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The practice continues to recruit new members to this group by placing posters in all waiting areas with patient leaflets attached giving information and an application form for the group.  The application form offers patients to be contacted via email or post.  We have information in the Practice leaflet and on the practice website. 
We continue to obtain a balanced representation of the patient population by:

· including leaflets in the 2nd and 3rd recall letters of chronic disease patients who fail to attend for an annual check
· using our age/sex distribution - reception staff then target certain groups of  patients 
We currently have 27 members in our Patient Reference Group, who we then ask to give their views on the content of our 2013/14 patient questionnaire.  233 surveys were completed, with 71% of respondents being female and 29% male.  36% of respondents were in the 16-34 years group and 42% in the 35-64 years group.
Survey results
· The practice scored highest on satisfied with service from reception 92% and satisfied with service from doctor/nurse 90%
· We scored 65% satisfaction getting through on the phone, with 31% not satisfied – this is a slight improvement on 2012/13 figure of 35% dissatisfied.
· The practice scored 43% on it being easy to speak to doctor on the phone and 48% it being easy to speak to nurse on the phone.  In both cases 44% of respondents had NOT used this service.
· 64% of respondents were able to see a GP within 2 days and 28% patients who could not.  From this most had not been able to be seen within 2 days as there were no appointments available, 15% the time was not suitable and 10% the appointment was with a GP they didn’t want to see.
· 69% would definitely recommend the surgery with a further 18% might recommend it.
· When asked about the practice website 62% said it was not applicable which could be due to either not having an internet service in their home or not wanting to use the website.
· For ordering medication online 34% said not applicable and 8% who do use it to order prescriptions.
· Comments/Suggestions: mainly favourable with a few negative comments regarding problems with getting through on the phone, poor gp or receptionist attitude and not being able to get an appointment within 2 days.
Action Plan

Action 1 – To provide extra phone cover in the mornings where staff numbers allow
Action 2 – To further promote the practice website with online prescription ordering
Action 3 – To further promote the booking of appointments online.
Conclusion

The Practice has a number of positive responses and good satisfaction levels; however the Practice again needs to improve telephone access.  Further promotion of our online services may help to ease the problems with phone access.  
Local patient participation report was advertised and circulated by:
· inclusion on the surgery website: www.RibbletonMedicalCentre.co.uk
· copies of the survey were left in the waiting areas of the surgery with posters advertising the main results

· copies emailed or posted out to our Patient Reference Group
Opening Times
Surgery Hours: Monday to Friday 8.30 a.m. to 6 p.m. 

N.B. the phone lines are open for emergencies from 8 a.m. to 6.30 p.m. Monday to Friday.
Out of hours cover is provided by Preston Primary Care Centre Ltd, tel 01772 788058:

Monday - Friday 6.30 p.m. to 8 a.m. 

Saturday and Sunday – full cover from 00.00 a.m. Saturday to 8 a.m. Monday morning
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