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	The Cottage Surgery Practice Population Profile
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Patient Reference Group Profile

The Friends of The Cottage Surgery Patient Group has been up & running since 2004 and currently has 14 members plus 2 members of staff. The group consists of a wide range of representation of age, gender, ethnicity and area of residence.

We have members in all of the following age ranges: 

Under 20 years

20-39

40-59

60-79

Over 80 years

At a meeting in May 2011 the new PRG DES was discussed and how we could recruit new members and a wider representation.

Posters advertising the PRG were displayed asking for new members, ad-hoc contact by staff, details were put on our website.  One member has also put information regarding the PRG on Facebook. 

The DES Specification was emailed to all current members in May 2011.


	The Patient Survey

The Group looked through a number of sample and draft questionnaires from sources such as the LMC and MySurgeryWebsite, as well as our own previous years’ results, in order to gain knowledge of the types of questions being asked and what the outcomes might be. The Group wanted to ensure that relevant questions were asked about the services provided and the patient experience.

Inclusion of questions was discussed at meetings and a sub group produced a draft questionnaire. This was circulated to all members for comments/input and, after collation and discussion, was finalised and agreed at a further meeting.

The Survey was advertised with posters in the waiting area, on the practice website and in the Roundabout village magazine that is delivered to every address in the parish. Patients were able to take printed copies from the surgery or to print copies from our website. 

Results were very pleasing. See attached Appendix 1.

The survey results and comments were circulated to the group.  

A special meeting was held to develop an Action Plan from the Survey Results.  (See below)


 The Friends of The Cottage Surgery

Local Patient Participation Report – Action Plan

It was noted that overall patient satisfaction is, again, consistently high with 86% of patients surveyed being VERY SATISFIED with the care they receive at The Cottage Surgery. 94% of patients surveyed said they would recommend the surgery to someone who has just moved to the area. It is our aim as a group to ensure that this high standard is maintained and improved upon.
Actions Identified from Patient Survey:

	Area Identified
	Action Identified
	Actionee

	Communication
	.
	

	Patients not always aware of which clinician they are seeing (comment).

Patients not aware of the difference between Nurse & Healthcare Assistant (Q17 identified that 45% of patients have not tried to get an appt with an HCA) 

Doctors do not always introduce themselves (comment).

Useful to have a regular Female GP at the surgery (comment)
	Display list/photographs of all staff in waiting area / on website / practice leaflet – Rolling Screen in Waiting area?

Ensure differences between Nurse / HCA are communicated and Patient informed when booking.

Ensure Clinicians introduce themselves & wear name badges where appropriate.

Promotion of the Surgery Website – village circulars, in the waiting area.

Update out of hours answer phone message to include ref to website
Inform patients as above (we do have a regular female GP at the surgery).
	JQ / Karenna Galer-Coombes (offered to assist).

JQ

JQ

JQ/ Ann Irving

SJCC

JQ

	Booking appointments ahead (Q6 : 34% of patients surveyed are not aware that they can book ahead)
	Concern regarding this. Display poster in waiting area / website / practice leaflet noting how far ahead bookings can be made.
	JQ




	Area Identified
	Action Identified
	Actionee

	Patient Experience
	
	

	Access to the surgery – the driveway is an issue. (Q7 & comments)


	Planning permission has just been approved for a new driveway / entrance to the surgery. Work on this will hopefully commence shortly. PRG will be kept informed.
	SJCC / JQ

	Privacy at Reception / waiting area - Concern that patients might be overheard when speaking to Receptionists (Q9 : 21% think they might be overheard and they DO mind)
	Survey to be conducted by Reception for a period of 1 week to determine how many patients actually come in to the surgery & disclose problems / personal issues at reception – results to be discussed at next meeting.

Consider whether speakers can be installed (to play soft music) in the waiting area rather than behind reception.

Display notice in the waiting area advising Patients that they can talk to Receptionists in a private area if they wish. Info on website & practice leaflet also. Re-iterate to Reception Team.
	JQ & Reception Team 

	Waiting times for Appointments – Midwife (Q11 : 22% of patients surveyed wait between 15-30 minutes and 11% wait more than 30 minutes)
	Discussion is needed with the Community Midwife Supervisor to consider extending appt times. Appt times are currently 15 minutes long and consistently run late. Our Midwife Clinics were recently altered from weekly to fortnightly following a lull in new pregnancies. We now have an increase but do not have the appointment capacity. 
	JQ to liaise with Midwife Office.

	Availability of prescriptions – sometimes hard to get hold of as soon as needed (Comment)
	We offer a first class service regarding prescription availability – we consistently exceed our 48 hour collection target. Does this answer (1 person) relate to collection of prescriptions from Quorn Chemist? Collection by Quorn Chemist takes place twice weekly. Contact Quorn Chemist to see if collections can be increased.
	JQ

	Infection control – children’s toys in the waiting area (comment)
	It was agreed that soft toys should be removed from the waiting area. Carry out market research on the cost of “easy to clean” hard toys.
	JQ/Margaret Taylor

	Reviews of treatment – patients not always clear about when due (Comment)
	Ask Nurses to remind Patient when next review is due
	JQ

	Furniture in the waiting area (comments) 
	Plan to look at the existing furniture – raised chairs for elderly, less abled.
	JQ

	Cleanliness of the Surgery (comment)
	To be looked at by the Practice Management Team
	JQ
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