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Practice Name: Moreton Cross Group Practice
Patient Participation Report 2013/14
This report summarises the development and outcomes of the Patient Reference Group (PRG) in 2013/14.

The report contains:
1. A profile of the PRG.
2. Priorities for the 2013/14 patient survey and how they were agreed with the PRG.
3. Method and results of the patient survey.
4. How the survey findings were discussed and changes agreed with the PRG.
5. Details of the Action Plan agreed with the PRG.
6. Confirmation of practice opening times.
1. Profile of the PRG
[A description of the profile of the members of the PRG.
The steps taken by the contractor to ensure that the PRG is representative of its registered patients and where a category of patients is not represented, the steps the contractor took in an attempt to engage that category].
Practice population summary

	Practice Population
	

	 
	F
	M

	0-19
	12%
	12%

	20-39
	12%
	12%

	40-59
	14%
	13%

	60-79
	12%
	9%

	80-99
	3%
	2%


PRG profile

	PPG
	
	

	 
	F
	M

	0-20
	0%
	5%

	21-40
	5%
	0%

	41-60
	32%
	11%

	61-75
	26%
	5%

	76-101
	11%
	5%


Patients for whom we have ethnicity recorded

	White British
	2638
	37%

	Black African 
	12
	0.17%

	Black caribbean3
	0.04%
	

	Black other
	8
	0.11%

	Chinese
	26
	0.36%

	Indian
	14
	0.19%

	Pakistani
	1
	0.01%

	Bangladeshi
	1
	0.01%


Two new members confirmed they will be joining the Group in 2014. 
In an Endeavour to promote a true cross representation of our patients a letter has been sent to all households in the practice inviting them to join the PPG.  
The PPG agreed that we should encourage & promote Virtual PPG Members to join.  
2. Priorities for the survey and how they were agreed with the PRG
Priorities were agreed at our patient group meeting 10.12.2013

Areas of priority were considered to be Telephone Access and waiting time to see a doctor.
The patients decided that the previous survey used was comprehensive and would be a good survey to use this year. It covered all of the priority areas that the group had identified.  It was also considered to be useful to be able to compare trends year on year.
3. Method and results of patient survey
Once the group had established the priorities the group decided to use the IPQ questionnaire.
We carried out the survey using: CFEP paper surveys handed out to patients who attended surgery for an appointment in February 2014.
We carried out the survey between February and March 2014
The Survey results are published as a separate link on our website

4. How the survey findings were discussed and changes agreed with the PRG
At our PPG meeting 11.03.2014 the survey results were shared with the PPG and  discussed.  Changes were agreed.
5. Action plan agreed with the PRG

[Details of the action plan setting out how the findings 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].

	You said…
	We did…
	The result is…

	Improve telephone access and the speed of the reception call handling
	Increase the number of receptionists handling calls for the first hour of the day.
Alter the times that appointments become available to encourage calling out of surgery hours.

Reception staff have attended Customer Service training and Key skills for reception training
	The 2014 patient survey results show that satisfaction with telephone access has improved

	Reduce waiting times
	Put additional ‘catch up’ slots into GP sessions
	The 2014 patient survey results show that satisfaction with waiting times has improved

	Improve the comfort of the waiting room
	Complete refurbishment of waiting room including new flooring and chairs
	The 2014 patient survey results show that satisfaction with the comfort of the waiting room has improved


6. Opening times
The surgery reception is open 8.30am to 6.30pm
Patients can call the surgery 8.30 am to 6.30pm and talk to a member of the team

Surgery times are 8.30am to 6.00pm 
Patients can make, check or cancel appointments 24/7 via an automated booking line

Patients can make, check or cancel appointments online 24/7

7. Extended hours
We are open some evenings and weekends and patients can access doctor and nurse appointments then.  The hours are the second Saturday of the month 8.30am to 12.00pm and a Tuesday evening each other week during the month 6.30pm to 8.15pm.
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