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Introduction 
Squires Patient Reference Group (SPRG) is newly established at Squires Lane Medical Practice since September 2013. Our SPRG consists of a small group of patients who meet on a regular basis and its aim is to ensure that our patients are involved in decisions about the range and quality of services we provide. Our ambition is to promote the active engagement of our patients so we can understand their views and improve the services we provide to them. We are keen to hear from all the patients on any aspect concerning our practice and we will welcome any suggestions as how to improve the services that our practice can offer.
Our SPRG Structure
The overall aim of our SPRG is to develop a positive and constructive relationship between patients, the Practice and the community it serves, ensuring the practice remains accountable and responsive to all its patients’ needs. 
Our aim is to develop a SPRG which is a fair representation of all patients registered with our practice. Therefore new members are invited into the group on an on-going basis to ensure adequate representation from all different social, age, race, gender and ethnic groups. All patients are automatically members of the group and free to have a voice. Our SPRG members are providing the link between practice and patients. 
At present SPRG members consist of both males and females and are all retired. We are aware that our present SPRG members are not yet representing all our patients in our practice therefore we are actively trying to recruit new members and the ways in which we hope to achieve this are as follows: 

· We have a notice on our website asking those who are interested to get in touch with their details. 
· We routinely have notices up within the practice asking interested patients to leave their contact details with our reception staff.  
· Patients are also regularly asked by our reception and clinical staff in the practice if they are interested in joining our SPRG at the point of registration.
· We also send text messages to our patients where we invite them to join our SPRG. 
Although we prefer regular face-to-face meetings with our SPRG members we are at the present working and developing our virtual SPRG which will communicate and consult via email. We believe that this way we will be able to engage a wider range of our patient population especially our young population. To achieve this we are asking our patients if they would like to provide their email details so we can add them to our virtual contact list. 
Our patient satisfaction questionnaire was drawn up last year and it is distributed on a daily basis at the main reception desk to waiting patients when they are attending their appointments. All received questionnaires are validated regularly (at least every 4 months) and are reviewed during our SPRG meetings. 
Our SPRG structure is outlined in our SPRG constitution which is available to all our patients on our website. 

Our Improving Practice Questionnaire 

Our patient satisfaction questionnaire was drawn up and it is given out on a daily basis since September 2013 at the main reception desk to patients when they attend for their appointments. All received questionnaires are validated regularly and are reviewed during our SPRG meetings. Our first validation was completed at the end of September 2013 and the results are available on our website.

We have discussed our first questionnaire results during our first SPRG meeting and it has been agreed that the last question (number 20) should be removed from our questionnaire as it is not relevant for our patients at the moment. 

Our second validation was completed by the end of January 2014 and the results are available on our website.

How we discuss our survey findings

All received questionnaires are validated regularly, at least every 4 months. From September 2013 to March 2014 we completed two validations. Both results are published and available for our patients on our website.

On our first SPRG meeting we managed to discuss our September 2013 results and we have agreed that according to the findings we should improve three main areas of service in our practice:

· Appointment procedure
· Practice premises
· Reception Staff Development 
Areas of priority with our SPRG 
Since September 2013 when we established our SPRG the group has met twice on 19/10/13 and on 05/03/14. 
Our first meeting started with a short introduction of all the attendees (4 patients, practice manager and practice development manager) and explanation of the main reasons, key objectives and main purposes of our group. 
Agenda of this meeting:

· To explore the main priorities of the SPRG.

· To understand and explain the main purposes of the SPRG at Squires Lane.

· To develop a structure that gains the views of patients and enables the practice to obtain feedback from the practice population.

· To establish a regular survey which would collate patients views continuously. 

· To prepare and agree an action plan so that all necessary changes are eventually implemented accordingly.

· To set up an effective communication pathway between the SPRG (representing patients) and the Development Manager (representing practice).
· To discuss our first survey results which were validated at the end of September 2013 and suggest cause of action and possible changes required.
Minutes from our meetings are available on our website.

SPRG Action Plan & Changes Required  

During our first meeting we have agreed to the following action plan:

· To achieve better appointment procedure we will be closely monitoring all present issues brought up by both our patients and our reception staff. According to our findings we will improve and change our present appointment system.

· We are aware that our present building is not compliant to the requirements and our practice is in the process of discussing a potential move to new premises at Finchley Memorial Hospital.

· We are recruiting and training new reception staff to improve and develop services of our reception staff. 
Our Publicise Action Taken

Following documents are available on our practice website or our patients can request also a hard copy which is available on request from our reception (a larger format is available on request):

· Patient Reference Group Report 2013/14
· SPRG Constitution 

· “Improving the Practice” Questionnaire

· Patient Survey Results: September 2013 & January 2014

· SPRG Meetings: Minutes 19/10/13 & 05/03/14

· Practice Leaflet
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