which will have contractual implications discussed with the PCT. 

N/A



	Opening hours of the practice premises and how patients can access services throughout the core hours.

Reception is open Monday to Friday from 08.00 –12.30 and 14.00–18.30

Telephone: 01202 519311. Main reception is open from 07.30 on Tuesdays and Fridays and until 20.00 on Mondays and Tuesdays. 

Consultation times

Monday
08.30 – 11.40
14.30 – 20.00

Tuesday
07.30 – 11.40
14.00 – 20.00

Wednesday
08.30 – 11.40
14.30 – 18.00

Thursday
08.30 – 11.40
14.30 – 18.00

Friday

07.30 – 11.40
14.30 – 17.30
To make an appointment, patients can contact the practice by telephone 01202 519311 or come in and speak to the Receptionist.

If patients have an urgent medical problem, they will be offered a telephone appointment with a doctor. The doctor will then assess whether they need to be seen in surgery or as an emergency visit.


	Extended hours appointments offered by the surgery

Extended hours doctors appointments run as follows:

Monday
18.30 – 20.00

Tuesday 
 07.30 - 08.00

Tuesday
18.30 – 20.00

Friday 
 07.30 - 08.00 (two sessions)



	Local Patient Participation Report published on the practice website
The report has been published on the practice website www.almapartnership.co.uk


