BRENT TEACHING PRIMARY CARE TRUST

User & Community Involvement Team

2005 Patients’ Surveys

Action Plan Update -   January 2006

1.  
Introduction

1.1 This Action Plan aims to respond to areas of concern in two patients’ surveys carried out in the tPCT in 2005.  Both the Healthcare Commission Survey, conducted by the Picker Institute for Brent tPCT, and the Improving Practice Questionnaire patient survey, co-ordinated by Client Focussed Evaluation Programme (CFEP) for GP practices, found that local peoples’ dissatisfaction with primary care services was above the national average.  

1.2 In accordance with the Board decision of 22 September 2005, an update on the action plan is now being presented.

2.
Areas for Action  

2.1
Of the five areas for action set out in the action plan, access to GP practices 

was the main area discussed at the first meeting of the Patient Survey Action Planning Group held on 16 December 2005.  

2.2 This time-limited Action Group is composed of service users, 

representatives from the PPI Forum, local authority, carers, Practice Managers and tPCT staff.  The Group will meet on a monthly basis to monitor implementation of the action plan.

 3.
Objectives & Action Needed 

3.1 
The access objectives of reducing waiting time for appointments, improving

relations between patients and staff; offering more privacy in reception and providing clean and comfortable GP practices, were widely discussed.    

3.2
The actions proposed to deal with the areas of concern were largely 

supported by all present.  The contribution of Practice Managers to the discussion was invaluable to taking the action plan forward.  They reminded the meeting that individual practices had performed differently in the IPQ survey, and consequently their individual action plans would be quite different.  

3.3 Specific actions were prioritised by the Patient Survey Action Planning Group meeting.  These were that:

(i) An Information Guide for Practices be produced by the tPCT which set out good practice and expectations around the issues identified in the access section of the Action Plan (attached).   

(ii) A health and safety audit and risk assessment be carried out in each practice, which includes looking at matters of practice cleanliness and patient comfort.

(iii) The Primary Care Directorate explore the use of its Minor Budget Scheme to support minor adjustments and remedies in improving patient access to GP practices.

(iv) Patient Participation Groups be set up in practices or Clusters.

3.4 Discussions will now take place with newly appointed Assistant Directors for Integrated Services to ensure these areas are prioritised in their Directorate’s work plans.

4. Links to Current Work

4.1 Quality & Outcomes Framework (QoF) - Patient Experience Indicator 3 of the Quality and Outcomes Framework require practices to submit an action plan showing actions taken or planned in response to the 2005 IPQ Survey.  All practices were written to on 28 December 2005 informing them of the QoF process and requesting that action plans setting out their responses to the IPQ patients survey be submitted to the Practice Development Managers/Cluster Managers at the tPCT by 31 January 2006.  Practices were also encouraged to set up Patient Groups with whom results of the 2006 patients’ survey could be discussed.  It was also recommended that survey results be discussed with the practice team.

4.2
24/48 hour access – Mystery Shopper Project - The User & Community 

Involvement Team, working with primary care, has begun a mystery shopper project to assess practice performance in this key performance indicator.  Training for the service users in the mystery shopper project has taken place, and the questionnaire to be used has been piloted.   

4.2 Practice-Based Commissioning – Discussions will take place with Cluster 

Managers on taking the patient survey actions forward as part of practice-based commission work.  

5. 
Conclusion

The Patient Survey Action Planning Group meets again on 26 January 2006, where discussions on areas of action will continue.  Feedback from GP practices on ways in which they are responding to the 2005 IPQ survey will also be considered, in the light of this action plan.

Judith Lockhart

Head of User & Community Involvement

January 2006 

PAGE  
2

