Patient Participation Group 2012
Alexandra Surgery worked with a patient representative group (PRG) in order to see how Alexandra Surgery could improve their services and what they would like the practice to continue doing. 
PPG member’s views and opinions were collected verbally, in writing and by e mail. PRG, Alexandra Surgery and the NHS all identified priorities for improvement to the   surgery in order to improve the health care services for its patients. 
Based on these Priorities to improve health a Patient Survey was carried out between September to December 2012  

41 questionnaires were completed by Alexandra Surgery patients and the results along with changes made to improve services for patients are outlined below 

Results of the survey

	PRG MEMBERS
	            Priorities 

	females
	Wider choice in family planning, 

choice of female doctor

	males
	 ‘viagra’ not available as before

	British white
	Access,   confidentiality

	 Tamils


	Access,  language barrier with staff

A+E attendance – unhappy with

 Alexandra surgery pressure not to

 attend A+E- -car park

	 Turkish
	Access,  language barrier with staff

A+E attendance – unhappy with 

Alexandra surgery pressure not 

to attend A+E

	 Bengalis
	Access,  language barrier with staff

	 Afro Caribbeans
	Access



	 Other Europeans
	Access

Lack of Car park 

	 Other Asians
	Access

Lack of  Car park 

	 Somalians
	Access

	
	

	Age distribution
	

	Under 12
	Parents suggest more emergency slots 

	Under 20
	Sexual health, confidentiality 

	20-35
	Sexual health, confidentiality

Access during non-working hours

	35-50
	

	50-65
	

	65-85
	 Some not happy with Cataract surgery referrals  being reduced

	Above 85
	Social service support


Proposals for the future 
	Survey Findings
	Actions

	Questions 3 of our survey showed high proportion of booking appointment were done over phone.

Access via telephone was a prime concern 

Not enough consultations especially  Female Doctor and Nurse were noted 


	Extra telephone line were introduced and so instead of  2 lines we have increased it to  6  lines where  now 4 surgery mobiles phones are now used by the practice to allow patient to access the surgery easily. 

More telephone consultations have been introduced in response to the survey and the priorities of improving access identified by PRG Group. The daily telephone consultations have increased by 80%. 
We have also introduced a telephone call back service in order to respond to telephone messages received by our reception staff from patients on a daily basis 

Doctor and Nurse working on Saturday have been introduced to enable working population to access services. 

	Car parking space was an issue for patients 
	Car Parking spaces to be used by patients only. This has been updated in the practice leaflet. 

	From the survey we found that patients are attending Accident and Emergency inappropriately due to a language barrier between the non-english speaking patients and Harmoni where triaging is done on the phone. 
	We have recruited extra staff who speaks the following languages Tamil, Turkish, Bengali, Nepali and Polish to reduce this language barrier between non- English speaking patients and staff in order to reduce inappropriate A & E attendance. 

We are training them as Health officers to promote health and monitor chronic diseases and support them in the language of their choice and hope to improve the health outcome of these vulnerable patients. 

We are hoping that this will lead to these patients using NHS services appropriately especially A & E.   

	Patients are requesting medication like sleeping tablets 
	We have explained to patients why certain medications can be more harmful than beneficial in the long run.


We hope to meet with the Turkish Community groups next year to enable wider participation of this population with greater needs 

Future Plans of Alexandra surgery 

Our new doctor with special interest in palliative care will be looking after on a day to day basis the welfare of terminally ill patients.

Our new lady doctor with   FAMILY PLANNING CERTIFICATES from the faculty of family planning of the ROYAL COLLEGE OF OBSTRETICS AND GYNAECOLOGY will in future expand the services to meet the wider choice in family planning as requested by women  needing contraceptive services

We plan to engage with Rhodes Avenue primary School and Alexandra Secondary school to provide health education and support.

We propose to set up a process for parents, children, teachers and school nurses in our neighborhood to share their concerns and to work in partnership with Alexandra surgery to provide solutions together. 

In addition to written comments that can be put in our suggestion box at reception, the internet can be used to allow our patients to voice their concerns and needs by registering online on a secure website which currently under construction and should be active In June 2012. 

This patient participation group experience has largely been positive and there have been suggestions from the patients to set up a permanent patient participation group which they wish to call ‘Friends of Alexandra Surgery’. We would like to explore this idea and help this group to be created and for more patients at Alexandra surgery to join this group so it becomes a permanent and large part of Alexandra surgery. 

We will be starting our new survey in June 2012 for patients to give their views and opinions. 

