MUCH WENLOCK & CRESSAGE PATIENT GROUP REPRESENTATION

At Much Wenlock & Cressage Medical Practice we are proud to have a patient group who provide us with an insight to the views, thoughts and ideas of our patients. 

The Patients’ Voice and has been established for since November 2010.  During this time they have supported the practice in a number of ways:

· assistance in the revision of the Practice leaflet explaining the change to our open access service (Minor Ailments Clinic) to make it more understandable.

· development of quick reference card for patients detailing the available services, (also available at both Practice sites)

· development and production of a Patients’ Voice leaflet explaining the purpose of the group and inviting comments from patients.
· presence at the Practice Display at the 2011 Wenlock Olympian Games
· More recently they have helped us to produce a patient survey looking at satisfaction rates with the appointments system and minor ailments clinic.
The Patients’ Voice meets every other month in the evening and currently has 14 members. The Group is a mix of men and women ranging in the age group category of 51 – 66 +.

To try and obtain wider views the patient group currently has developed a leaflet, copies of which are displayed at both Practice sites, inviting comment from the wider patient population.  The group would like to hear from a representative selection of all members of the patient population, eg young families, carers, young people, but we appreciate it is not always possible with busy lives to attend meetings. If you would like to be more involved but would find attending meetings difficult please contact the Groups secretary, Mr Brian Nelson at nelson@wroxeter.net or by post to Brookfield, Wroxeter  SY5 6PH and we will discuss how your views can be represented regularly in a way that is convenient to you.
Members of the patients’ group have experience of a range of medical conditions and situations and this knowledge is very valuable in helping us support specific needs; however they are also very proud of their role in bringing forward the views of all members of the community and support every patient to have their concerns and comments heard if they are asked to do so.

The results of the recent survey can be found below;

Review of Satisfaction with Minor Ailments Clinic and Appointments 

Between 26 September and 21 October 2011 questionnaires were given out to patients attending the Minor Ailments Clinic and GP appointments by the consulting clinician.

104 questionnaires were completed by patients attending the Minor Ailments Clinic

177 questionnaires were completed by patients attending for booked appointments.

Minor Ailments Survey Results

52.43% of patients waited 30 minutes or less to be seen

47.57% of patients waited over 30 minutes to be seen

89.32% of patients felt the wait to be seen to be acceptable or better than expected.

98.04% of patients were happy with the treatment/advice offered

97.09% of patients were satisfied overall with the service provided by the Minor Ailments Clinic.

Appointments Survey Results

41.86% of patients said they would use an on line booking system if available

77.97% of patients when booked had requested to see a specific doctor.  Of those 77.97%, 89.96% saw the doctor of their choice.

70.18% of patients were given an appointment within two weeks of contacting the surgery.

53.57% of patients were seen within 5 – 15 minutes of their booked appointment time

2.25% of patients waited longer than an hour to be seen for a booked appointment.

100% of patients surveyed were either satisfied or very satisfied with the treatment received.

97.7% of patients were satisfied overall with the appointment service provided.

These results were discussed with the patients’ group and despite the excellent results, the Group did still have concerns and had heard of anecdotal concerns regarding difficulties booking appointments with preferred doctors and therefore the following actions were agreed:
1.   Replace, where possible, lost appointment sessions for partners due to commissioning activities by putting partners on appointment sessions rather than covering the Minor Ailments Clinic.

2.  Continue to inform patients of the most appropriate services to use, eg using patient information cards available at both sites and local chemist.

3.  Practice to continue maintaining flexibility in terms of offering open access (MAC clinics), urgent appointments and pre bookable appointments.

4.  Practice to continue to review its access arrangements.

For more information about the patient group please contact Brian Nelson, Secretary at nelson@wroxeter.net or by post to Brookfield, Wroxeter SY5 6PH
