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Executive Summary
The Rockwell and Wrose Practice has embraced the patient engagement culture and generated a proactive and committed patient group who work with us to improve performance, patient safety and service delivery.  

The patient group is not exclusive and open to registered patients (and carers) providing a forum to learn, contribute to discussions or feedback without prejudice 
The Action Plan set during 2011 – 2012 has been achieved to the satisfaction of the practice and patient group beyond all expectations.

The Patient engagement group not only contributed to development of 2012 – 2013 patient survey questionnaire but sought out  “hard to reach” patients who do not regularly attend the practice or patient group to gather their feedback.  
Rockwell and Wrose practice ensure their patient group has access to practice data relating to performance, activity and finance in an attempt to provide basic education and information about fundamental NHS systems and primary care functions.  Information such as this has been well received and is now a regular feature of the patient group meetings.
6 patients expressed interest in extending their roles to locality wide patient engagement initiatives.  In December 2012 they represented the practice at an introductory meeting organised by Dr Haddad, HOTS and Colin Philpott (Patient Engagement lead for Clinical Commissioning Group ) under the Eccleshill Integrated Care Pilot project umbrella.
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Introduction

The Rockwell and Wrose Practice is a PMS practice serving 9330 patients in North Bradford locality; BD2, BD10 and BD18.  The patient list size has risen by 4% or 400 patients since 2011 – 2012 report.   
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The Rockwell and Wrose Practice operates two fully functioning branch sites approximately 1 ½ miles apart;
· Wrose Health Centre  Kings Road Bradford  BD2 1QG

· Rockwell Medical Centre, 2 Summerfield Road, Thorpe Edge, Bradford, BD2 1QG
B83064 Team members actively involved with Patient Involvement Group
Dr Richard Haddad


GP Lead  ( clinical)

Dr A Gavin



GP

Rachel Thompson


Chair, Lead and Practice Manager

Donna Ford



Scribe and Supporting Manager
Alison Kaye



Practice Nurse Representative

Jeanette Armistead


Receptionist Rep Rockwell

Helen Pitts



Receptionist Rep Wrose

Ian Andrews



Case Manager
Patient Representation Group 2012 – 2013  
The Rockwell and Wrose Practice has established a patient group of approximately 35 patients (see table on page 3) 

Patient Meetings held quarterly, lead by Dr Richard Haddad and Mrs Rachel Thompson (Practice Manager).    
	Minutes 2012 
	 Dates 
	Venue

	  ..\Minutes of Patient Meeting 23 1 2012 .doc
	 23.01.2012
	Wrose

	 Patient Group Meeting Minutes June 2012.doc
	18.06.2013
	Wrose

	 Patient Meeting Minutes sept 2012 .doc
	03.09.2012 
	Wrose

	Patient Group Meeting Minutes Dec 2012.doc
	03.12.2012
	Rockwell


Each meeting has an Open Forum section to raise compliments, criticism or complaints.  There is also an opportunity for patients to reflect upon service provision and to feedback views.
Priority areas identified by patients for 2012- 2013 
Patient Confidentially – Improve patients understanding of medical ethics and the principles of patient confidentiality eg. All staff employed at the surgery is bound by the same rules of Confidentiality as the Doctors. 

Complaints – Ensure all patients are aware that they have the right to make a Complaint without prejudice.  The patient group felt that more patients would complain but held back through fear of discrimination or removal from the practice.

Access to health care evenings and weekends – raise awareness that surgery telephone number diverts directly to GP out of hours service and is easy to use.

Improving Access – raise awareness of “on line appointments”, telephone appointments and right services

Regular Patient Participation Group Profile 2012 - 2013
	♀

Male
	Age
	Profile
	Ethnicity


	 ♂

Female
	Age
	Profile
	Ethnicity



	 1
	68
	Retired Disabled

Wrose
	White British
	11
	78


	Blind, Retired

Rockwell
	White British

	2
	72


	Retired 

Rockwell
	White  British
	12
	76


	Volunteer 

Wrose


	White British

	3
	65


	Retired MH Nurse

Wrose
	White British
	13
	63
	Retired

Wrose
	White British

	4
	68


	Retired Policeman

Wrose
	White British
	14
	68
	Retired

Wrose
	White European

	5
	67


	Carer

Wrose
	White British
	15
	66
	Retired Disabled

Wrose
	White British

	6
	81


	Retired Journalist

Wrose
	White British
	16
	78
	Retired

Wrose
	White British

	7
	72


	Retired Disabled

Wrose
	White British
	17
	67
	School Volunteer

Wrose
	White British

	8
	75


	Retired
Wrose 
	White British
	18
	79
	Retired

Wrose
	White British

	9
	86


	Retired

Wrose
	White European
	19
	81
	Retired

Wrose
	White British

	10
	65


	Retired Butcher

Wrose
	White British
	20
	53
	Employed /Carer

Wrose
	White British

	 11
	68
	Retired

Wrose
	White British
	21


	54
	Retired Police

Wrose
	White British

	 12
	64


	Employed 

Wrose
	White British
	22
	62
	Retired

Wrose
	White British

	 13
	68


	Retired 

Rockwell
	White British
	23
	30 
	 Mum 

Wrose
	Asian British

	
	
	
	
	 24
	 82
	Retired  

Wrose
	 White British

	 
	
	
	
	 25
	78 
	Retired 

Wrose
	White British 

	 
	
	
	
	 26
	 68
	Retired  

Rockwell
	White British 


Average age of male participants


70 years 
Average age of female participants 

63.5 years
Wrose






Attend Wrose Branch

Rockwell





Attend Rockwell Branch
Actions taken to ensure patient group is representative.

The patient representatives identified that the following patients groups lack sufficient representation in the PPG.
· Rockwell Branch patients
· Patients aged under 65

· Ethnic Backgrounds

Throughout 2012 – 2013 the PPG have worked with the practice to increase participation from under represented patient groups with the following outcomes; (minutes on practice website)
	Criteria Group
	Suggestions from PPG & practice staff
	 Actions 
	Outcomes

	Rockwell Patients
	Rockwell PHCT canvas Rockwell patients between Sept – December 2012
	Staff debriefed in staff meeting in October 2012 and campaigned until meeting date
	4 “new “patients attended PPG – deemed successful. Plans in place to hold subsequent meeting from Rockwell Branch

	
	Host Next PPG meeting at Rockwell Branch
	December 2012 meeting held at Rockwell Branch . 
	

	Patients < 65
	2 PRG volunteers   to attend baby clinic and speak to parents 
	Completed  
	Success.  99 % positive feedback from parents and 1 new recruit to PRG

	
	Contact local Upper Schools to offer to talk to 6th formers
	Email and follow up letter sent Sept and Oct 2012
	Nil Response Not successful.

	Ethnicity
	Staff and PRG canvas ethnic patients to attend PPG.  

	Message placed patient call board. Personal invites ethnic origins  


	 Success -Asian lady attended patient group meeting in Dec 2012.


ACHIEVEMENT AGAINST ACTION PLAN 2011 – 2012
Outcome:
 Reduce Telephone Demand for appointments at 8.30 am
· “no patient will ever be asked to ring back tomorrow”
This slogan was introduced for all staff to refer to. The slogan was publiscised to patients via the patient call board and newsletters.  From November 2012 and through consultation with our patient group, all requests for appointments are dealt with in just one phone call using a Telephone Triage system.  
Outcome:
Improve advance booking (pre bookable appointments)
· Advanced booking opened up to three weeks in advance.  

Following the introduction of telephone triage, advanced booking appointment opportunities immediately increased by 30 % because acute problems were dealt with or “triaged” on a daily basis. 
Outcome:
Increase “On Line Booking” opportunities and the practice website as a mode of communication 
· Doctors and Staff promoted “on line” service at every opportunity.
·  “ On line” appointments service advertised on “scroll board” 
· Via word of mouth ( patient group)
· Through complaints procedure (formal or informal) eg, any patient grumbling about appointment capacity, steered toward on line booking.
The practice successful increased number of patients using the on line service for appointments and prescriptions by 14 %.
Outcome:  Advertise DNA statistics on patient scroll board and take a strong line with patients who DNA
· Introduced a Patient DNA policy from April 2011 which is available for on practice website.
· Stipulated that DNA policy applies to all appointments (doctors, nurses, health care assistant, chiropody etc)
· Display statistics on call board and on website for DNA
The introduction of a DNA policy had a mixed reception from patients who have never previously been challenged regarding attendance.  The PRG group is very supportive and as a result the Policy will remain in place.  Discretion and common sense approach is applied.  Six patients have been removed from the practice due to persistent DNA to date, and one reinstated upon appeal,
Overall Summary.  The practice is delighted with the progress made against the objectives set in the Action Plan and met with the patient group in December 2012 meeting that all aspects had been achieved successfully.
-------------------------

Patient Survey October 2012 – 2013
Between April – September 2012 the practice consulted with the patient group representatives in drafting the annual patient survey questionnaire.  

Practice specific questions to apply to the survey were taken from comments and feedback raised at the patient group meetings and detailed as follows
	Question 1
	Do you know you have the right to complain about any aspect of the surgery without prejudice?

	Question 2
	Did you know that if you ring the surgery line between 6.30 pm and 8.00 am your call is automatically diverted to GP out of hours service

	Question 3
	Did you know you can ring throughout the day for same day or advance booking appointment 

	Question 4
	Did you know practice staff is bound by the same rules of confidentiality as doctors?

	Question 5
	Did you know  you get request any of the following;  telephone appointment, book on line, received SMS text reminders and book for sexual health appointments ( even if you are not registered)


The questions were approved by the whole patient group in the September 2012 meeting.
Between October 1st – 15th the patient  survey was distributed by various modes :
· Sent to email addresses on S1 ( for electronic filing)

· Made available on the practice website 
· Manual copies issued when patients presented at the practice for any reason
· Patient group members issued copies to family, friends and neighbours then collected and returned to practice

· Community and Outreach staff took to copies to patients homes, and collected
Analysis of Patient Survey
388 responses; 96 patients completed “on line” questionnaire and 292 by paper method.  
66 % female and 34 % male response

Age groups:  20 – 29 years old and 50 – 59 years old most prevalent.

Patient Survey results showed very positive feedback and degree of patient satisfaction.  95 of patients questioned were satisified or very satisfied with the quality of services from GPs, Practice Nurse and Reception Staff.  Full patient Survey Results 2012 - 2013.htm  available to view on practice website, and can be summarised as follows

95 % of patients expressed they were “satisfied” or “very satisfied” with the services of GP
95 % of patients expressed they were “satisfied” or “very satisfied” with the services of Practice Nurse

95 % of patients expressed they were “satisfied” or “very satisfied” with the services of Reception Staff

55% of patients confirmed they were aware that they could phone for an appointment at any time between 8.00 am and 6.30 pm (not just 8.30am)
97 % of patients were aware they could speak to GP via telephone appointment
50 % were not aware they could get SMS reminders from surgery

50 % were not aware they could use the website to book appointments

92 % of patients expressed they were “satisfied” or “very satisfied” with the opening hours

97 % of patients expressed they were “satisfied” or “very satisfied” with the cleanliness of the surgery

95 % of patients said they found it “easy” or “very easy” to get to surgery

21% of patients were not aware that they could make a “Complaint without prejudice.”
Patients attending the PRG meeting on 3 December 2012 and had opportunity to comment and discuss findings of the local patient survey and details of suggestions for improvements are listed below
“Can the surgery doors be opened earlier in bad weather?”
“Can information be produced in large print for visually impaired?”

“Can the surgery open longer hours?”

“Can the parking be improved?”

“Can patients telephone for prescription requests in bad weather?”

“Can the number of appointments available after 9 am be increased?”

“We notice staff have become much friendlier!”

“Waiting times can sometimes be a bit long “

“Can we increase the number of Rockwell patients attending the patient group”

When asked to define an Action Plan that would influence changes in the provision and manner of services the group agreed that the practice should consider implementing the following changes. 
Rockwell and Wrose Practice accepted the suggestions and is now working hard to address the points to the satisfaction of both parties.
Action Plan agreed with Patient Representative Group December 2012

· INCREASE THE NUMBER OF ROUTINE TELEPHONE APPONTMENTS AVAILABLE

· INFORM PATIENTS IN TIMELY FASHION IF GPS ARE RUNNING LATE

· PROVIDE LEAFLETS AND NOTICES IN LARGE FONT SIZE FOR VISUALLY IMPAIRED PATIENTS 

· SEND SMS TEXT REMINDERS ROUTINELY FOR ALL BOOKED APPOINTMENTS

· INCREASE EMAIL COMMUNICATION BETWEEN PRACTICE AND PATIENTS

· ALLOW PATIENTS TO TELEPHONE FOR REPEAT PRESCRIPTOINS DURING WINTER MONTHS – TO BE CONSIDERED?

· INCREASE NUMBER OF ROCKWELL PATIENTS REPRESENTED IN THE PATIENT GROUP
Available to view on practice website February 2013

How the Action Plan will be implemented

	Action
	How
	When 

	Increase the number of routine telephone appointments available 
	Introduce more telephone consultation slots to improve access by phone
	Jan 2013

	Inform Patients in timely manner if GP or nurse is running late 
	Reception staff training.  Notice to pts on scroll around screen.  Introduce punctuality policy for doctors and patients available on website
	Jan 2013

	Provide /produce leaflets and notices in large font for visually impaired
	Ensure where possible leaflets are available in large font. 
	Jan 2013

	Send SMS text reminders routinely for all appointments
	Continue to obtain consent forms for patients to registered for SMS service and set up the function in S1 
	Dec 2013

	Increase email communication between GP and Practice
	Publicity drive regarding email communication accessibility.  Patients need to sign consent etc. 
	Dec 2013

	Allow patients to telephone for prescriptions during winter months
	GPs discussed and reluctant to relax this policy. Medicines management is risk heavy and telephone requests more risky.   To discuss with PRG further
	April 2013

	Increase number of Rockwell Patients attending PRG
	Publicity drive by doctors, staff and existing patient group. Website publicity and meeting deates
	Jan 2013 


CONCLUSION.
2012-2013 has been a successful and rewarding year for Rockwell and Wrose Practice and their patient group.  Both parties have learnt a considerable amount of knowledge and information which has been used in a constructive way to broaden the patient’s experience and improve the quality of service.
The patient group has been given access to practice data and performance quality markers to explain the complex business of General Practice and generate greater interest in practice matters.
The patient voice is now embedded into the practice culture and ethos and we look forward to joint working possibilities in the future
.
Rachel Thompson

18 February 2013
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