Brooklyn Medical Practice Patient Participation Group
Patient Survey February/March 2012


At the last PPG meeting it was decided to carry out a patient survey, and discussion was held around the topic for this.  One member raised the subject of appointment availability for some GPs and the difficulties around this for specific GPs.  

During the discussion the Practice Manager highlighted a problem that was of particular concern within the practice, namely the high rate of patients who did not attend (DNA) their appointments.  The group members agreed that this was a waste of valuable time.  

The Practice Manager explained how the practice had already tried to address this matter by sending letters to patients, but it seemed that this was having little effect.  She suggested that one solution to this could be a ‘reminder service’ for patients, and with the growing number of patients using mobile phones a ‘text message’ reminder service is one that is becoming popular in other healthcare settings, such as hospitals and dental surgeries.   

Discussion points

	Would this service be used by all patients? A patient survey would determine whether this type of service would be welcomed or useful to patients.

Patients might not want to receive text messages? This would not be a ‘blanket service’ to cover all patients once switched on, but would be something our patients will have to sign-up for to meet regulations around patient confidentiality and information security requirements.



How much does it cost the patient/practice? This service would be free for the patient and only a minimal annual cost for software for the practice.  There would be no cost for the text message itself as this would be sent via the NHS.net email service.

Is it secure? Yes. The NHS.net is a secure email service with strict security policies and protection in place.


	Will it really work in reducing the number of appointments missed? Only time will tell, but in theory if patients remember to attend for their appointments and subsequently do not need to re-book, then these appointments will be available for other patients who need them.


After further discussion it was felt that this would be a good starting point for a patient survey.  

Aim

	A set of straight forward questions were agreed amongst the group in order to gauge the level of patient interest and participation in such a service. (Copy of survey attached).


	To distribute to as many patients as possible during the next 2-3 weeks


	Reception staff and GPs to give survey to patients visiting the practice


	Survey to be posted to all patients on ‘frequent DNA’ list for targeted results




A.Clark/PPGsurvey.FebMar12
Outcome

	During 3 weeks covering the end of February and beginning of March, over 300 surveys were handed out or posted to patients.


	A total of 214 completed surveys were received.


Question 1 – Do you have a mobile phone?

Answers -	YES 	= 208
		NO	= 6

Question 2 – If you have a mobile phone, do you keep it switched on?

Answers -	YES	= 194
		NO	= 16
		N/A	= 4

Question 3 –If you have a mobile phone, do you check it regularly for messages?

Answers -	YES	= 191
		NO	= 19
		N/A	= 4

Question 4 – Do you think that text reminders for appointments are a good idea?

Answers -	YES	= 198
		NO	= 14

Question 5 – Would you be interested in getting a text reminder?

Answers -	YES		= 170	(80%)
		NO		= 26	(13%)
		MAYBE	= 14	(7%)

(For those few boxes that were not ticked or missed, they have been excluded from calculations. Percentage calculations have all been rounded up to the whole number for ease of understanding and demonstration purposes)

Conclusion

The overall results were very positive and it seems that a text reminder service would be well received by the majority of patients.

Action

	To discuss survey results with the members of the PPG


	Publicise survey results and action plan within practice through posters, leaflets and on practice website.


	Arrange demonstration and trial of the text messaging service


	Discuss with practice staff and GP, draw up implementation plan and continue audit of DNA rates within practice to assess impact of new service
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BROOKLYN MEDICAL PRACTICE
65 Mansfield Road, Heanor, Derbyshire  DE75 7AL
Tel: 01773 712552 or 715955
Fax: 01773 531545
www.brooklynmedicalpractice.co.uk

Opening hours:		Monday to Friday 8.00am-6.30pm
Extended opening hours:	Monday 6.30pm-10.15pm (pre-booked/non-emergency appointments only)

Out-of-Hours: 	For medical attention and advice out-of-hours please telephone the practice on 01773 712552 or 715955 and you will be diverted immediately to the Derbyshire Healthcare United out-of-hours service.
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