Church Langley Medical Practice


Patient Participation Enhanced Service 2013/14
1)
Forming the Patient Group

Patients are continuously invited to join the group via:
· Information board

· Personal invitation

· Email Invitation

· Website notice

· Registration forms

The group membership is validated periodically by the Practice Administrator to ensure that all members are registered with the Practice and their email addresses are validated.  Deregistered patients and those with obsolete email addresses are removed from the PRG.
2)
Agree Areas of Priority
The Practice has contacted the patient group members to identify the main areas to cover in our annual survey, and the priorities were as follows:

· Access to appointments



· Telephone access



It was therefore confirmed that appointments and telephone access were areas on which to concentrate.

3)
Patient Survey (Appendix 1)
Based on the agreed areas the annual patient survey was published.  This was organised with the support of the Patient Group.  The survey was then distributed to the Practice population using a variety of methods:

· General post

· Email

· Via Reception

The response rate of completed questionnaires was 52%.  The Practice management team analysed the results with the following results detailed as below:

	Key Findings
	2012 
	2013 

	Patients happy with overall medical care they receive from CLMP
	64%
	69%

	Overall experience of making an appointment
	57%
	63%

	Ease of access via telephone
	53%
	74%

	Recommendation of this Practice
	60%
	61%


On receiving these results we were happy to note that there were year on year improvements in our key areas.
4)
Patient Group Feedback on CLMP Survey & Our Proposed Action Plan
To ensure feedback from the group, the Practice published the following documents on the Practice website:

· The action plan from 2013/14 with details of actions taken

· A summary of the patient survey results

· A draft action plan for 2014/15

The group was able to look at the survey findings and the action plan proposals and feedback as they felt necessary.

5)
CLMP Practice Action Plan Agreed
The group agreed to the action plan as detailed below:

CLMP Practice Action Plan for 2014/15


1)
The Practice will continue to offer a high standard of medical care and look at 

ways to further improve throughout the year.


2)
CLMP will continue to promote awareness of services offered by the Practice 

via:

· Website

· Noticeboards

· TV

· Patient consultations


3)
CLMP will improve patient access to appointments for routine medical 


consultations.  This will be achieved by increasing the number of clinical 


sessions and appointments available to our patients each week.


4)
The Practice will improve the answering of telephones through the 



recruitment of additional staff to cover incoming calls at all times.

6)
Publication of Practice Action Plan
The Practice Action Plan and our Enhanced Service report were published on the CLMP website www.clmp.co.uk in March 2014.  The website will be updated periodically as each point on the Practice Action Plan is achieved.  For those patients with no internet access, this information will be available in the Surgery.
7)
CLMP Surgery Opening Hours and Access Arrangements
Monday

8.00 am – 6.30 pm

Tuesday

8.00 am – 6.30 pm

Wednesday

8.00 am – 6.30 pm

Thursday

8.00 am – 6.30 pm

Friday


8.00 am – 6.30 pm

Extended Hours

The Practice offers extended hours sessions during the week to accommodate early appointments from 7.00 am and late appointments from 6.30 pm onwards.

Making An Appointment

Consultations are by appointment, which may be booked in person or by telephone.  Appointments may be booked up to 2 weeks in advance.  Patients may see whichever doctor they wish provided an appointment is available.  For continuity of care it is helpful if they see the same doctor for the same problem.

Telephone Consultations

If a patient needs to speak to a doctor at any time they can gain access via reception.  The staff member will take a brief description of the reason for calling together with contact details.  A clinician will return their call the same day.

Home Visits

Home visits are available but should be regarded as a service for the housebound or the seriously ill.  If a patient is unable to attend the surgery and think they may require a visit, they should telephone the Surgery before 11 am and be prepared to give as much information as possible so that the urgency may be assessed.

Out of Hours GP Service

CLMP out of hours service is provided by PELC.  PELC covers practices within the area covered by West Essex CCG when the surgery is closed ie after 6.30 pm Monday to Friday, at weekends and on Public Holidays.  For medical problems arising when the surgery is closed and which cannot wait until the surgery reopens, patients should dial NHS 111. 

NHS 111 Service

For urgent medical help, advice or reassurance (anything less than a 999 emergency) patients should dial 111.

It is open 24 hours a day, with trained advisors on hand to give patients immediate advice.

For more information see:  www.nhs.uk/111

