St Albans Medical Centre Patient Reference Group Report March 2013
Profile of the Patient Reference Group (PRG)

The PRG was recruited over a 3 month period leading up to December 2011. A notice was posted in the waiting area and at Reception and on our Website.   Patients were invited to leave their details, including email address. Whilst we were keen to set up a virtual group, especially as this would help to get more patients of working age, there were very few email details given and so we decided to hold meetings in the surgery for the group.  
The group who came to the meeting were predominantly of retirement age although not exclusively. Thirteen patients attended the first meeting in January 2012 and nine, with two apologies, attended the second meeting in early March. Two new patients came to the second meeting. All but two members of the group have described their ethnicity as White British. In March 2013 one of the members has since resigned.
The age / gender breakdown and Census ethnic groupings for patients are shown at Appendix 1.
In order to reach a wider age range and a more ethnically diverse sample, the questionnaire was given out in the surgery over a two week period. This was managed by a recently retired member of staff so that all patients could be targeted. In this way we were able to reach younger patients and patients from more diverse ethnic communities. This is reflected in the demographic information we compiled from the questionnaire responses.  To date we have had no interest from our younger population group.
Reaching Agreement

Prior to the first meeting we discussed in the practice the areas which we could usefully contribute in terms of future development of the surgery. We felt it was important to balance the expectations of the group with a positive effort to make improvements which the group might suggest. 

The areas we focussed on were: 

· Making appointments and the warmth of the welcome at reception

· The satisfaction with the consultation

· The satisfaction with the physical environment in the surgery

· The knowledge of and enthusiasm for a website

· The knowledge of services available when the surgery is closed. 

A questionnaire was drafted prior to the first meeting, which took place on January 19th 2012,  and given out as a discussion point at the meeting. This helped to focus discussions and the group came up with some useful and constructive comments.

The questionnaire is shown at Appendix 3  
Seeking the Views of the Registered Patients

The questionnaire was handed out over a two week period in February 2013 and, as previously mentioned, it was one person’s  responsibility to hand out the questionnaires and get them back. To that end we had a very good rate of return and received 277 questionnaires. 

The analysis of the questionnaires is shown at Appendix 2
Creating An Action Plan

The Group met again on 8th March 2012 and they were given a handout showing the results of the survey. There was an interesting and informative and wide ranging discussion. The discussions highlighted the areas in the objective part of the action plan and the Practice Manager then added the specific actions to meet the needs expressed at the meeting. 
	Objective
	Actions
	Outcomes
	Date

	To make the waiting area more child friendly
	1. Consider re-arranging the chairs in the waiting area to make an area for buggies

2. Move and re-stock the fish tank

3. Ask for contributions of childrens books and suitable toys

4. Consider – should the surgery be redeveloped – widening the front entrance to make a buggy parking area
	Designated parent and child area in the waiting room.  New seating will be reviewed this year.
Tank restocked with new fish which is ongoing.

Childrens books are regularly given to the surgery.
Put into any future building plans
	March 2013
March 2013
March 2013
No date specified



	Increase the impact and knowledge of the message boards and information booklet in the waiting area
	1. A member of practice staff to discuss the overall aim of the message boards with a representative(s) from the PRG
2. Consider themes and a calendar style board to coincide with annual events – various health events such as cancers, smoking, women health etc

3. Designated member of staff to collect material and display it

4. Designated member of staff to keep the boards and information booklet refreshed.
5. Seek feedback from patients through verbal questions or a questionnaire later in the 2012-13 year.
	Message board in place
Could be included on Message Board
New displays throughout the year

PPG to update board and refresh information booklet.  Purchased new folders for information.
Results from feedback.  Any feedback is returned to group.
	March 2013
March 2013
March 2013
March 2013
March 2013

	Increase all patients knowledge of services which are available ‘out of hours’
	6. Ensure new advertising material is prominently positioned in the reception and waiting area
7. Actively give out material to new patients and others as appropriate
	Staff ensure this happens when new material arrives
New material on display in reception

	March 2013
March 2013



	Increase knowledge and use of the website
	8. Advertise the website more prominently in the surgery

9. Identify and attach useful documents 
	We are actively refreshing on our Website
As above
	March 2013
March 2013

	Improve visibility of Doctors Consulting Rooms
	10. Number all consulting rooms

11. Use room numbers when calling the patient into the consultation
	Completed
This has been implemented
	July 2012
July 2012


Practice Opening Hours

Practice opening hours are from 07:00 to 12:00 and 13:30 to 18:00 Monday Friday

Extended hour appointment are offered every day before 08:00

The surgery is closed on Saturday and Sunday.
Appendix 1

St Albans Medical Centre Demographic Data 
Age / Gender Breakdown 2012-13
	 
	0-4
	5 - 15
	16 - 24
	25 - 54
	55 - 64
	65 +
	 

	Female
	144
	419
	254
	1302
	373
	659
	3151

	Male
	164
	482
	278
	1244
	395
	478
	3041

	 
	308
	901
	532
	2546
	768
	1137
	6192
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Appendix 2

Results from the Survey 2012-13 

	 
	 
	Strongly Agree
	Agree
	Neither agree nor disagree
	Disagree
	Strongly disagree
	Not Applicable
	 
	 

	Q1
	I was satisfied with the time and date of the GP appointment I was offered
	159
	50
	1
	1
	0
	16
	 
	227

	Q2
	I was satisfied with the time and date of the Nurse appointment I was offered
	95
	42
	2
	3
	1
	86
	 
	229

	Q3
	In general, the receptionists are competent to handle my enquiry
	162
	58
	5
	1
	0
	3
	 
	229

	Q4
	I am confident that I can see a Doctor on the day if I feel it is urgent
	113
	81
	20
	10
	1
	4
	 
	229

	Q5
	I left my appointment today feeling adequately informed about what was wrong with me
	123
	66
	9
	1
	2
	28
	 
	229

	Q6
	I am satisfied with the consultation with the Doctor or Nurse today
	139
	68
	2
	0
	0
	20
	 
	229


	 
	 
	Convenient
	Not Convenient

	Q7
	How convenient is surgery access
	204
	3

	 
	 
	 
	 

	 
	 
	Easy
	Not very easy

	Q8
	How easy is it for you to check in for your appointment
	225
	1

	 
	 
	 
	 

	 
	 
	Yes
	No

	Q9
	Are you aware of noticeboards
	212
	15

	Q10
	Do you read them
	178
	48


	Q11
	Tell us how you find the practice premises?
	 

	 
	Adequate parking
	25

	 
	Well sign posted with directions
	101

	 
	Child Friendly
	97

	 
	Easy to talk in confidence
	112

	 
	Provides useful leaflets
	120

	 
	Accessible
	157

	 
	Well lit
	168

	 
	Ample seating
	180

	 
	Clean
	199


	 
	 
	Yes
	No

	Q12a
	Are you aware that St Albans Medical Centre has a website
	113
	99

	 
	 
	Yes
	No

	Q12b
	Did you use the on-line repeat prescriptions service?
	23
	185


	Q14
	Are you aware of the services available to you out of hours
	 

	 
	Out of hours provider
	111

	 
	GP Clinic open 8am to 8pm by appointment (Chessington)
	21

	 
	Minor Injuries Treatment Centre
	62


Demographic Data
	Male
	78

	Female
	110


	u21
	21-35
	36-45
	46-60
	60+

	5
	21
	40
	64
	88


	Disabled
	15

	Not disabled
	197


	 
	Yes
	No

	English first language
	183
	24


Satisfaction with time of GP appointment 2011-12
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Satisfaction with time of Nurse Appointment 2011-12
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Satisfaction with time of Nurse Appointment 2012-13
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Receptionist Service 2011-12
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Receptionist Service 2012-13
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On the day appointments – 2011-12
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On the day appointments – 2012-13
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Being adequately informed by the GP 2011-12
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Being adequately informed by the GP 2012-13
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Satisfaction with Consultation 2011-12
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Practice Premises 2011-12
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Practice Premises 2012-13
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Practice Website 2011-12
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Out of Hours Services 2011-12
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ST ALBANS MEDICAL CENTRE PATIENT SURVEY 2012-13

The practice would like to gather the views of patients on a range of issues relating to the service we provide. We would be very grateful if you could complete this survey after your consultation today and hand it to one of our reception staff. 

The survey is anonymous and the information will be stored under the standards outlined under the Data Protection Act. We will analyse the results and publish the findings in a report on our website: www.stalbansmedicalcentre.co.uk 

Most of the questions will ask for a measure of how much you agree with a statement. Please tick the box which best describes your view on each statement. We also invite any comments you may wish to make related to the Surgery, Doctors or matters raised in this questionnaire at the end of the form. 

Thank you for taking the time to participate in this survey. Your views are important to us. 

	Statements
	

	Please tick the box which best describes your view on each statement


	Strongly agree


	Agree


	Neither agree nor disagree


	Disagree


	Strongly disagree


	Not 

applicable

	1    I was satisfied with the time and date of the GP 

     appointment I was offered 
	
	
	
	
	
	

	2    I was satisfied with the time and date of the Nurse
     appointment I was offered 
	
	
	
	
	
	

	3    In general, the receptionists are competent to handle my

     enquiry 
	
	
	
	
	
	

	4    I am confident that I can see a Doctor on the day if urgent                           
	
	
	
	
	
	

	5    I left my appointment today feeling adequately informed 

     about what was wrong with me 
	
	
	
	
	
	

	6    I am satisfied with the consultation with the Doctor 

     or Nurse today 
	
	
	
	
	
	

	7   How convenient is surgery access?
	     Convenient
	Not  convenient

	8   How easy is it to check in for your appointment?
	          Easy
	Not very easy 

	9   Are you aware of notice boards?
	          Yes
	No 

	10 Do you read them?
	          Yes
	No 


11. Please tell us how you find the practice premises (please tick those that apply): 

Clean□   Well lit□ Ample seating□   Accessible□ Child Friendly□ Well sign posted with directions□ 

Provides useful leaflets□   Adequate parking□ Easy to talk in confidence if necessary□ 

12. a. Are you aware that St Albans Medical Centre has a website?  YES / NO 
      b. Do you use the on-line repeat prescription Service?                 YES / NO
      c. If No is this because you do not have on-line facilities?            YES / NO
13. a. Are you aware of the St Albans Medical Centre Patient Participation Group?    YES / NO

     b. Would you be interested in joining the Group?                                                       YES / NO
          If YES ask at Reception for a form

14. Are you aware of the services available to you out of hours – please tick those that you are aware of: 
Out of Hours provider □   GP Clinic open 8am to 8pm by appointment (Chessington) □   Minor Injuries Centres □
15. Please tell us more about yourself so that we may ensure that a representative sample of our patients is included in this survey. (Please tick the appropriate boxes) 

Female□   Male□ 

Age: Under 21□   21-35□    36-45□    45-60□    60 plus□

Do you consider yourself to be disabled? Yes □ No □   Is English your first language? Yes □ No □   If not what is? 
Lease use the space below for any comments you wish to make in respect of any matter referred to in this survey and/or any other matter you wish to bring to our attention. 

Thank you again for taking time to contribute to our survey.
St Albans Medical Centre Patient Survey 2012 / 2013

St Albans Medical Practice – Local Patient Participation Report – March 2013
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