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THE CASTLE MEDICAL GROUP

Template for Information to be included in Local Patient Participation Report (updated for 2013/14)
Stage One – demonstrate that the patient group is representative

Demonstrate how the Patient Reference Group is representative by providing a detailed breakdown of the practice population below:-

Total Practice Population

	Age

	Under 16
2689


	16-24
1235
	25-34
1494
	35-44
1644
	45-54
2262
	55-64
1853
	65-74
1710
	75-84
1004
	85+
381



	Gender
	No.



	Male


	7057

	Female


	7215


	Ethnicity

	White British
	Irish
	Mix Carribean
	Mix African
	Mix Asian
	Indian
	Pakistani
	Bangladeshi
	Black Carribean
	African
	Chinese
	Other

	13600
	25
	8
	90
	494
	5
	45
	5

	
	
	
	


Specific care groups e.g. nursing homes, learning disabilities, drug users, carers

	Specific Care Group


	No. of Patients

	Care Homes

	165

	Learning Disabilities
Drug Users
	52
50

	Carers
	195

	Housebound
	150

	Elderly (>75)
	1385


Patient Reference Group

Demonstrate how the Patient Reference Group is representative by providing a detailed breakdown of the Patient Reference Group membership below:-

	Age

	Under 16
	16-24
	25-34
	35-44
	45-54
	55-64
	65-74
	75-84
	85+



	0

	1
	2
	4
	4
	7
	9
	4
	1


	Gender
	No.



	Male


	15

	Female


	17


	Ethnicity

	White British
	Irish
	Mix Carribean
	Mix African
	Mix Asian
	Indian
	Pakistani
	Bangladeshi
	Black Carribean
	African
	Chinese
	Other

	31
	
	
	
	
	
	1
	
	
	
	
	


Specific care groups e.g. nursing homes, learning disabilities, drug users, carers

	Specific Care Group


	No. of Patients

	Care Homes

	0

	Learning Disabilities

	0

	Drug Users

	0

	Carers
	6

	Housebound
	0

	Elderly (>75)
	5


	Differences between the practice population and members of the Patient Reference Group



	Describe any variations between the practice population and the Patient Reference Group membership.  Provide details of the efforts the practice has made to reach any groups that are not represented.

1. Young People – in 2012 we managed to add two students from Clitheroe Royal Grammar School to the group. They continue to be represented on the group. We are also planning further contact with the local Young People’s Forum, which is a local group of young people who are already contributing to local authority plans, and who meet to contribute and participate in local activities. We are to meet with this group twice a year, separately from our Patient Reference Group, in order to gain the views of young people on local health issues. We also have a very strong link with the Healthy Lifestyles Co-ordinator, based at The Grand in Clitheroe. She works in the local schools discussing health issues. We meet with the co-ordinator twice a year


2. Elderly People – this group is well represented on the reference group.

3. BME Groups – we have made contact with The Tamanna Group. This is a group based in Clitheroe, with membership mainly from the Asian Community. One of the group leaders is a member of the Patient Reference Group.

4. Voluntary and Faith Sector Organisations (including carers) – one of our group members sits on The Friends of Clitheroe Hospital. Another is the Vice Chair of Crossroads, a local organisation which works with carers and provides palliative care services to patients. The reference group also includes two clergymen.


5. People with a Disability – one of our younger group members is a wheelchair user. He has also been elected as a local councillor.


6. Other Groups not represented – our reference group does not include people from care homes, people with learning disability, the housebound, or drug and alcohol service users. We have good links with Inspire – the local Drug and Alcohol Service based in Clitheroe. We will be meeting twice-yearly to discuss local services for this group of people. We have also appointed a Specialist Nurse Practitioner for Care Homes who will start working across the local homes. We will link in with her to establish needs for this group of patients.



Stage Two – validate the survey and action plan through the local patient participation report

	Survey


	Describe how the priorities to be included in the local patient survey were identified and agreed with the Patient Reference Group.
At the meeting of the Patient Reference Group on 11 June 2013, a small group of members were nominated to work with the two practices and suggest questions to be included in the Patient Survey for 2013. This group met on 19 July 2013 and agreed that a questionnaire should be used to include the following:
· About the Practice

· About the Opening Hours
· About the Staff

· About the Consultation

· About the Building
Some additional questions were included from the previous year.


	Describe how the questions included in the local patient survey were drawn up.

The questions were put together by the members of the Patient Reference Group at the meeting on 19 July 2013, and the methodology for conducting the survey agreed.
The Managing Partner put together the questionnaire which incorporated all the questions agreed by the Patient Reference Group.



	Provide details of the methodology used to carry out the survey including the following:-

How the survey was conducted i.e. by paper or electronically, in the surgery or by mail

How the patients to be surveyed were selected (they should be representative of the practice population)

The number of patients surveyed

The number of surveys completed

Details of how the survey was analysed i.e. in house or outsourced.
The Patient Reference Group agreed that the survey should be run in the practice throughout the month of September 2013. For The Castle Medical Group, a total of 510 questionnaires were distributed to patients attending the surgery during the month of September. A total of 30 questionnaires were distributed for every clinician in the practice (doctors and nurses). This enabled the practice to identify issues for the practice, but also for individual clinicians.
Patients were selected at random throughout the month of September, and questionnaires were handed out to patients as they attended surgery for their appointments with either the doctor or nurse. They were a mix of age groups.

510 patients were surveyed

510 completed questionnaires were analysed

The survey was analysed in-house by the practice. Members of the Administration Team put together a series of spreadsheets for each clinician, and also gathered hand-written comments from patients on a separate sheet. The practice, therefore, ended up with an overall Practice Summary, containing the results from all 510 questionnaires, together with individual summaries for each clinician.



	Provide details of the survey results.

Questions about the practice, about the opening hours, about the staff, about the consultation and about the building were categorised as follows:
· Excellent

· Very Good

· Good

· Fair

· Poor

· No Answer

Questions about the appointment system were categorised as follows:

· Disagree

· Neither

· Agree

For the purposes of analysis, we indicated the percentage of patients who answered either excellent, very good or good. The results were as follows:
2011

2012

2013

About the Practice
Ease of contacting the practice on the telephone
94%
91%

87%

Satisfaction with the practice opening hours
95%
93%

90%

Ability to see a doctor fairly quickly
92%
88%

-

Ability to see a doctor more than 2 days in advance
73%
81%

74%

Length of time waiting in the practice
75%
70%

72%

Ability to see a doctor on the day if needed

-

-

80%

Ability to see a doctor of your choice

-

-

76%

About the Staff
The manner in which you were treated by the staff
99%
96%

-

How helpful were the staff in resolving your query
94%
90%

-

The ability to obtain a repeat prescription
87%
87%

-

The manner in which you were treated by the receptionist on phone

-

-

94%

The manner in which you were treated by the receptionist at surgery

-

-

97%

How do you find the dispensary service

-

-

88%

How do you find the treatment room service

-

-

95%

How do you find the blood clinic

-

-

90%

About your Consultation
The manner in which you were treated by the doctor or nurse
99%
97%

99%

Respect shown for your privacy and confidentiality
97%
97%

99%

The amount of time you were given
96%
96%

99%

My confidence in the doctor or nurse’s ability
98%
97%

99%

The doctor or nurse’s explanation of things to me
99%
97%

99%

The respect shown to me by the doctor or nurse
98%
98%

99%

About the Building
The signage within the health centre
95%
95%

85%

Access to general information
94%
94%

-

Comfort level of the waiting room
91%
91%

83%

Access to health information leaflets

-

-

89%

The % of patients who answered excellent, very good or good.

About the Opening Hours
I would like the practice to open additional time
26%
24%

45%

I would like the practice to open before 8.00 am
20%
24%

39%

I would like the practice to open after 6.30 pm
29%
32%

53%

I would like the practice to open on Saturday
49%
49%

69%

I would like the practice to open on Sunday
15%
10%

-

The % of patients who agreed.


	Provide details of how the practice discussed the results of the survey with the Patient Reference Group.

The results of the survey were presented to the Patient Reference Group on 22 October 2013. The following areas were identified for further action by the practices:
1. To extend the opening hours of the practice

2. To enable patients to see their own doctor more easily

3. To be able to book appointments in advance within a shorter period of time
4. To be informed on arrival if the doctor or nurse is running late, and to be offered an alternative appointment if necessary
5. To improve the comfort level of the waiting room (from comments concerning mainly the waiting area on the first floor)

Other areas picked up from patient comments:

1. To encourage patients to book appointments electronically

2. To encourage patients to order repeat prescriptions electronically




	Action Plan



	Describe how the practice agreed the action plan for implementing the findings or proposals arising from the local practice survey with the Patient Reference Group.  Please enclose a copy of the agreed action plan.

The following Action Plan was agreed at the meeting of the Patient Reference Group on 28 January 2014:
1. Opening Hours – to work with the Clinical Commissioning Group, and other local practices, to determine how additional opening hours could be provided and funded (especially Saturday mornings) 
– by 31 March 2014


2. Continuity – to look at ways of enabling patients to see their own doctor more easily
- by 31 March 2014

Reception Staff Training to encourage patients to see the same doctor for on-going or long term conditions

GPs to encourage patients to come back and see them


3. Advance Booking - to look at ways of offering patients appointments in advance within a few days rather than weeks
- by 31 March 2014

The practice to look at the average waiting times for each GP to determine discrepancies in availability

To ensure that each GP has some short term pre-bookable appointments (within 2-3 days) as well as others available within 2 weeks or up to 4 weeks in advance.


4. Delays in Surgery – to identify common causes of delays causing doctors to run late in surgeries, and whether these relate to individual doctors
- by 31 March 2014

Discuss reasons for delays with individual doctors

To ensure reception staff advise patients on check-in if a doctor is running late

To offer patients an alternative appointment if the doctor is running more than 30 minutes late.


5. Waiting Room – to ensure that the waiting areas are kept cool by using the mechanical ventilation system throughout the year
- by 31 March 2014

Other Areas


1. Electronic Appointments – to promote the use of EMIS Access and encourage more people to register for the service
- by 31 March 2014


2. Electronic Prescriptions – to promote the use of EMIS Access to order repeat prescriptions electronically
- by 31 March 2014


These areas will be assessed by 31 March 2014, and where agreed, actions put in place to help address the issues. 

	Detail any findings or proposals arising from the local practice survey that have not been agreed as part of the action plan and the reasons why.

Extended Hours
69% (49% last year) of patients surveyed said that they would like the practice to be open on Saturday. However, 90% of patients were satisfied with the opening hours of the practice. Having had a discussion with the group at the meeting on 28 January 2014, the group accepted that access to the practice was very good during week-days, and that there were opportunities for people who work to be able to book appointments during the extended hours surgeries run on Tuesday and Wednesday mornings from 7.30 am and on Monday evenings from 6.30 pm.

The group agreed that it was not necessary to open on Saturdays, unless additional funding could be identified and greater availability of doctors. The group accepted that the same group of doctors could not reasonably work additional hours safely.


	Detail any proposals which impact on contractual arrangements.
None



	Local Patient Participation Report



	Provide the practice website address on which the Local Patient Participation Report has been published.  Please enclose a copy of the Local Patient Participation Report.
www.castlemedical.co.uk




	Opening Times



	Provide the opening hours of the practice and the method of obtaining access to services throughout core hours.

Monday       8.00 am to 6.30 pm

Tuesday      8.00 am to 6.30 pm
Wednesday 8.00 am to 6.30 pm
Thursday     8.00 am to 6.30 pm
Friday          8.00 am to 6.30 pm
Main Surgery Number: 01200 413535



	If the practice has entered into arrangements to provide extended hours access please provide the times at which individual healthcare professionals are accessible to registered patients.

Monday       6.30 pm to 8.00 pm      1.30 hours     Dr Will Mackean

Monday       6.30 pm to 7.15 pm      0.45 hours     Dr Victoria Gauge
Monday       6.30 pm to 7.15 pm      0.45 hours     Dr Susie Owen

Monday       6.30 pm to 7.30 pm      1.00 hours     Dr Jennifer Fairwood

Monday       6.30 pm to 7.15 pm      0.45 hours     Dr Joanne Mellody 
                                                         4.45 hours

Tuesday       7.15 am to 8.00 am      0.45 hours     Dr Martin Flatley

Tuesday       7.00 am to 8.00 am      1.00 hours     Dr Ron Higson

Tuesday       7.15 am to 8.00 am      0.45 hours     Dr Ian Ibbotson

                                                          2.30 hours

Wednesday  7.00 am to 8.00 am      1.00 hours     Dr Michael Doherty
Wednesday  7.15 am to 8.00 am      0.45 hours     Dr Martin Flatley

Wednesday  7.15 am to 8.00 am      0.45 hours     Dr Ian Ibbotson

Wednesday  7.15 am to 8.00 am      0.45 hours     Dr Sunil Nedungayil

                                                          3.15 hours



	


