NORTON MEDICAL CENTRE
PATIENT PARTICIPATION REPORT 2012/2013
Patient Participation Group
Norton Medical Centre has a well-established patient group that meet a few times a year in the meeting room at the Practice. The meetings are informal and friendly and the group works closely with the Practice Manager to provide a valuable patient perspective on a range of issues.  
The group has a long and successful history of fund raising for the Practice and activities include a craft stall held twice yearly during Saturday flu clinics and an annual tombola stall in December.

Members of the group also support the practice in keeping the children’s play area clean and safe.

Group Profile
There are 5 male and 6 female members with age profiles as follows: 1 member in the 45 -55 age range; 2 in the 55 – 65 age range; 2 in the 65 – 75 age range and 6 aged 75 and over. 

The membership is not particularly representative of our Practice Population in terms of younger members or those from different ethnic backgrounds. Many attempts have been made to increase the membership in the past without success but it is not unsurprising that patients can find it difficult to take time in the middle of a busy day to attend a meeting.  In response to this the Practice has established a complementary virtual group of patients who have indicated they are willing to be contacted by email to provide an opinion on the Practice issues.

Patient Reference Group

The reference group is advertised on-line, in the patient information leaflet and by poster in the waiting area.  In addition, information and joining forms are distributed to patients applying to join the Practice list.  Membership form attached:
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At the time of writing this report the Reference Group membership includes:

12 male patients, 3 aged 17 – 24; 3 aged 25 – 34; 3 aged 35 – 44; 1 aged 45 – 54; 1 aged 55-64 and 1 aged 75 – 84

14 female patients, 5 aged 17 – 24; 2 aged 25 -34; 1 aged 35 – 44; 2 aged 45 – 54; 3 aged 55-64 and 1 aged 65-74.
This group also includes representation from Asian and African ethnic groups.

Two reference group members have subsequently become active members of the Patient Participation Group.

Patient Engagement Strategy
The established patient participation group (PPG) met on 19th May and at that meeting discussed ways to enhance patient engagement.
Action Plan:
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Canvassing Patient Opinion
The patient group agreed key areas to include in a patient survey as:
1. The telephone system, to include:

a. How satisfied patients are with the automated system.

b. How easy it is for patients to access services such as ordering repeat prescriptions or obtaining test results.

c. How easy it is for patients to speak to a clinician (doctor or nurse)

2. Appointments, to include:

a. How easy it is for patients to book a variety of appointments.

b. How satisfied patients are with the length of wait once they arrive for an appointment

c. How satisfied patients are with the amount of time they have in an appointment.

3. Any individual idea for improvement that would enhance the overall patient experience for that person.
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The draft survey was circulated by email on 24th July 2012 and approved.
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Survey Results

The key findings of the survey were:
Appointments

Although the tick box answers suggested that patients in the main found making appointments relatively easy the open ended comments had a common theme of frustration with the system.  Common issues were:

1.
Being asked to ring the next day only to be told there are no appointments available.

2.
Struggling to access the GP of choice.

3.
Too long waiting times at the Practice.

4.
Appointments outside of normal office hours required.

Telephone System

The survey results confirmed the negative opinions already conveyed to the Practice via comments and complaints over the years, primarily:

1.
Dislike of the expensive 0844 number.

2.
Frustration at the automated system

3.
Frustration at not being able to get through at busy periods

The full survey results are available in the embedded document.
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Improvement Plan
The patient group approved the following improvement plan during a meeting held on 30th October 2012.
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Progress to Date

· The new phone system was implemented in November 2012, survey to follow.

· A new way of managing appointments is to be implemented in April 2013, survey to follow.

· The Practice leaflet has been amended to give better information on patient choice.

· The GPs now inform reception if they are running 20 minutes or more over time so that patients can be kept informed on waiting times at the surgery.

Practice Opening Hours

The Practice Reception desk is open from 8:30 am until 6 pm Monday to Friday, except for Thursdays when we are closed from 12 pm until 3 pm.
The Main telephone line to access the following services is 01642 745350:

· Urgent Medical Attention and Home Visit Requests from 8am until 6pm Monday to Friday
· Appointments and all other enquiries from  9am until 6pm Monday, Tuesday, Wednesday and Friday and Thursday from 9am until 12:30pm then 3pm until 6pm

· Ordering repeat prescriptions from 3pm until 4:30pm Monday to Friday

· Test result enquiries from 11am until 6pm Monday, Tuesday, Wednesday and Friday and Thursday from 11am until 12:30pm then 3pm until 6pm

There is a message to advise patients on how to access a range of health services out of hours available by calling when the Practice is closed.
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NORTON MEDICAL CENTRE

PATIENT PARTICIPATION STRATEGY


2012/13

Background


The established patient participation group (PPG) met on 9th May 2012 where the Practice Manager explained the Patient Participation DES.  The group were asked to consider extending patient participation to include a “virtual” patient reference group as a way of increasing the representativeness of those involved. They were also asked to think about key areas to include in Practice surveys and agreed to pilot an electronic survey before the next meeting.
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Action Plan:


1. Practice Manager to implement the necessary steps to establish a patient reference group (PRG) comprising of patients willing to be contacted a few times a year to offer an opinion on services and proposed developments.  It was agreed that this would support the work of the PPG and may provide a more representative opinion.  


2. Existing members to consider key areas for inclusion in a Practice survey.


3. Practice to develop a website to support patient information and engagement activities including a down loadable form to join the reference group.


4. Reception team to promote the new reference group at registration.


5. Patients interested in the new patient reference group to receive a welcome e-mail to include either an opportunity to put forward ideas to be included in a Practice survey or an opportunity to complete the survey dependent upon timing.

6. The PPG subsequently agreed on 29th May 2012 that their priorities for a survey include:


a. The telephone system

b. The appointment system


c. An opportunity to state one change to the way in which the Practice operates that would improve things for the individual.
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7. The survey is to be developed and distributed electronically via the website, by email and in paper form for an agreed period.


8. Responses to be collated, a report and action produced for each survey to be disseminated to the PPG and PRG, displayed on the appropriate websites and included in patient a newsletter.
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NORTON MEDICAL CENTRE STEERING GROUP FOR PATIENTS’ GROUP 


Notes of the meeting held on 9 May  2012


Welcome -Ann Cains welcomed those present – Dick Cains, Sylvia Turner, Joan Stage, Ian Stage, Ann Heward, Jim Heward,   Chris Veitch and  Victoria Laing.  Introductions were made to the new Practice Manager,  Chris. Malloy, and she was welcomed to the Practice. 


2. 
 Apologies for absence – Jane Skinner


3. Treasurer’s report:

Bank balance as of 29 March 2912 stood at £2596.31


 Three donations, totalling £131. 60 had recently been received and would be added to the above total. Ian agreed to update the “thermometer” display in the waiting room.  Ann will send the usual letters of thanks. 



4. Prospective purchases: 
  The current cost of the ECG machine needed by the Medical Centre is £3373 inc. VAT. However the PCT will now be supplying this directly. The Practice is requesting a Spirometer and the full cost of this will be investigated.   Special wording of the waiting room notice will be agreed to explain how the Group funds were allocated. 


 5. Future fundraising    
It was agreed to hold a fundraising event including a Craft Stall in the   Autumn on the two Flu jab Saturday mornings   and in the mornings of the    adjacent weeks. A Notice appealing for craft items will need to be displayed as soon as the dates for the event are known. 



6. Matters Arising from last meeting
 Chris asked for progress on purchasing steps to access examination couches. These are classed a disability aids and quite expensive but the suggestion was made to look at Argos or other home catalogues.



 ( Since the meeting a step stool with hand hold was purchased by the Cains from a Coopers of Stortford  catalogue £14. 99. It is on loan to the Practice  and is currently being trialled by the Practice team. A full evaluation will follow before the Group can decide whether or not to purchase more of the same or go for more expensive disability aids.) 




7. Any other business:



AOB 1 
Gill Restall had enquired if we had any old minutes from the previous Patients’ Group but there appear to be none. 



AOB 2
Victoria explained that on retirement from the Practice, she will be undertaking a charity bike ride across Europe with the proceeds to be for the Great North Air Ambulance and the Patients’ Group.  The details of how to donate will be displayed in the Waiting Room.


AOB 3
 Victoria reported that, after grumbles about the current contact telephone number, the Practice is working towards moving away from the 044 number. 


AOB 4 
There is to be a pilot scheme introduced soon offering telephone appointments with a doctor instead of visiting the surgery. 



AOB 5
 Chris explained how she would like to create a virtual Patients’ Group using government funding as a means of consulting patients on Practice developments. She agreed to test out a questionnaire by e-mail with the current Group and e-mail addresses were exchanged. 



AOB 6
 A leaving gift of a framed colour photograph of Norton Pond, taken by Ian Stage, was presented to Victoria and photographs of the presentation were taken. 


The next meeting of the Steering Group will be held at 4pm on Tuesday 21 August 2012 
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Norton Medical Centre


			Meeting


			Patient Group Meeting





			Date


			Tuesday 29th May 2012





			Attended by


			CM, AC, DC, CV, JH, JT, ST, JS





			Apologies


			





			


			Patient Participation


			





			1.


			Website


CM explained that the website is underway and the plan is to make it available to the public once basic information is available.



CM to email a link once the site is up and running.


			CM





			2.


			Patient Reference Group


CM is developing a hand out for patients to encourage them to join the reference group.  This is based on the guidance available as part of the DES and once complete will be shared with the group for approval.


			CM





			3.


			Survey


The group agreed that the patient survey should seek patient opinion on:



1. The telephone system – to include the automated system; how easy it is to access services  and how easy it is to speak to a clinician.



2. The appointment system – to include how easy it is to get appointments; how satisfied patients are with the wait once they arrive for an appointment and how satisfied they are with the length of time they have in an appointment.


3. An opportunity to name one thing that could be changed to improve the overall patient experience for the individual



Draft survey to be sent to patient group and any members of the reference group.


			CM
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Norton Medical Centre - Patient Feedback Survey #1

1/1

1. How easy is it to schedule the following types of appointment?

Very easy Fairly easy Not very easy Not at all easy
Doctor - Routine C C C
Doctor - Urgent C C C
Doctor - Home Visit C C C
Nurse - Routine C C C
Comments

Haven't tried

C

c

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

Haven't tried Very easy Fairly easy  Not very easy Not at all easy
Getting through on the 6 o 6 6 6
phone
Speaking to a Doctor 6 6 6 6 6
on the phone
Speaking to a Nurse c c c c c
on the phone
Obtaini
taining test results c c c c c

by phone
Booki

ooking an 6 o o 6 6

appointment by phone

3. How satisfied are you with our automated telephone system?
Very satisfied
Slightly satisfied

Neither satisfied nor dissatisfied

2 0O DO 0D

Slightly dissatisfied

¢ Very dissatisfied

Comments

Don’t know

C

C





4. How satisfied are you with the following?

Very satisfied
The time spent waiting
for an appointment c
once you have arrived
at the surgery
The length of time you c
have with a doctor
The length of time you c

have with a nurse

Neither satisfied

Slightl tisfied
'gntly satistie nor dissatisfied

C C
C C
C C

5. How interested would you be in the following services?

Very interested

Order repeat

C
medications online

Book appointments o
online

Cancel appointments o
online

Appointment
confirmation/reminder C
via text message

Test results via text o

message

6. Would you be happy to receive certain types of communcation via e-mail?

c Yes

c No

If yes, please list types of communication you would be happy to receive via e-mail

Somewhat .
, Not very interested
interested

C C

C C

C C

C C

C C

Slightly
dissatisfied

Not at all
interested

c

c

Very dissatisfied

Already use this
service

c

c

7. Overall, are you satisfied, dissatisfied, or neither satisfied nor dissatisfied with Norton

Medical Centre?
¢ Very satisfied
Slightly satisfied

C
¢ Neither satisfied nor dissatisfied
C





Slightly dissatisfied
¢ Very dissatisfied

Comments

8. If you could change one thing about Norton Medical Centre to improve your patient
experience, what would it be?

9. Please indicate your gender and age range. This is to ensure the responses we receive a
representitive or our patients.

Male [ 25-39 75 and over
r I
Female 40 - 49 Prefer not to disclose
r r (I
[~ Under 16 [~ 50-59
- 17-24 [~ 60-74

10. Which race/ethnicity best describes you? This is to ensure the responses we receive are
representitive or our patients.

¢ British or Mixed British ¢ Other mixed ethnicity c African
Irish ¢ Indian or British Indian ¢ Other Black background
¢ Other White Background ¢ Pakistani or British Pakistani ¢ Chinese
¢ White & Black African ¢ Bangladeshi or British ¢ Other ethnic group
¢ White & Black Caribbean Bangladeshi  Prefer not to say
~ White & Asian ¢ Other Asian background

¢ Caribbean

Dane

Powered by SurveyMonkey
Create your own free online survey now!











NORTON MEDICAL CENTRE

APPOINTMENT AND TELEPHONE SYSTEM PATIENT SURVEY 2012/2013

Background

Appointment System

The Practice offers a range of appointments including two daily “sit and wait” sessions, which were set up originally to ensure same day access for patients with an acute need.  However, more recently these sessions have been growing and have been used as additional resource for more routine problems due to a lack of pre-bookable appointment slots.  The doctors believed that this was indicative of a fundamental problem with the way in which our appointments are managed and wanted to canvass patient opinion ahead of discussing potential changes.  The Patient Group agreed that this should be a priority topic for a survey.

Telephone System

As a result of moving to an 0844 number, the Practice has received a number of complaints and negative comments about their telephone system and was in the process of looking into a move to an alternative provider.  In discussion with the Patient Group it was decided that a survey would be useful to determine whether the basis of the known dissatisfaction was purely a matter of call costs or whether there were other elements of the service that patients found problematic.

Process

The survey was developed in-house and designed to be completed electronically via an on-line link or in paper form.  The link was advertised on the Practice website and emailed to existing members of the Patient Group and the Patient Reference Group.  The survey was also handed out to patients attending surgery for 4 weeks in July and August 2012.

Results

Q1. How easy is it to schedule the following types of appointment?

		30.18%

		of patients did not find making a routine GP appointment easy



		9.59%

		of patients did not find making an urgent GP appointment easy



		5.80%

		of patients did not find making a home visit appointment easy



		4.05%

		of patients did not find making a nurse appointment easy







Q2. In the past 6 months how easy have you found the following?

		32.74%

		of patients did not find getting through on the phone easy



		18.52%

		of patients did not find speaking to a doctor on the phone easy



		8.13%

		of patients did not find speaking to a nurse on the phone easy



		6.13%

		of patients did not find obtaining test results by phone easy



		24.69%

		of patients did not find booking an appointment by phone easy







Q3. How satisfied are you with our automated telephone system?

		52.52%

		of patients were not satisfied with the automated phone system







Q4. How satisfied are you with the following?

		74.69%

		of patients were satisfied with the length of time waiting for an appointment after arriving at the surgery



		84.21%

		of patients were satisfied with the length of time with a doctor



		83.67%

		of patients were satisfied with the length of time with a nurse







Q5. How interested would you be in the following services?

		59.74%

		of patients were interested in ordering repeat medication online



		67.55%

		of patients were interested in booking appointments online



		67.55%

		of patients were interested in cancelling appointments online



		69.74%

		of patients were interested in receiving appointment reminder/confirmation text messages



		66.67%

		of patients were interested in receiving test results via text message







Q6. Would you be happy to receive certain types of communication via e-mail?

		48.98%

		of patients were interested in receiving correspondence via e-mail







Q7. Overall, are you satisfied, dissatisfied, or neither satisfied nor dissatisfied with Norton Medical Centre?

		90.45%

		of patients were satisfied with Norton Medical Centre overall







Q8. If you could change one thing about Norton Medical Centre to improve your patient experience, what would it

be?

		YOU SAID

		WE SAY



		A modern blood test machine for Warfarin check with instant results

		Unfortunately we have high numbers of patients who are registered with us for Warfarin monitoring and the logistics of buying, locating, monitoring and maintaining sufficient machines is not something we can consider at this moment.



		More telephone lines early morning

		We are a business like any other subject to profit and loss accounts and the potential to go bankrupt.  Unfortunately, the additional telephones are not a solution without the additional staff to man them, which would be a cost to the business without bringing in any additional income making it a non-viable proposition at the moment.



		No automated phone service

		To help us manage the workload we schedule certain services such as repeat prescription ordering to start at less busy times, which means there has to be a way of filtering calls.  However, the new telephone system will allow the automated opening message to be skipped by pressing the desired number before the message finishes.  



		Being able to see the doctor of your choice for continuity of care and treatment

		This is something the Practice supports and the new way of managing appointments that is currently under consideration should improve access to the GP of choice.



		Maybe a bit more time for appointments

		Again the new way of managing appointments that is being considered will allow the GP to speak to the patient by telephone in advance of booking a face to face appointment.  This will give the GP the option of allowing additional time where necessary.



		Being able to use mobiles to phone doctors without it costing a fortune

		The Practice recognises the need to return to a local number and will ensure that any new system provider is able to offer that service.



		Change phone system

		We intend to.



		Free contact number due to length of waiting time

		Many landline providers offer free local calls as part of a package so hopefully a return to an 01642 number will lessen costs.  As a service industry an 0800 number is not an option as any costs involved cannot be offset against business gained as is normally the case.



		Feel tel call should not be a premium or local 08 number most people nowadays have free ordinary calls in their tel package. It cost me 53p to call you recently

		Agreed and this will be a primary consideration when selecting a new telephone system provider.



		Message on phone very long, times of opening could be at the beginning, make it easier to see own dr at short notice

		We will take this into consideration when setting up the new telephone system and try to improve on the current message.

The new way of managing appointments that is under consideration should make it easier to consult with the GP of choice at short notice.



		Change back to the way it used to be to phone in

		We are committed to returning to an 01642 number



		A normal phone no direct to centre

		



		I would like a normal telephone number, not 0845

		



		Change telephone number from 0844 to 01642

		



		Be able to get an appointment when needed.  Be able to see your own doctor and able to get through on the phone

		The new way of managing appointments that is being considered has the potential to achieve all of those desires.



		Easier access to reception team (wait on phone too long)

		



		Appointments available outside normal working hours would be helpful

		The new way of managing appointments that is being considered allows the patient to speak to the GP prior to booking a face to face appointment where one is required.  This should allow a mutually convenient time to be agreed.



		Appointments easier to get as its very difficult to get an appointment

		We are looking into different ways of managing our appointments with a view to improving access for patients.



		Easier to see own GP in emergencies, not wait weeks for routine appointment

		As you will appreciate we are a demand led service and as such we have to respond to urgent appointment requests differently to routine appointment requests.  Urgent, same day appointments are currently managed by “sit and wait” sessions where we cannot guarantee which GP will see the patient but we acknowledge that there should be better access to routine, pre-bookable appointments with a GP of choice and that is what we are working on.



		The attitude and quality of the doctors

		This is a very general comment and as such it is difficult to respond to in a structured manner.  If a patient has a concern about the quality of service or the attitude of a particular doctor they should contact the Practice Manager who will investigate and respond under the Practice Complaints Procedure.



		To get through easier on the phones.

		We hope that a change to the telephone system and the way in which we manage calls will improve on the current level of service.



		Trying to get to see your own doctor

		We are looking into different ways of managing our appointments with a view to improving access for patients.



		Arranging appointments - long wait to get through to the surgery

		We are looking into different ways of managing our appointments with a view to improving access for patients.



		I haven't had a bad experience and always been happy with any service I've used.

		That is very nice to hear thank you.



		Change the tel system and the long telephone number

		We are committed to returning to an 01642 number and are in the process of selecting a new system provider.



		Better appointment making especially when it needs to be around work

		The new way of managing appointments that is being considered allows the patient to speak to the GP prior to booking a face to face appointment where one is required.  This should allow a mutually convenient time to be agreed.



		Get rid of telephone system

		Agreed



		Have more appointments for people so you don’t have to sit and wait

		The new way of managing appointments that is being considered allows the patient to speak to the GP prior to booking a face to face appointment where one is required.  This should allow a mutually convenient time to be agreed.



		To have to wait 2-3 weeks to see the dr you are registered with is annoying.  Make it easier to get appointment.

		We acknowledge that there should be better access to routine, pre-bookable appointments with a GP of choice and that is what we are working on



		Keep the same doctor rather than seeing several about the same problem

		This is definitely one of our primary objectives when agreeing a new way of managing appointments.



		I don't phone because it costs to ring.  I have to walk round every time, but as it’s a few mins away its not bad.  Phone number should be a landline.

		We are committed to returning to an 01642 number



		To change the name of the over 75 health check from elderly care to perhaps senior citizen check.  Do dislike the word elderly.

		Done – this was mentioned to one of our Health Care Assistants and we decided that there was no need to call it anything other than an annual health check, which is what it is.  



		The phone line - The reason so many appts aren't cancelled is due to how long it takes.

		We are currently looking into an automated 24/7 cancellation system but in the interim the switch back to an 01642 number should at least reduce the cost of cancellation calls.  Patients are also able to cancel appointments over the internet, using SystmOnline.



		To be able to see own doctor more quickly

		We acknowledge that there should be better access to routine, pre-bookable appointments with a GP of choice and that is what we are working on



		Prefer to see same doctor, difficult to see your own GP then find you have to repeat everything.

		We acknowledge that there should be better access to routine, pre-bookable appointments with a GP of choice and that is what we are working on



		Email communications

		E-mailing outside of the nhs.net is not secure and therefore confidentiality cannot be guaranteed, which limits the amount of information that can be.



		I am very satisfied with the treatment I receive at the centre.  The staff are very polite and I have no complaints.

		That is lovely to hear thank you.



		Punish time wasters (people who don’t cancel appointments) by a fine or ban them so other patients can get an appointment more easily.

		As much as I would like to agree I have to accept the argument that our existing 0844 number is very expensive to call from a mobile and sometimes patients don’t have sufficient funds on their phones to make the call.

Once our house is in order with regard to phone systems and better access to appointments I would like to develop a system to monitor “persistent offenders” with a view to encouraging attendance or cancellation of appointments.  



		I don't think I would change things

		Good to hear thank you.



		Nothing, serves its purpose

		



		I don't like the telephone number being 0844.  My son cannot get appointments after 5pm due to work.

		We are committed to changing back to an 01642 number and are working on making improvements to our appointment system, which will hopefully help patients who struggle to get an appointment at convenient times.



		Have more staff, but it is the same everywhere.

		It is hoped that some of the changes we make will streamline systems and make it feel like we do have more staff.



		The phone system - not impressed by the cost of phoning.  54 pence and it takes 4 minutes.

		A return to local call rates is imminent.



		Leave it as it is

		Unfortunately, the existing systems are not satisfactory in the eyes of many patients but any changes will be made in consultation with our patient groups in the hope of improving services.



		That we could have routine appointments for a sooner date, or non-emergency but still important

		We acknowledge that there should be better access to routine, pre-bookable appointments with a GP of choice and that is what we are working on



		Getting an appointment

		



		Phoning system

		The aim is to improve the existing phone system by the end of the year.



		I would like to be able to get a doctor's appointment after 5pm.  I don't like ringing in the morning for my prescription only to be told to ring back in the afternoon to order it.  I wish you did two or three monthly prescriptions like I had at my previous surgery.  Also have more choice of appointments with your own GP, not having to wait 3-4 weeks.

		We acknowledge that there should be better access to routine, pre-bookable appointments with a GP of choice and that is what we are working



		Sounds silly but if the reception desks where smaller or the staff on higher chairs I could maybe hear what they were saying instead of stretching over to try hear them.

		If money was no object we would love to rip out the reception desk and start again.  This may not be one for a short term plan but could be something to consider as a longer term desirable.  Unfortunately, higher chairs wouldn’t work from a staff perspective because they have to be at a height suited to working on the computer and keyboard.  



		More flexible ordering repeat prescriptions.  14:00 (15:00 Thurs) till 16:30 not sufficient.  Ordering on a Friday & not available till Tuesday pm is not acceptable.

		This is difficult because of the range of other duties that need to be conducted during the course of the working day.  There is an on line ordering system available and we are looking into an automated 24/7 repeat prescription ordering option as a longer term development.



		Extend opening hours.

		We do open relatively early on a morning but understand that some patients require greater flexibility.  With the new way of managing appointments that is being considered it will at least be possible to agree a mutually convenient time for a face to face consultation and there may be more that can be dealt with by a telephone consultation with the GP.



		Shorter waiting time once in surgery.  More flexibility with doctor appointments.

		Appointments are set at 10 minute intervals as an average and it doesn’t take very many patients that require longer than that to result in a session running late.  The reception team have asked the GPs to notify them if they are running 20 minutes or more late so at least patients can be made aware of the delay when they arrive and consider whether they would prefer to wait or to re-book.



		Online booking.

		This is in the pipeline for a future development – watch this space…..



		I have had no problems with the NMC doctors and staff are nice and helpful, nothing seems a problem for reception either.

		That is good to hear, thank you.



		Not a change, but sustain the helpfulness of the receptionists

		Sharing nice comments such as this one is a great motivator for staff who are already committed to helping patients.



		Making an appointment as soon as possible and not told to ring at 8:30 next morning and then getting told they are not one apart from wait.

		We acknowledge that there should be better access to routine, pre-bookable appointments with a GP of choice and that is what we are working



		Speed up waiting times once arrived at Centre.

		Appointments are set at 10 minute intervals as an average and it doesn’t take very many patients that require longer than that to result in a session running late.  The reception team have asked the GPs to notify them if they are running 20 minutes or more late so at least patients can be made aware of the delay when they arrive and consider whether they would prefer to wait or to re-book.







Q9 –Q12 were designed to identify regularity of attendance, age, sex and ethnicity to ensure the survey had reached a representative population.

Open Ended Comments

		APPOINTMENTS

		TELEPHONE SYSTEM



		Never ever seen within 10 mins of appointment

		phone line not easy long message



		The difficulty is trying to see one's own doctor

		Not very happy with 0844 number.  The last time I rang the surgery it cost 85p!



		Find it a long wait for appointments

		Calls cost a lot of money by mobile and your credit ends up running out.  With test results only being certain time if you need to use someone else phone its difficult.



		Could fit in better for working people to see own dr

		Phone lines are always very busy.  The doctor messaging service is a good alternative to blood tests etc.



		Getting to see your own dr can be hard

		Takes too long to get through there should be a tel number that goes straight through to the reception team to book appt



		I can never get an appointment when needed

		Would be better going straight through instead of waiting to find which button to press



		If I wish to see my own doctor I have had to wait around 3 weeks.  However if I was willing to see any doctor a routine appointment is easier

		Service is excellent at surgery but phone process is a nightmare



		Quite easy but not always to see your own GP & with suffering anxiety & depression, other doctors tell you you need to see your own GP for change in medication

		Ridiculous & expensive (phone system)



		Can take over a week to get an appointment for injection

		Practically impossible to book app by phone asked to phone 08:30am, still no success.  Would like to be able to make phone call just for medication information



		Have always been told to ring next day at 8:30am but then nothing is ever available

		This phone number is rather costly as you are usually on 10 mins or more.  Don't like it at all.



		Service provided is faultless in my experience once in with the dr

		I understand that the phone number is a premium rate which is more than a local charge call - disgusting.



		Difficult.  When dr asks you to come back in 3 weeks or so, unable to get appt.

		Lengthy, often get cut off & have to start at beginning of process again - frustrating at times



		Often registration system does not work & can be sat waiting lengthy times.

		No mobile reception at home.  Can use text on landline.



		Very happy with my GP - Dr Fazluddin - just the system to book/contact is frustrating & archaic when lots of options in modern technology could reduce this.

		Much better to speak to receptionist immediately



		Always a 4 wk wait

		







Conclusions

Appointments

Although the tick box answers suggested that patients in the main found making appointments relatively easy the open ended comments had a common theme of frustration with the system.  Common issues were:

1. Being asked to ring the next day only to be told there are no appointments available.

2. Struggling to access the GP of choice.

3. Too long waiting times at the Practice.

4. Appointments outside of normal office hours required.

Telephone System

The survey results confirmed the negative opinions already conveyed to the Practice via comments and complaints over the years, primarily:

1. Dislike of the expensive 0844 number.

2. Frustration at the automated system

3. Frustration at not being able to get through at busy periods



The key findings from the survey will be shared with the Patient Group and an action plan agreed.
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2012/13 TELEPHONE AND APPOINTMENT SURVEY


ACTION PLAN


		YOU SAID

		WE SAY

		ACTION

		RESPONSIBLE PERSON & TIMESCALE



		1.  The phone line is not easy – it’s a long message

		We agree that automated telephone systems can be confusing, particularly if there are a lot of options.  

		To review and revise the number of options available and the order in which they are presented.

		CM – 31/12/2012



		2.  Not happy with the 0844 number –


· Ridiculous & expensive


· Costly as call usually take 10 minutes or more – don’t like it at all


· Would prefer a local number


· Change number to 01642


· Would like to use a mobile to call the doctor without it costing a fortune


· Would like a free contact number due to waiting time once connected


· Revert to the old phone number


· Change to a normal local number with direct answering

		With hindsight this was a poor business decision.  At the time we elected to subscribe to this particular service provider we believed that calls would be cheaper for our patients. We also believed that other healthcare providers including North Tees hospital were intending to adopt this system.    The speed in which mobile telephones became common place surprised us as did the introduction of phone tariffs for home users that offer free local calls. Both of these developments meant that calls were actually more expensive for our patients. Unfortunately, once we signed up to the 0844 service provider we were locked into a contract that included significant early termination penalties.


We recognise that this has caused much discontent for our patients and sincerely apologise. 

Arrangements are in place to switch Provider this year.

		To revert to a 01642 local number – although unfortunately this cannot be the previous local number associated with the Practice.

To arrange for an answer message to be available on the old 0844 number for a period of 6 months advising patients of the change.


To advertise the new number on the website; in patient leaflets; on the right hand side of prescriptions; by poster display in surgery and hand out slips.

		CM/CR – 31/12/2012



		3.  Less than 50% of patients find the current telephone system satisfactory

		Once we have taken the actions outlined in number 2 above we will seek to survey patients again and hope to see an improved satisfaction rate.

		Re-run survey in 12 months

		GA – 31/10/2013



		· Make it easier to see your own doctor at short notice.


· Make it easier to see your own GP for continuity of care and treatment.


· To have to wait 2-3 weeks for an appointment with your own GP is annoying – make it easier

· It is difficult to get an appointment

		We recognise that the current appointment system is not working well for patients and GPs alike.

We are currently struggling to meet the demand for appointments and although we allocate a usual GP to each registered patient to promote continuity of care we recognise that patients struggle to book appointments with their usual carer.

		The Practice has committed to trialling a completely different way of managing appointments.  The trial will be for a minimum of 3 months and the details can be seen in the embedded document below.

We are currently in the data collection period, which is designed to establish the demand for appointments and allow us to match our GP availability to that demand.


It is also designed to put the people with the most knowledge, i.e. the doctors in charge of the appointment system.


It is quite different to how we currently work but it is not a completely new idea.  It is currently working with very good results in other areas of the country.


The trial is scheduled to commence sometime in the New Year (2013) and in the meantime we will endeavour to get information out to patients with a view to hosting a couple of drop in sessions at the Practice where they can come and raise any questions and concerns ahead of the new system starting.


The Practice has already given out over 900 leaflets at recent flu clinics.


PLEASE NOTE: the leaflet states that the new system is already in place but this will not be the case until early 2013.
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		CM – 31/03/2013



		4.  Make it easier to see your own GP in emergencies – not wait for routine appointments

		Whilst we respect patient preference and are contractually obliged not to unreasonably refuse a patient access to their preferred clinician it is impossible to provide this service in respect of emergency or urgent appointments.  As you can appreciate GPs have scheduled appointments the majority of which are booked ahead of time.  We manage requests for same day appointments by protecting a “duty doctor” who has the capacity on the day to see patients in response to an urgent need. It would be logistically impossible to protect all GP appointments.

That said we hope that the introduction of the new appointment system outlined in number 3 above will improve same day access to the GP of choice.

		To improve information for patients on their right to express a preference.

Add a section to the practice leaflet and publicise on the website.

		CR/GA 30/11/2012



		5.  Extended opening hours would be helpful.


· Appointments outside of normal working hours would be helpful


· Need to make it easier to get an appointment around working times

		We recognise that this is a problem and have tried to take some action already such as giving priority to workers and those with similar commitments at the early morning phlebotomy drop in clinics. This is designed to help patients’ access services before going to work.

However, we are sometimes limited in the services we provide because we have to make a business decision around the income available and the rules attached with providing a service. Unfortunately, the current rules around providing extended hours beyond core opening and the income associated with this have resulted in our making a business decision that we are unable to offer this service.  However, we are optimistic that the new method of managing our appointments outlined in our response to point 3 will provide an opportunity for patients to agree a mutually convenient appointment time direct with the GP.

		Re-survey in 12 months’ time to see if the Dr First appointment system has improved this experience for patients.

		GA – 31/10/2013



		6. 70% of patients were satisfied with waiting times once they arrive at the surgery.

		This is encouraging but there are always improvements to be made.

Where there are delays due to appointments running over or GPs being called out to urgent visits it is essential to keep patients informed.

		Share this positive feedback with the medical reception team.

Team discussion on keeping patients informed.

		CM -  30/11/2012

YA  - 30/11/2012



		7.  91.78% of patients are satisfied with the Practice overall.

		This is very good news.  

However, we are always willing to listen to constructive feedback from patients.  Anyone who would like to make a comment without making an official complaint is encouraged to use the feedback forms and drop in box in the waiting area. 


We accept compliments too!

		To be shared with the team.

		CM - 30/11/2012



		8.  Invest in a machine to check the bloods for patients on Warfarin to give instant results.

		Unfortunately we have high numbers of patients who are registered with us for Warfarin monitoring and the logistics of buying, locating, monitoring and maintaining sufficient machines is not something we can consider at this moment.
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The telephone appointment service

The surgery has a new servica that will halp
you to get the appointment vou need,
wihen you need it

If you want advice about a health problem,
you can now have an‘appointment by
telephone and speak directly to your doctor
by phone on the day that you call, You can
use the telephene appointment service for
urgent and non-urgent health problems,

This is how it works:

%
i

. Gall us on the main surgery telephone number
and ask to make an appeintment with the doctor.

2]

. The receptionist will ask you for your name and
your telephone number. If you heed to speak {o
the doctor urgently, because it's an emergency,
tell the receptionist straightaway.

3. The receptionist will ask you to say generally
what your health problem is. You don't have to
tell the receptionist if you don't want to. But if
you can, it helps the doctor to decide whom to
prioritise for a call back based on clinical need.

.11 you want to talk to a specific doctor, tell
the receptionist, Wherever possible they
will arrange it.

&, Your call will go straight through to the doctor
if they are free. You can then talk to your doctor
about your health problem in the same way
you do if you come into the surgery for
your appoiniment.

5. If your doctor thinks you need 1o come into the
surgery to be seen, or if you would still like to
come in, he or she will make an appointment
for you.

. When you call the surgery, if your doctor is busy
he or she will cali you back as soon as they can.
iT you want us to call you between certain times
then tell us and, where possible, we will
arrange that.








- Why is the surgery offering telephone

&

Eel

B3

appointmenis?

You have told us that socmetimes you find it
frustrating and difficult to get the appointment
you need, when you need it. By offering
telephene appointments and giving advice this
way we can make sure that everyone is able to
speak to, or see, their doctor on the day that
they call or on the day that they choose,

Many people don't need to come into the surgery
to he seen at all; their problem can be dealt with
by telephone. This gives your doctor more time
to see those people that need appointments

in the surgery. And, because your doctor is the
one making the appointments, he or she can
judge how much time you might nesd and give
you a long or a short appointment. This helps
appointments to run to time and means you're
more likely to be seen on time. We also know
that when psople make an appointment close
to the date that they call, they are more likely

to keep the appointment.

What do | do if | need an emergency
appointment?

Telephone the main surgery number and tell the
receptionist that your health problem is urgent.
He or she will put you straight through to a
doctor if one is free. If all of the doctors are busy,
the receptionist will make sure that a doctor
calls you back as saon as they can.

Can | still telephone to make an appointment
for a homa visit?

When you speak to the doctor ask for a home
visit, If your doctor thinks you need to been seen
at home, he or she will arrange this when you
spaak to them.

Are telephone appointments safe?

During your call with the doctor, he or she will
ask questions to help them make a decision
about whether you need to be seen in parson

or not. For examptle, if your doctor needs to look
at something ar examine you, you will be asked
to come into the surgery for the appointment. If
your doctor thinks you need to be seen he or she
will always ask you to come in to the surgery.

¢ What happens if | have trouble using the
telephone?
If you have difficuity using a telephone you
can still come in to the surgery to book an
appointment. You will be added to the doctors
list and they will book your appointment or
advise you in the same way.

2 Will | he seen quicker if §{ come into the
surgery?
Unless your problem is an emergency, you
won't be seen more quickly if you come into the
surgery tc make an appointment. You may have
to wait at the surgery, so if you can telephone for
an appointment it's usually more convenient
for you.

« Can | still book an appointment for next week
or next month? .
You can stiff book your appointments in advance.
However, because you can get an appointment
on any day that you call, yeu shouldn’t need to
book ahead.

¢ Are the telephone calls recorded?
No, the calis aren’t recorded. The telephone
appointments are as confidential as the .
appointments in the surgery.

s Vm not comfortable telling the receptionist
what is wrong, do | have to?
Knowing what your health problem is generally
helps the staff at the surgery to make sure
those people with more urgent problems are
seen quickly. However, you dor’t have to tell
the receptionist what is wrong.
If yvou're not comfortable
talking about vour health
problem, simply say you
would rather not and the
receptionist will respect
your wishes,
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		Meeting

		Patient Group Meeting



		Date

		Tuesday 29th May 2012



		Attended by

		CM, AC, DC, CV, JH, JT, ST, JS



		Apologies

		



		

		Patient Participation

		



		1.

		Website

CM explained that the website is underway and the plan is to make it available to the public once basic information is available.


CM to email a link once the site is up and running.

		CM



		2.

		Patient Reference Group

CM is developing a hand out for patients to encourage them to join the reference group.  This is based on the guidance available as part of the DES and once complete will be shared with the group for approval.

		CM



		3.

		Survey

The group agreed that the patient survey should seek patient opinion on:


1. The telephone system – to include the automated system; how easy it is to access services  and how easy it is to speak to a clinician.


2. The appointment system – to include how easy it is to get appointments; how satisfied patients are with the wait once they arrive for an appointment and how satisfied they are with the length of time they have in an appointment.

3. An opportunity to name one thing that could be changed to improve the overall patient experience for the individual


Draft survey to be sent to patient group and any members of the reference group.

		CM
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PATIENT PARTICIPATION


Norton Medical Centre has an existing Patient Group that meets a few times a year and undertakes a host of fundraising activities on behalf of the Practice. This has been a long and successful relationship much appreciated by everyone at the Practice.

The existing group also support developments within the Practice and give their opinions on existing services and proposed service developments.  However, the membership is not particularly representative and we would like to gauge opinion from a wider circulation.


We understand that it can be difficult for patients to commit to attending meetings and not everyone is interested in fundraising activities. We are therefore seeking to establish a patient reference group, which we hope will complement our current group in terms of patient engagement.

The Patient Reference Group will be a virtual group who are contacted occasionally and asked for an opinion on aspects of the Practice and the services provided.  We would like as many people as possible to provide their email addresses and agree to be contacted every now and again to answer a few questions.


If you are interested in joining this group please complete the form on the final page of this document and hand it in at reception or email it to nortonmedicalcentre@nhs.net

Please be assured that your contact details will only be used for this purpose and will be kept safely and securely.


FREQENTLY ASKED QUESTIONS


Q
Why are you asking people for their contact details?


A 
We would like to be able to contact people occasionally to ask them questions about the surgery and how well we are doing to identify areas for improvement. This information is purely to contact patients to ask them questions about the surgery and for no other purpose.

Q 
Will my doctor see my answers/feedback?


A 
If your doctor is responsible for making some of the changes in the surgery they might see general feedback from patients, however information will be requested via an anonymous survey so your identity will be protected at all times.

Q 
Will the questions you ask me be medical or personal?


A 
We will only ask general questions about the practice, e.g. short questionnaires.


Q 
Who else will be able to access my contact details?


A 
Your contact details will be kept safely and securely and will only be used for this purpose and will not be shared with anyone else.


Q 
How often will you contact me?


A 
Not very often and hopefully no more than four times per year.


Q 
What is a patient group/patient participation group?


A 
This is a group of volunteer patients who are involved in making sure the surgery provides the services its patients need and appreciate.

Q 
Do I have to leave my contact details?


A 
No, but if you change your mind, please let us know.


Q 
What if I no longer wish to be on the contact list or I leave the surgery?


A 
We will ask you to let us know by email if you do not wish to receive further messages. 


If you are happy for us to contact you from time to time by email please leave your details below and hand this form back to reception.


Name:


……………………………………………………………………………….

Email address:
……………………………………………………………………………….

Postcode:

……………………………………………………………………………….

This additional information will help to make sure we try to speak to a representative sample of the patients that are registered at this practice.


Are you? 



Male

 □ 
or
Female 
□

Age: Group 



Under 16 
□ 

17 – 24 
□

25 – 34 
□ 

35 – 44 
□

45 – 54 
□ 

55 – 64 
□

65 – 74 
□ 

75 – 84 
□

Over 84 
□

To help us ensure our contact list is representative of our local community please indicate which of the following ethnic background you would most closely identify with?


White


British Group □ Irish □

Mixed


White & Black Caribbean □ 
White & Black African □ 
White & Asian □

Asian or Asian British


Indian □ 
Pakistani □ 
Bangladeshi □

Black or Black British


Caribbean □ 
African □

Chinese or other ethnic Group


Chinese □ 
Any Other □

How would you describe how often you come to the practice (for any reason)?


Frequently 
□
Occasionally 
□
Very rarely 
□

Thank you.


Please note that there will be no response to medical information or questions. The information you supply us will be used lawfully, in accordance with the Data Protection Act 1998.The Data Protection Act 1998 gives you the right to know what information is held about you, and sets out rules to make sure this information is handled properly.



PTO






