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Sections of this report will be available on the Patient Information notice board and on the Surgery Web Site at      www.mansfieldmedicalcentre.nhs.uk
This report has been compiled by the Mansfield Medical Centre Patient Participation Group (PPG) and Patient Reference Group (PRG) in consultation with the team at Mansfield Medical Centre.  Our thanks go to the surgery team for their co-operation and to panel members for their freely given time.

Introduction
The practice dates back to around 1914 when it was situated at the top of Far Gosford Street.  It was moved to its present site on the Binley Road in 1918 and then the premises were extended and refurbished in 1997. 

We offer high quality service and like to involve patients' in decisions and choice in their care  The Doctor’s practice partnership now consists of Dr. Khara, Dr. Smith, Dr Raguram & Dr Young and we also have Dr Tindale, Dr Murthy and Dr Yadav who are salaried GPs.

The practice has many patient who have been with them for over 15 years and has an active Patient Participation Group (PPG).  The group has been in existence since the 1990’s and is a member of the National Association for Patient Participation (N.A.P.P).  Recently a virtual PPG (PRG) has been established and is growing in number.
The patient population of the practice is in the region of 9,800 and covers mainly urban areas of the city. The main catchment area is Stoke with some long standing patients travelling from other areas.
Background

The reference group for the survey consisted of members of both the virtual and actual PPG’s

It was equal male and female. 86% consider themselves British, 4% other; 40% have long term conditions; 13% are carer’s.

The practice is actively promoting uptake from other ethnic groups to make the PRG/PPG more representative of the practice population, which does fluctuate.

To insure the widest possible inclusion of practice population representation, PPG members visited the surgery on several occasions to assist with survey distribution and completion.  This allowed for age, race, and gender to have a wide coverage.  
Agreeing the survey content
The Gpac survey was shared with the PRG but it was felt lacking in giving patients perspective.  A draft survey was developed by the PPG at a meeting with the Practice Manager and then shared with the virtual PPG and the Practice staff.   Following minor adjustments this was then made available in paper and virtual form for completion and return to the surgery by 31st December 2011 ready for formal circulation.
Completion of the survey

Members of the PPG attended surgery opening times, to distribute and assists in the completion of the questionnaire, thus ensuring that a wide variety of people were enabled to participate. There was also notification of the information screen in the surgery and reminders in repeat prescription requests.   Copies were also available electronically to members of the PRG.
The majority of questionnaires were completed in the surgery 85% with 15% completed on line and the remainder postal replies.  291 replies were received which is equivalent to 29% of the practice population.
Mansfield Medical Centre Survey Report
A survey was carried out between November 2012 and February 2013. There were 250 replies (290 in 2011/12) collated of which 5 (48 in 2011/12) were significantly incomplete ie less than 50% completed..
What did the questions ask?
Question 1

How many times people responding had seen a Dr or Nurse in the last 12 months

	0
	1 – 2
	3 – 4
	5 – 6
	7+
	 Completed Responses
	Years Compared

	4
	48
	96
	66
	76
	290
	2011/2012

	5
	52
	62
	44
	87
	249
	2012/2013


Question 2

This was regarding 

A) Reception staff and how people felt treated


	Very Bad
	Bad
	OK
	Well
	Very Well
	 Completed Responses
	Years Compared

	0
	4
	59
	76
	150
	289
	2011/2012

	4
	3
	62
	62
	118
	249
	2012/2013


B) How easy was it to speak to someone when telephoning for an appointment?


	Very Bad
	Bad
	OK
	Well
	Very Well
	 Completed Responses
	Years Compared

	13
	25
	112
	76
	60
	286
	2011/2012

	12
	37
	89
	64
	48
	250
	2012/2013


Comments on this section (46) Highlighted
	Not happy with attitude of some of the reception staff
	8

	Found reception helpful
	3

	The phone line was always busy, difficulty in getting through ie time it took for someone to answer the phone
	21

	Other telephone related – music and message on the system
	4

	Helpfulness of the staff when you do get through on the phone
	10


(see from page 18 for actual comments)
Question 3

Asked how convenient were the opening hours of the practice?

	Very 

Incon-venient
	Incon-venient
	OK
	Conv-
enient
	Very Conv-
enient
	 Completed Responses
	Years Compared

	5
	1
	51
	116
	117
	290
	2011/2012

	16
	5
	48
	87
	93
	249
	2012/2013


Comments on this section (20) Highlighted:   
	Positive comments on the opening times
	6

	Negative comments on the hours
	8

	Other comments – included further development of online prescriptions and appointment through the web site
	6


(see from page 19 for actual comments)

Question 4

Asked when making an appointment how soon was any Doctor available?


	Same Day 
	Next Day 
	Within      2 Days
	Within  

3 Days
	Within  

7 Days
	 Completed Responses
	Years Compared

	20
	36
	92
	50
	67
	290
	2011/2012

	29
	24
	55
	39
	88
	235
	2012/2013


Question 5
Asked if the respondents were aware of or used the telephone triage service.

	Yes
	No
	Completed Responses
	Years Compared

	137
	123
	260
	2011/2012

	106
	135
	241
	2012/2013


Question 5a

Built on the previous question asking opinions of the service 


	Very Bad
	Bad
	OK
	Well
	Very Well
	 Completed Responses
	Years Compared

	0
	5
	30
	50
	32
	260
	2011/2012

	4
	5
	36
	28
	32
	240
	2012/2013


Comments on this section (6) Highlighted:   

	Positive comments on the triage
	1

	Negative comments
	2


(see page 20 for actual comments)
Question 6
There were 2 elements to this question.

This was designed to measure respondents waiting times to see a practitioner
A)

	 Up to 10 mins
	Up to 20 mins
	Up to 30 mins
	Up to 45 mins
	Over   46 mins
	 Completed Responses
	Years Compared

	41
	119
	67
	29
	7
	263
	2011/2012

	111
	74
	33
	13
	9
	249
	2012/2013


B) 
If waiting over 15 mins did they tell reception.


	Yes
	No
	N/A
	 Completed Responses
	Years Compared

	95
	147
	
	242
	2011/2012

	110
	81
	49
	240
	2012/2013


Comments on this section (3) Highlighted:

	General Comments on understanding
	3


(see page 20 for full comments)

Question 7
This year there were 7 (6 in 2011/12) parts to the question aimed at how respondents felt about their experience of visiting the doctor or nurse.  The additional question asked which category of staff member they came to see.
Who did they come to see?
	Doctor
	Midwife or Nurse
	Healthcare

Assistant
	Other
	 Completed Responses
	Years Compared

	X
	X
	X
	X
	X
	2011/2012

	170
	60
	4
	8
	242
	2012/2013


A) How well they were asked about their symptoms and how they felt.


	Very Bad
	Bad
	OK
	Well
	Very Well
	 Completed Responses
	Years Compared

	0
	3
	38
	84
	141
	266
	2011/2012

	0
	3
	41
	74
	121
	239
	2012/2013


B) How well did they feel they were listened too.


	Very Bad
	Bad
	OK
	Well
	Very Well
	 Completed Responses
	Years Compared

	0
	1
	33
	80
	153
	267
	2011/2012

	0
	2
	32
	76
	128
	238
	2012/2013


C) Were they made to feel at ease


	Very Bad
	Bad
	OK
	Well
	Very Well
	 Completed Responses
	Years Compared

	0
	3
	41
	74
	149
	267
	2011/2012

	0
	2
	38
	67
	131
	238
	2012/2013


D) How involved did they feel in the decisions that were made about their health care

	Very Bad
	Bad
	OK
	Well
	Very Well
	 Completed Responses
	Years Compared

	0
	1
	51
	75
	139
	266
	2011/2012

	0
	4
	43
	75
	115
	237
	2012/2013


E) How well were their problems and treatment explained.

	Very Bad
	Bad
	OK
	Well
	Very Well
	 Completed Responses
	Years Compared

	0
	1
	43
	79
	142
	265
	2011/2012

	0
	2
	38
	79
	118
	237
	2012/2013


F) How interested did the practitioner seem in respondents health problems
	Very Bad
	Bad
	OK
	Well
	Very Well
	 Completed Responses
	Years Compared

	1
	4
	33
	71
	155
	264
	2011/2012

	0
	2
	42
	68
	125
	237
	2012/2013


Question 8
The purpose of this question is to gauge how well respondents felt they were able to understand and cope with their problem/condition, including any medication, after their visit.  There are 3 sections.

A) Feel able to understand their problem/illness.


	Very Bad
	Bad
	OK
	Well
	Very Well
	 Completed Responses
	Years Compared

	0
	2
	51
	99
	104
	265
	2011/2012

	1
	1
	60
	80
	94
	236
	2012/2013


B) Feel able to cope with the problem/illness


	Very Bad
	Bad
	OK
	Well
	Very Well
	 Completed Responses
	Years Compared

	1
	7
	61
	100
	87
	256
	2011/2012

	2
	6
	56
	90
	81
	235
	2012/2013


C) Feel able to understand their medication


	Very Bad
	Bad
	OK
	Well
	Very Well
	 Completed Responses
	Years Compared

	0
	1
	48
	90
	113
	252
	2011/2012

	0
	0
	43
	71
	118
	232
	2012/2013


Question 9
This was a new question for this year to ascertain patients awareness of the services available at the surgery. 

Of the 250 replies 
17.2% indicated they were not aware of any of the services available. 
Question 10
New question this year asked if the information screen was useful.


	Yes
	No
	 Completed Responses
	Years Compared

	X
	X
	X
	2011/2012

	221
	15
	236
	2012/2013


Comments on this section (31) Highlighted:

	Needs updating
	4

	Has some useful information on it
	1

	Suggestions for inclusion
	7

	Display waiting times 
	6

	Regarding the sound on the screen
	5

	Other
	8


(see from page 21 for full comments)
Question 11
This was a new question this year asking if responders’ had children under the age of 18 years, and were they happy with the service on offer at the surgery.


	Yes
	No
	N/A
	 Completed Responses
	Years Compared

	X
	X
	X
	X
	2011/2012

	94
	29
	116
	239
	2012/2013


Comments on this section (8) Highlighted:

	Good service
	4

	Concerns about time to get appointments sometimes
	3

	Suggestion for child development clinic
	1


(see page 22 for full comments)

Other Comments made (6) regarding the Practice can be seen on Page 22
The next set of questions gives an indication of respondent’s representation of the practice population.

Question 12
Gender

	Male
	Female
	 Completed Responses
	Years Compared

	67
	193
	260
	2011/2012

	74
	157
	231
	2012/2013


Question 12a
Age

	17-24
	25-34
	35-44
	45-54
	55-64
	65-74
	75-84
	85+
	 Completed Responses
	Years Compared

	16
	47
	47
	38
	32
	42
	27
	8
	257
	2011/2012

	18
	51
	45
	33
	27
	35
	22
	4
	235
	2012/2013


Question 13 
Asked if the respondent had a Long Term Condition. 151 (this includes 48 known not to have questions on practice population representation) did not respond which could be taken as a no

	Yes
	No
	Completed Responses
	Years Compared

	85
	55
	140
	2011/2012

	119
	115
	234
	2012/2013


Question 14 

Asked if the respondent was an informal carer


	Yes
	No
	Completed Responses
	Years Compared

	28
	196
	224
	2011/2012

	34
	202
	236
	2012/2013


Recognising the ongoing increase in numbers, the practice is in the process of offering carers access to the VIP (Very Important Person) Course for Carers by linking with Coventry & Warwickshire Crossroads, who have developed and deliver the sessions.  This is a self management opportunity to help in their informal carer role.  For further information you can contact Crossroads by telephoning 024 7625 8816 or visit their website on www.crossroadscw.org.uk under “Informal carer support”
Question 15
Ethnic group

	White British
	White Other
	Black  British
	Black Other
	Asian Black
	Asian Other
	Oriental British
	Oriental Other
	Mixed Race
	African

	178
	22
	10
	4
	21
	6
	0
	0
	3
	1

	164
	19
	5
	8
	22
	7
	1
	0
	2
	5


	Completed Responses
	Years Compared

	245
	2011/2012

	233
	2012/2013


It was noted during the course of gathering the information, there was reluctance from some patients to take part in completing the survey. This was mainly the ethnic minority groups, even though help was offered.
Question 16
This was a new question this year asking if patients were aware of the Patient Participation or Reference group for the practice.
	Yes
	No
	 Completed Responses
	Years Compared

	X
	X
	X
	2011/2012

	128
	103
	231
	2012/2013


On this question recipients were given the opportunity to complete their details and join the practice patient voice.  This has resulted in 55 people requesting to be added to the list for contacting, an increase of ----% over the two groups.
What is happening to these results?

The results of the survey are being shared with all members of our PPG and PRG for comment. These comments will be used, in discussion with staff and medical personnel, to formulate our draft action plan for the coming year. An open meeting will be held on the evening of 9th April to discuss the plan with as wide an audience as possible. Our incoming chairperson will take over office at this meeting

It is hoped to publish The Action Plan on the surgery web site.

Please note:- The open meeting has been delayed as our incoming chairperson is out of the country until the beginning of April

Report on the Action Plan 2011 - 2012
Details of this can be found on page   12 - 15
Update on Patient Participation Involved Action Plan 2011/12 as at January 2013
	Survey Finding
	Agreed Action
	Action by who
	Action by when
	Report

	Problems with access to the telephone lines 

· Their busy and have to constantly redial
· Kept waiting so incur cost especially pay as you go mobile


	Improve communication to raise awareness how busy lines can be and what alternatives there are such as ringing at less busy time or using on line service if applicable


	Practice to liaise with PPG members to raise awareness  
	3 months
	Suggested times were put on FAQ sheet on the notice board

	Appointments’ not running to schedule 
	More efficient notification in the waiting room that surgeries are running late and by approximately how much.

Notice by staff screen to remind to check time and amend the information bar.

Better information to patients on reasons why appointments may not run to time by FAQ poster and developing a patient information booklet


	Practice Manager

PPG & Practice
	Immediate

2 weeks FAQ

Booklet Initial 3mths

completion 9mths  
	Poster was completed and an improvement has been shown but further work needs to be done

	
	Possibility of booking double appointments for those who have complex needs, and better awareness of this availability by using the screen, making sure the surgery leaflet is available on reception and FAQ.

Including information in a patient booklet.


	 Practice

To check screen & leaflets available

PPG 
	Initial phase FAQ – 2wks

9 months
	Completed

	
	Raise awareness of why appointments run over time by restarting FAQs on notice board to answer questions from the DES questionnaire


	Practice & PPG
	ASAP and will be ongoing rotating FAQ’S


	Completed

	Survey Finding
	Agreed Action
	Action by who
	Action by when
	Report

	Just over 42% of respondents did not know about the telephone “Triage” service 
	Raise awareness of the service, what it is and how to use it. Explain what Triage is by FAQs on notice board and include in a booklet.


	Practice & PPG
	2 weeks FAQ’s

9mths
	Completed improvement in knowledge & use of service has been shown

	Request for blood tests to be available at the surgery
	Visible details of the places where patients can obtain a blood test near to the surgery.

Point out options by using FAQs, and the information screen.   Information is already available but needs a better profile.


	Practice & PPG
	2 weeks

Inclusion in booklet 9 mths
	Completed A complete list of providers in the City is now displayed

	Some services requested on the survey are already available 
	Better awareness of services already provided in the surgery and how to access them by having pointers on the notice boards and examples of leaflets.  This to include access to free support courses run in the City such as Living with Long Term Conditions, Cardiac rehab, V.I.P Carers course.  Pointers on the main not ice board to the PPG board


	Practice & PPG
	1 week

Inclusion in booklet 9 mths
	Completed
List in the surgery and in the surgery booklet and leaflet

	Toy’s in the clinic room to occupy or distract children


	To look at suitable items after gaining suggestions from parents.  
	Practice
	6 months
	Discussion took place and felt appropriate not to have in all rooms


	Survey Finding
	Agreed Action
	Action by who
	Action by when
	Report

	Review the confidentiality issues surrounding information exchanges at the front 
	Discuss the issues with reception to ascertain the extent of the problem and any suggestions for improvement. Notice on reception glass screen reminding patients they can ask to go somewhere private.  Personal alarms to be available for staff, and protocol adopted/reinforced


	Practice manager


	4 weeks
	Complete No further comments received

	To maintain the noticed improvement in the reception staff interaction with patients
	Commend the improvement and discuss how the PRG and PPG can help maintain and improve the reception service.

Notice PPG notice board giving survey result of improvement. Letter from PPG to staff.


	PPG and reception staff 
	2 weeks

Immediate
	Letter sent

	Provision of alternative therapies such as acupuncture, physiotherapy etc


	Discussions with the practice if any would be possible and if yes, develop a plan to introduce this service to the surgery.

Discussions will need to be guided by local and national NHS changes


	Practice & PPG for 


	1 year
	Discussed, however at the present time there are no free rooms available

	Improve the membership of the PRG and PPG by increasing numbers and representation of the practice population
	· Create an information presentation disc to be played on screen in the surgery.

· Work with the reception to increase the number of email participants in the PRG by at least 10% in the next 12 months Leaflet to go with repeat prescriptions which can also update patient contact details for the practice

	To be looked at by practice & PPG
PPG 


	Ongoing to be reviewed for progress quarterly
	

	Automatic Entrance Doors
	Research by the practice on options available to make access to the building easier for those with mobility problems and parents of young children. Discuss findings with PPG and make recommendations for funding opportunities


	Practice Manager


	High  priority

9 months
	Installation agreed and funding applied for waiting a reply


The Patient Panel is working with the surgery to add additional information of benefit to patients, to the booklet supplied to new patients or on request.  This is an ongoing project and will revolve around the timing for a reprint of the current information booklet.
2012 – 2013 Action Plan will be available following discussion on the results of the survey
Information already available to patients is shown in the following leaflet which is regularly updated.


	MansfielD Medical Centre

	COMMENTS FROM PATIENT QUESTIONNAIRE

	November 2012 to February 2013

	

	Collated by Sue Line and Chris Titley
Mansfield Medical Centre Patient Panel and Reference Group



	


	


Comments from Question 2 regarding reception and telephone access
2a Reception -  How do feel treated by the receptionists

	Depends which receptionist

	Very badly one time only

	One receptionist was very unhelpful as we had been in Manchester Children's Hospital for 6 weeks and just got back and needed a prescription and she wouldn't help as it was 1.30pm on Thursday

	Some receptionists are a lot more friendly than others

	I find the receptionist rude (not all of them but the majority) I also have found that they try and diagnose you themselves.  I understand they have to ask questions to ascertain how urgent you are but they are not doctors!

	Reception staff could be a little more well mannered.

	Very grateful plus helpful service.   

	I have found the doctors to be helpful but I feel that the reception staff need a customer service course or may be just giving a smile and having manners might do

	Very grateful plus helpful service.   


2b  Telephone answering

	You can be on hold for 20 minutes or more

	Always difficult to get through

	Sometimes takes 10 mins to get through

	I recently phoned 8 - 10 times to get through as the lines were busy

	reception busy with duties/calls and need to wait when you feel very poorly. This can seem a long time to wait when in reality it may not be.

	can take a long time to book in appointments

	The switchboard is often so busy you have to try half a dozen times to get through

	Sometimes the phone line doesn't seem to register 1st time and we need to redial once or twice.  Often engaged

	Very difficult to get through on phone

	depends, it's variable depending on when you ring,

	When we normally call to make the appointments please pick up the call as soon as possible because sometimes we need emergency

	Couldn't cancel appointment on a Saturday it was just an answer machine. Sometimes I have to ring several times to get through to reception

	phone tends to be engaged a lot

	long waiting time for the phone to be answered - once it is, the staff are very helpful.

	Receptionist are very busy there is a long waiting list before I get served

	Hard to get through to make appointments

	Difficult to see doctor want and problems making an appointment because of busy phones. 

	Always busy.

	Difficult to get through, very busy

	Long wait before phone call answered 

	It can be very easy but sometimes difficult

	Always phone too busy

	Do have to pick time to ring

	Telephone option system when ringing is useful, but the appointments option is very often engaged

	When telephoning to make appointment it is take very long time to get through, every time line is busy? So try to make other phone please thanks. 

	It would be easier to be able to order repeat prescriptions over the phone as not always easy to get there when working

	Staff always very helpful

	I am always pleased how respectful everybody is at the surgery

	Brilliant service, great staff, excellent service

	Excellent staff, very friendly and polite. Doctors and nurses-excellent attitude

	Staff has always been very helpful in relation to booking appointments for my children.

	Very civil 

	Excellent service by all staff

	Phone for appointment at 9.15 this morning was phoned back quickly and an appointment made for 11.30 same day. Excellent

	I love the staff

	Staff etc very helpful

	I would like to thank all the staff at the surgery for being so helpful

	Change music while holding  for appointment

	Very annoying "on hold" music

	More cheerful music when on hold

	Message needs looking at as it is not in keeping with surgery. 


Comments from Question 3 regarding Opening Hours
	All very good

	I don't work

	Superb practice

	The Saturdays opening is very good

	Good service

	Very satisfied with the service

	I wanted to see Dr Smith no availability till 28th Feb. but Kelly rang me back within 30mins to tell me of cancellation was booked in within a day of calling,  Excellent service

	I hadn't realised Thursday had been extended from 1pm.If I had realised Thursdays new hours I would have contacted when poorly rather than wait for the next day

	I finish work late and so find it difficult to have an appointment in your opening times

	Receptionist are very busy there is a long waiting list before I get served

	Saturday appointments should be made only for people who work(have had trouble getting appoint on sat for someone who works away)

	Working away from home all week, Saturday is the easiest time for a appointment for me but unfortunately it isn't easy to get seen on a Saturday forcing time off work.

	Only been booked in for a Saturday appointment once other appointments during working hours.

	Should open from 8:00am to 7:00pm 7days a week

	Could appointment be made via web site?

	Online ordering of prescriptions and appointments should be developed.

	Still can't get an appointment before 2 weeks

	It is only convenient if you can get to see a doctor when your require treatment. However, in my experience this is few and far between.

	Had to still wait over 1 week to see a doctor and I hadn't said a specific doctor just any!

	Early


Comments from Question 5 regarding Triage Service
	The triage system is very complicated which after receive the call from patient he said he ring you was a language barrier or it is busy or it is unable to attend phone due to illness what will happen. It is absolutely ridiculous it should change.

	The triage system is absolutely unfair for the patient you cannot communicate someone is driving now that patient will attend the phone call by Doctor. On this point I talk to the Doctor his attitude is very distant and ridged.

	I personally do not agree with being treated over the phone.  I think a doctor needs to see a patient before making a diagnosis

	Do not feel triage is appropriate when dealing with sick children or elderly-they should be a priority-always 

	Not consulted by triage doctor previous visit.     

	Always phoned back


Comments from Question 6 regarding Waiting Times in the Surgery

	Waiting over appointment time often happens even with young children

	Not always but I do understand the delay

	Usually less than 20 minutes.


Comments from Question 10 regarding The Information Screen
* comment also appears in other category
	Needs updating

	Needs updating

	It's OK. I've stopped reading it needs updating

	*Could do with updating more regularly.  Patient Panel refers to 20 March!

	Waiting time displayed

	Average waiting time information would be useful

	Expected waiting time 

	When doctors are running late it would be useful to know how late 

	Update if a particular doctor is running more than 15 minutes late

	Maybe up to date waiting times for the Dr then it's our decision whether to wait

	Up to date info on Dr/ Midwives working at the surgery

	Information about patients rights possibly information about local services e.g. highlighting the info re blood tests, choices in acute services, voluntary groups.  *Could do with updating more regularly.  Patient Panel refers to 20 March!

	More obvious details of additional services

	Info on the above ( services available)

	Advice on flu jabs, general health issues.

	Childhood illness symptoms

	Information on the experience of the councillors in the clinic do they cover specific areas or are they only general?

	Provide a distraction but don't really take much notice. The photos and names of staff are useful

	Change the music

	no sound on it - very annoying 

	It sounds trivial, but the music in the waiting room which is looped, can be a bit annoying and that the availability of the appointments and the waiting times are the thing I can think of to improve.  The actual consultations are great

	No sound

	Turn the sound off

	Bit more spacious notice board with all the relevant, useful information leaflets, notices (not in a crammed position as is now)

	Should have more poster plus more info on wall 

	calling out names as I am visually impaired 

	would be nice to have a health visitor drop in at surgery for school aged children for things like (nits, school jabs)

	If children are having to wait for a long time it may be an idea to have a small TV with children's programmes for them to watch in the children's area

	spelling mistake

	Everything is fine

	Rarely look 


Question 11 – Comments on children’s service

Very helpful and supportive staff

Receptionists are very helpful

Good service

When I rang for my 4yr old son I was given an appointment 2hrs later.  This is excellent

can take a week or so to see a doctor which can be bad but there has been occasions when it's been dealt with over the phone which gives me peace of mind.

Yes but on two occasions recently I had to wait a week to get my 2 year old in to see a doctor.

Although priority given to children over telephonic appointments, it should be prioritised over general appointments

Maybe a child development check time to time

Other comments

	Now unsure who to see as nurse Tracy has left

	Tablets small and not easy to handle. Easily dropped and not easily found.

	We need more car park space

	People parking in disabled bays when they shouldn't. People putting cars on pavements can't get by on my invalid scooter.

	Anti-bacterial hand wash near computer for appointments in hall

	There used to be a room layout plan it would be useful if it was put back


Comments have been grouped according to the subject they were about but may have been written on the form in a different place.
GLOSSARY

	MMC
	Mansfield Medical Centre

	PPG

(MMCPPG)
	Patient Participation Group – meet face to face at the surgery together with the practice manager, doctor representative and any other member of staff as requested.

	PRG

(MMCPRG)
	Patient Reference Group – information shared with participants through virtual means such as email.  Anyone can request to become a member of this group to be involved in consultations and receive notes of the PPG meetings.  

	Participant
	Someone who has said they want to be involved

	N.A.P.P.
	National Association of Patient Participation – an umbrella group for PPG’s who give  valuable information and support on current issues to do with primary health

	Primary Health
	Ongoing support and services in the community.

	Virtual
	The use of methods other than face to face contact, including technology, to involve people in decisions.

	Triage
	The process of prioritizing sick or injured people for treatment according to the seriousness of the condition or injury.  This is done in the surgery by telephone and patients may be offered an appointment or a telephone consultation.

	CCG
	Clinical Commissioning Group As of 1st April 2013 will be responsible for commissioning services for Coventry and Rugby.

	LINks
	Local Involvement Networks - Individuals and community groups can join Local Involvement Networks (LINks) to have their say about improving health and social care services.  This is due to change to Healthwatch in the near future
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Action Required


Yes look into publicity about the services available
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Action Required


Yes still a problem with the telephone system





Action Required
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Action Required


Yes based on the comments
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