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PRG Members Graphs
Gender Mix of practice population and PPG
	
	Male
	Female

	Practice
	[bookmark: _GoBack]2288
	2514

	PPG
	55
	63



	
	



	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	


Age mix of practice population and PPG
	
	<16
	17-24
	25-34
	35-44
	45-54
	55-64
	65-74
	>75

	Practice
	962
	389
	710
	689
	623
	462
	518
	449

	PPG
	1
	2
	8
	6
	16
	25
	44
	16



	
	



	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	


The graphs above show the gender and population mix of Springfield Surgery and the Patient Representation Group.
Total number of patients registered with Springfield Surgery = 4802 patients
Total number of patients in the Patient Representation Group = 118 patients.
This represents 2.4% of our practice population, a decrease of 1.2% from March 2014.
Steps the Practice and P.R.G. have taken to ensure continued development.
The practice has flyers in the waiting room, the PRG membership forms are attached to each new patient registration forms, the PRG has its own notice board which is kept up to date with information on how to register, our PRG members assist in seasonal flu clinics to promote the group, and the group is promoted also on our web site and our NHS Choices web site.
The Practice Leaflet is available to any new patient registering with the practice, and existing patients are made aware of the PRG, what they do and how to register for inclusion.  All new registration details are then placed onto the PRG members register.
All new members are sent a “welcome” e-mail with the latest Newsletter attached and a link to the practice web site, where further information can be obtained.  New members without internet access are sent this information with a “welcome” letter in paper format and their registration states that they do not have internet access for sending out future information. 
Our PRG Chair Person contact details are readily available on our web site and on our practice literature.
Newsletters from the group are displayed in the waiting room, sent out by e-mail, or posted to all members.  They are also sent to Nursing Homes in the area – contact details are included in the newsletters.  All housebound visits include the most recent newsletter in the visit material.
The PRG held a Diabetic Information Afternoon at the practice on 11th September 2014 to provide information from various organisations to our patients. A summary of which can be seen in the minutes on our web site – http://www.springfieldsurgery-stockport.com   
The PRG and the practice are developing new ideas on a Healthy Hazel Grove event to be held at the practice on Saturday 13th June 2015, which would provide information on lifestyle to the community as well as our patients.
Meetings of the PRG are held every three months at the practice; details of previous meetings may be seen on our NHS Choices Web Site or our Practice Web Site – http://www.springfieldsurgery-stockport.com 
The PRG attended practice at busy times ie flu clinics, child immunisation clinics, morning open surgery, and spoke directly to the patients whilst they were waiting to be seen to promote the PRG.
The Chair of our PRG has attended another PRG group to discuss the setup and maintenance of a Patient Representation Group. A suggestion has been forwarded to invite members from other PRG groups within the Locality to attend our PRG meeting as a guest.
The new appointment cards, developed by the PRG, are in use within the practice.
Priorities
2011 - We asked – what the main priorities for the group would be?
2011 -You said – the main priority was to encourage members to take responsibility for the development of the group.
2011 -We did – advertise and support the group through the initial developmental stages, and we will continue to support the group in the future.
2012-13 – We did - Patients are now asked at point of registration to give consent to be contacted regarding the PRG.  The practice continue to support and advertise the PRG both as a virtual group and an actual group.
2013-14 – We did - Awareness of the PRG has been promoted by PRG members both in the practice and the surrounding area – see above.  We have also had enquiries from other PRG groups, not in the area – Summerset, Poynton Cheshire, Heald Green Stockport, for advice on promoting PRG’s and Health Events.
2014- 15 – We did – The Chair person has spoken at other PRG groups regarding setting up and maintaining a group.  The Practice continue to support and advertise the Group, whilst developing engagement between the group and the practice.

2011 – We asked – What was your experience of using the Practice Nurse Service?
2011 – You said – very good service but long wait for appointments (shown in our 2010 National Patient Survey)
2012 – We did – discuss this at length in our Practice meetings and also in the PRG meetings
2012-13 – We did – train a member of staff as a Phlebotomist to ease the appointments with our Practice Nurse.  We will be looking at continuing with this development and training the member of staff for other routine nursing areas, (the National Patient Survey for 2013 will show if this has been effective.)
2013-14 – We did – Extend the training of the Phlebotomist to Health Care Assistant status, this training is not yet complete.  Clinics for the Health Care Assistant are fully booked and we are looking at increasing the number of clinics to improve access for all patients.  We also extended our Practice Nurse hours to accommodate more appointments, and this is well supported with clinics being fully booked.
2013-14 – In Development – We are increasing our number of Consulting Rooms to accommodate a designated room for our Health Care Assistant, and also for a further GP to join the practice.  This will enable greater access to appointments for our patients and is on-going at present with work due to be completed by the end of April 2014, and a new GP in post by the end of August 2014.
2014-15 – We did – Complete the development actions listed above which increased access both to our GP’s and to the Health Care Assistant relieving pressure on the Practice Nurse and enabling appointment availability.


Additional Priority Areas

	
Description of priority area:

Increase patient knowledge by obtaining speakers to address the PRG meetings – speakers to be relevant to current PRG topics and booked by the PRG Chair person.



	
What actions were taken to address the priority?

A list of available speakers was provided by Shirley Hamlett, Community Engagement Officer, Stockport Clinical Commissioning Group, to the PRG Chair.





	
Result of actions and impact on patients and carers (including how publicised):

Meetings are open to all patients of the practice and are structured to provide education on diseases, illnesses, self-care and also on the structure and development of the Commissioning Group and how this affects patient care.

Minutes from these meetings are sent via e-mail to the members of the group, displayed in the PRG Display Board, placed on the practice web site, placed on the practice NHS Choices website, and a paper copy is available in the waiting room at the practice.

This ensures that all patients can benefit from increased knowledge.















	
Description of priority area:

To address items relating to staff and the operation of the practice – e.g. staff attitude, appointment system etc.



	
What actions were taken to address the priority?
The medical computer system was discussed at length within the Practice Team Meetings, and a decision was taken to change the practice computer supplier.  The PRG was kept informed of progress via meetings, e-mails and posters, and provided support for the practice during this difficult time by attending clinics and asking patients for their consideration towards staff members.

A new Doctor was employed to provide further appointments for patients.

The Phlebotomist commenced training to become a Health Care Assistant and increased her clinical time to accommodate more appointments.   

A training afternoon was held at the practice to address staff issues, and a verbal report was given to the PRG.




	
Result of actions and impact on patients and carers (including how publicised):

All actions were publicised through our web pages, in notices and leaflets within the practice and via e-mail.  The result of this action has been to increase access to the practice through increased appointments with a new GP and also the development of the Health Care Assistant.  














	
Description of priority area:

To discuss and review any actions/changes to the practice and the way it operates.



	
What actions were taken to address the priority?

The medical computer system was discussed at length within the Practice Team Meetings, and a decision was taken to change the practice computer supplier.  The PRG was kept informed of progress via meetings, e-mails and posters, and provided support for the practice during this difficult time by attending clinics and asking patients for their consideration towards staff members.

Development of a new Practice web site was discussed and help given by the PRG to design the web site was gratefully received.



	
Result of actions and impact on patients and carers (including how publicised):

This change was publicised through posters and leaflets which were available within the practice and also on the practice web site, NHS Choices web site and e-mail to the patients.

Patients did not always see the positive side to this change and a few of our patients proved to be unsupportive towards staff members.   









Patient Feedback

This year saw the introduction of the Family and Friends Test which has replaced the need for the independent practice survey, and feedback from the patients were taken from this test.  We have had a limited response to this test and will promote the various methods of collecting this data in future.  We had 12 responses since this test was introduced in January 2015.  The results are:-

How likely are you to recommend our GP practice to friends and family if they needed similar care or treatment?
	Extremely Likely
	Likely
	Neither Likely or unlikely
	Unlikely
	Extremely unlikely
	Don’t Know

	10
	
	2
	
	
	






The main reasons people felt this way:-

“Friendly practice, all staff are courteous and respectful, open surgery is a brilliant idea – should be used by all practices.(unfortunately more people want to use this practice which will make it busier!!)”

“Dr’s listen to concerns and give excellent care.  Being able to do drop in surgery is excellent.  Health needs are well managed.  Friends have changed to this surgery on my recommendation.”

“Organised and dedicated service”

“My husband and I have always received first class treatment, from whom ever we have seen.  All the staff deserve a mention and being able to use “open surgery” if needed is a bonus.  We couldn’t receive better treatment and thoroughly recommend this surgery as outstanding and will always have our full support.”

“Friendly surgery with caring Doctors – open surgery every morning means you never have to wait to get an appointment if you feel you need to be seen that day.”

“Why does everyone want to know about your ethnic background – please give a valid reason?”

“Have always had reasonable service and very helpful.  Sometimes you have a wait but that’s bound to happen.”

“The whole team provide a very high standard of service; from the receptionists to the doctors they are all polite, professional and respectful.”

“Doctors, nurse and most receptionists are cheerful, welcoming and caring.”

“Open surgery.  Outstanding GP’s.  Very helpful receptionists.”

“Generally speaking I am happy with the Doctors – but the reception staff.  I am a working mother and got told off for ringing on a Monday morning asking for a result I dropped off on Friday.  I think the lady receptionists got to work on her manners.  Not to mention the lost sample….Not Good.”

“Communication – web site does not show info re:- new systems and inform patients you cannot use the waiting room side of the site.  No way to communicate re :- repeat prescriptions.  Back to the old style and can’t book own appointments.  No information how long it will be before back in place.  Appreciate hard work with new system but not everyone comes in and your phones busy, so easier to use web site- disappointing not used to keep patients informed.”

This feedback and also the highlighted priority areas will be included in the Action Plan for 2015/16.




Meetings
The PRG held four meetings this year at the practice, 30.04.14, 09.07.14, 01.10.14, and 14.01.15.  The following is a summary of items discussed:-
· Speakers for future meetings – these are now booked by the Chair person having been agreed at a prior meeting.
· Speaker topics included – Dental Health Education,The Alzheimer’s Scoiety re Denmentia friends, Changes to the NHS and how local peoples’ views feed into the Commissioning Body, and Staying Healthy.
· Self-help books available at local libraries.
· Diabetic Information Afternoon
· Feedback from previous questionnaires
· Joint NHS and Social Services working
· New Consulting Rooms at the Practice
· Hearing loop survey response.
· Working with other PRG’s.
· New computer system implementation
· Unavailablitly of web site/on line service during change of system.
The minutes of these meetings can be seen on our website, www.springfieldsurgery-stockport.com 

Conclusion
Our Patient Representation Group have continued to develop this during this year.   We have had informative meetings with definite agenda items for discussion.  The Group is well motivated and has input to any changes the practice are considering.  
The group is further supported by our virtual PRG members who receive Newsletters, minutes, and information via e-mail.  
Springfield Surgery will continue to support and promote the Patient Representation Group, and looks forward to the challenges ahead.
Thank you to all our PRG members from all the team at Springfield Surgery.








APPENDIX A – ACTION PLAN
	Action
	Comments
	By When
	Responsible Person

	Speakers
	Are PRG members happy with having speakers at their meetings?
	End of April 2015
	PRG Chair/KW

	Future Open Days
	Healthy Hazel Grove progress.
	Planning – End of April 2015.


	PRG Chair

	Friends and Family Test
	Discuss responses.
	End of April 2015.
	PRG Chair/KW

	Greater involvement in the practice by PRG members
	Possibility of attending staff/doctors administration meetings with prior notification/agreement.
	End of July 2015
	PRG Chair/KW

	Review of development of practice.
	Discuss outcomes of increasing appointments with a new GP and Health Care Assistant
	End of December 2015.
	PRG Chair/KW

	Review of Action Plan
	
	End of December 2015.
	PRG Chair/KW



This Action Plan is not conclusive and as the PRG develop further, the practice will continue to support and promote the Group. 
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