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Report from the Lakeside Practice 
Regarding the PRG DES 2013/14. 

Introduction

This report is to show the Patients of Lakeside and the Doncaster Clinical Commissioning Group (DCCG) how the practice continued to run an informative and successful Patient Reflective Group PRG and from this group how it came to informed decisions around the service provided, any changes that were deemed necessary and how they would be implemented.

This report is also to serve as an indication to patients that we are committed to improving and adapting where it is needed in order to meet the needs and expectations of our patients.

The PRG Members

The PRG Members have remained the same in the most part but due to time constraints and other prior commitments a couple of members have resigned.  Lakeside also found it hard to recruit and maintain any members of the patient list who represented young families with children and so had to think slightly outside the box.  
The manager of the Children’s Centre (Askern Spa Spiders) has changed since we recruited the original manager and so Lakeside is now in contacted with the person replacing her.  We have also recruited a clinician who runs a clinic from that centre for young families with children to gain the thoughts and ideas from this sector of the community.  We now have links into that sector which will hopefully prove to be a good source of information for the practice in the future.  Since recruitment they have already fed into the meeting held in February (2014) ideas on which Lakeside has acted.
Lakeside has continued to try and cast the net wider in terms of representatives to attend, so we continue to display posters and give out flyers to try and attract those who visit the reception in person.  

Agreements on the Priorities for the PRG
The priorities for patients appeared not to have changed which was clear over the course of the year and the reoccurring themes that the group wished to discuss in the PRG meetings.  It was apparent that keeping the same format to the questionnaire was also key to the group, in order that comparisons could be made easily and at a glance without having too much time spent on reading, comparing and reflection of the different questionnaires and data sets.

The group agreed that a questionnaire Lakeside carried out by CFEP in the summer would be used to support the work of the DES.  The group liked the format, the way the report was written and the display of the information.  It was also decided that when/if another survey was required for 2014/15 then this one should be repeated for consistency and again ease of comparison. 
A copy of the report that showed the results of the survey was posted on the Lakeside website and a link to it put on the Lakeside Facebook page.  A poster was also displayed in the practice to show basic information hi-lighting visual differences in comments and achievements captured by the survey.

Patients can see at a glance the percentage of happy/satisfied patients according to the results, there are.

Patients Views Collected

On commencement of the 2013 questionnaire the staff on the reception desk engaged the patients and actively encouraged them to fill them in after they had had their appointment with the clinician.  This was a slightly different approach to last time as Lakeside reception staff made a point of asking the patients to complete after rather than at any time (i.e. while they were waiting to be called in for their appointment).  Pens were provided and help offered to patients where it was needed.  
As before a box was placed on reception for completed questionnaires and a close eye was kept on numbers completed throughout the limited time they were out.  The reception staff were kept informed as to how far off the target of numbers of questionnaires completed they were so they knew how they were doing.
The survey company who arranged collation of the data for Lakeside had a well-appointed and numbered/value laden questionnaire so it became much easier to quantify than the previous ‘home-made’ questionnaire.
Agreed & shared Action Plan with Accompanying Statistical Data
A fully comprehensive report in which a great deal of analytical data was shown, produced for us by CFEP, made for interesting reading.  Comparisons on previous years’ results could be made automatically on surveys that had been collated by the same company a few years earlier.  However a manual comparison had to be made with Lakeside’s own questionnaire by the Business & Engagement Manager (B&M Manager) from the 2012/13 PRG questionnaire.  A copy of this report from CFEP is still available on the Lakeside Website to view.
A copy of the results were given to each member of the PRG and explained fully how those results were finalised and what they represented.  A discussion took place at the November PRG meeting to discuss the results and to see what thoughts the PRG had on the themes that had arisen from those results.  Ideas on how possible solutions could be put in place and agreements on possible ways to make changes were shared.  Please see Appendix One for the minutes of the PRG Meeting.
From this the B&M Manager came up with an action plan to implement some of the ideas, these where then presented to the GP Partners for their discussion and approval.  Their ideas were fed back via the General Manager.
Findings & Decisions Made.
The findings were discussed in full by the PRG in the November minutes but the main points discussed were as follows:
Key Findings:
1. Lakeside fell below the national average in four areas; Seeing the Practitioner of your Choice, Speaking to a Practitioner on the Phone, Respect & Privacy and Illness Prevention (Promoting Preventative Measures).  
2. The questionnaires had managed to be spread throughout the practice population equally in terms of demographics.
3. CFEP had completed surveys for us in 2006, 2008 and in 2009 previously and so could show comparisons to the 2013 data, it showed that Lakeside had scored higher in 2013 than in previous years.
4. There had been a dip/loss in points scored through those earlier years captured; however there was no loss in points (with increases noted in some cases) from 2009 to 2013.

Most Common Comments from Patients:

1. The availability of weekend appointments (or lack thereof).

2. The request to see the same Doctor on every/majority of their visits.

3. The provision of text alerts/reminders for patients.

4. The ability to book an appointment in advance (the difficulty in doing so).

5. Patients waiting time for their call to be answered is often long as are waiting times in general.
Comments on how Doctors/Nurses could improve:

1. There were many positive comments that patients made about staff being helpful and polite, ‘very nice doctors’ and a feeling of ‘being looked after’.
2. Further comments about doctors & nurses being excellent, patients are listened to and are happy, clinicians are caring.
3. One negative comment recorded was about being left waiting to see the doctor but once they had seem them said the doctor was excellent.

As a result of these findings and further reading of the data presented the practice has added to the original Action Plan from 2012/13.  See Appendix Two for full Action Plan.  As the reader will see the first two action points from the original action plan have had updates added to them to show what the Practice has achieved since the plan was put in place.
Three additional Action Points from the 2013/14 survey have been added as agreed by the PRG and in line with the survey findings.  Points three, four and five are as follows:

3.  Access to the practitioner of choice, face to face or by telephone and shorter waiting times to see practitioner.

4.  Access to appointments or the lack thereof and the restrictions faced by those patients who work full time.

5.  Promoting preventative measures- preventative illnesses and admissions.

Please refer to the Action Plan for illustrated action points which will be discussed in further detail within the practice and systems put in place to achieve these points. 
Conclusion
The discussions with the PRG group on the results of the survey went well and the results seemed to reflect the thoughts and experiences of those present.  The data was easy to digest and understand whilst reflective comments made by the patients seemed to echo the statistical data.
The group felt that the action points drawn from the results were achievable and would make a difference to the patient experience. The Action Plan has been shared with the GP partners and have been willing to take part in discussions to put these points in place.
I personally hope to take the PRG and use it to our fullest advantage to shape a better service in a competitive and cost efficient way.  I hope that our volunteers have the foresight to see the potential this group has got as I do. 
Appendices to Accompany the Report
Appendix One:  Minutes from the November PRG meeting at which the survey results were discussed.

Appendix Two: Action Plan for 2013/14 (incorporating the previous action points from 2012/13 with updates).

Appendix Three:  Minutes of the February PRG Meeting at which agreements were made.
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