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PRACTICE PROFILE
Robert Frew Medical Partners have been on the Wick Estate since 1998. Originally the practice was
situated at Franklins Way on the Southend road. Having moved to the Wick estate the practice
population has grown steadily to its present level of approximately 14160 a slight increase from last
year.
The Demographics of the practice population are as follows (due to rounding up/down not all %
may total 100) This does not include patients under 16 as they are not eligible to be on the PRG.
Last Year
16 – 24 year old

1210

11%

(11%)

25 – 34 year old

1730

15.5% (16%)

35 – 44 year old

2265

20%

(21%)

45 – 54 year old

1947

17%

(17%)

55 – 64 year old

1527

14%

(15%)

65 and over

2529

23%

(21%)

Female

5819

52%

Male

5389

48%

Of the totals above

The practice has approximately 6970 patients with a record of their ethnicity which is broken
down as follows:
White British

93.7%

White Irish

0.85%

Mixed

0.95%

Asian

1.25%

Black

1.50%

Chinese + Others

1.75%

N.B: The ethnicity breakdown has not changed over the past year
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Practice Profile cont.

From the information available from the 2011 Census of 3 Wickford wards showed Demographics
and Ethnicity as follows
Male

48.6%

Female

51.3%

White

93%

Black

1.1%

Asian

1.5%

Mixed

1.5%

Other

3%
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The Make-up of the practice PRG
Before the Department of Health brought out the 2 year Patient
Representative Group Direct Enhanced Service, the practice had already set up
The Robert Frew Patient Participation Group.
The group has been in existence now for nearly three years and was central in
organising the original survey for patients for identifying the key areas in 2012
on which the first survey was based. The group took total responsibility to lead
on this year’s annual survey deciding to investigate the effectiveness of the
actions taken last year from the 2012 survey results. The face to face group
continue to meet on every 3rd Monday of each month discussing topics ranging
from Commissioning Health Services, helping out at the annual Flu campaign
and arranging Health Promotion material within the practice.
The patient participation group has also again taken the decision to remain as
a body which meets face to face, however it is again acknowledged that the
make-up of the group is not totally representative of the practice population,
which is a pre-requisite for the PRG DES. Efforts, as explained below, continue
to be made by the group and the practice to recruit patients from particular
ethnic areas and age groups which are at present not represented on the face
to face group but are on the Virtual group.
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Promotion and Recruitment of the Virtual Patient Group
As last year the following groups have been provided with Virtual Patient Group sign- up sheets and
participation discussed.
1. New patients 16 and over at their new patient registration health check with the practice
nurse.
2. Existing patients attending long term condition appointments, Diabetic, COPD, Asthma, and
CHD.

3. Patients with Learning Difficulties attending for their annual assessment along with their
carers.
4. Patients in ‘at risk groups’ were provided with sign-up sheets with their influenza invite
letter through the annual mail shot.

5. Posters advertising the Virtual PRG group are displayed within the waiting area in the
practice. (see attached)
6. Virtual sign-up sheets are available to print off on the practice website. (See attached)

7. Telephone contact made with managers of residential and nursing homes advising of the
virtual group. Follow up letters sent.
8. Positive identification of ethnic minorities attending the surgery and sign-up forms given.

9. Posters promoting the virtual group are displayed in the surgery treatment rooms and in all
consulting rooms, including the room used by the midwife. (See attached)

In total again this year approximately 2000 sign-up forms were given out to patients within the
practice.
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Make-up of the Virtual Patient Representative Group
The PRG is made-up of the following (including the original face to face patient participation group)
Total group number
GROUP

NUMBER

% of GROUP

Female

48

60%

Male

32

40%

16 – 24 year old

2

2.5%

25 – 34 year old

7

8.75%

35 – 44 year old

11

13.75%

45 – 54 year old

11

13.75%

55 – 64 year old

20

25%

65 and over

29

36.25%

70

87.5%

White
White British
Other white background
Mixed
White & Black Caribbean

0

White and Black African

0

White and Asian

0

Other Mixed background

0

Asian or Asian British
Indian

1

1.25%

Pakistani

2

2.50%

Bangladeshi

1

1.25%

1

1.25%

Any other Asian background
Black or Black British
Caribbean
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Make-up of the Virtual Patient Representative Group cont.

African

1

Other Black background

0

1.25%

Chinese or Other Ethnic Group
Chinese

1

1.25%

Any Other

3

3.75%

The practice believes that all practicable and reasonable efforts have been
made to recruit a representative mixture of the practice population. The group
is representative of Carers, the Disabled, patients with Long Term Conditions,
patients in nursing/residential homes and patients with Learning Difficulties as
well as members from various ethnic groups. However the practice will
continue to recruit where possible, further members to the VPG and PPG so
that all patient groups are represented.
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Key Priorities
Access was identified in 2012 as the top priority for our patients. Having
discussed the annual patient survey at their monthly meetings (minutes of PPG
meetings attached) the PPG group felt that this was still a key priority and that
the annual survey should be based on the actions identified from last year’s
survey which included;
1. Providing the Online Appointment Booking System
2. Repeat Prescription Request Online Service
3. SMS Text Confirmation and Appointment Reminders service
The group wanted to find out how successful or not these services were and if
they were being used.
During their monthly meetings the group also had identified a need to survey
patients regarding local phlebotomy services having recognised a possible
problem during discussions at the monthly PRG meetings. An initial survey was
undertaken by the group (the results are attached to this report) and from
those results it was felt that a further question should be added to the annual
patient survey regarding access to the Phlebotomy service at Wickford Health
Centre.
Action Plan 2011/12
The results of the survey were sent out to the Virtual Group for their comments and were
discussed at the monthly patient participation group meeting.
The PPG discussed the survey results and drafted proposals for the action plan for the partners
to discuss at their next meeting.
Draft Proposal
1.
2.
3.

4.

5.

1.
2.
3.

Set up and pilot online booking of doctors’ appointments as of 1/4/12
Set up and pilot online ordering of repeat prescriptions as of 1/4/12
Collect mobile phone numbers and consent from patients with the view to piloting
text reminders. Collection and consent to begin 1/4/12 with a view to piloting text
reminders on 1/9/12
Ask partners to discuss and decide on DNA patients

Not to set up open access sessions due to this having been used in the past
when the patient population was smaller and when there were fewer
clinicians. The system had caused mass queuing and disruption. The
group felt that the practice offered adequate ‘urgent book on the day’
appointments and therefore did not require open access clinics.
The partnership met to discuss the draft proposals and agreed the
following
Set up and pilot online booking of doctor’s appointments as of 1/4/12
Set up and pilot online ordering of repeat prescriptions as of 1/4/12
Collect mobile phone numbers along with patient consents over the next 5
months with a view to pilot text messaging reminders on 1/9/12
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The Annual Patient Survey 2012/13
The survey was given out to patients in the following ways:
1. The patient participation group agreed to canvass patients regarding the annual
questionnaire. Two members of the group attended each morning and afternoon at the
surgery for 1 week in February to obtain the views of as many patients as possible, positively
identifying different patient groups.
2. To The Virtual Patient Group via emails requesting them to complete the Annual
questionnaire.
3. To new patients 16 and over at their new patient registration health check with the practice
nurse.
4. To existing patients attending long term condition appointments, Diabetic, COPD, Asthma,
and CHD.

5. To patients with Learning Difficulties attending for their annual assessment along with their
carers.
6. Posters advertising the questionnaire were displayed within the waiting area in the practice.
(See attached)
7. The questionnaire was available to print off on the practice website.

8. Telephone contact made with managers of residential and nursing homes asking them to
seek residence opinions. A follow up letter was also sent.
9. Positive identification by practice staff of ethnic minorities attending the surgery to offer
completion of questionnaire.
10. Posters promoting the questionnaire were displayed in the surgery treatment rooms and in
all consulting rooms, including the room used by the midwife. (See attached)
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ANNUAL PATIENT SURVEY RESULTS
In total 170 patients returned their questionnaires. The PPG group discussed
at their monthly meeting if this amount of returns was enough to measure
patient uptake of the new services provided and what they felt about the
service. A long discussion took place but eventually it was felt that statistically
it was enough and that the National Patient Survey undertaken by MORI for
the Department of Health only succeeded in attracting a small amount of
returns and that the Department of Health based the results of the satisfaction
survey on small statistics.

The results are as follows:
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Web Based Appointment and Prescription Service
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14

15

16
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ACTION PLAN
The results of the survey were sent out to the Virtual Group for their comments and were also
discussed at the monthly patient participation group meeting.
The PPG discussed the survey results (see attached minutes) and drafted proposals for the action
plan for the partners to discuss at their next meeting.
DRAFT PROPOSALS
It was disappointing, that despite all the practice efforts to promote On-Line booking, repeat
prescription ordering and SMS text appointment confirmation and reminder service that the uptake
was not great. 1569 patients had signed up for On-Line services 11% of the practice population and
699 patients had signed up for the SMS service 5% of the practice population. The meeting felt that
the following should be proposed to the partners. The group felt that the results regarding the
telephone access for the Phlebotomy Service at Wickford Health Centre did not need any action as
patients were satisfied with the service.
SERVICE

ACTION

REVIEW DATE/ACTION

On-Line Booking of
Appointments

To continue to actively
promote the service using
1. Posters
2. Script counterfoil
message
3. New patient offered
sign up at NPHC
4. Website
5. Quarterly Newsletters

Practice to report back to PPG
group on a monthly basis with
take up numbers

On-Line ordering of repeat
prescriptions

To continue to actively
promote the service using
6. Posters
7. Script counterfoil
message
8. New patient offered
sign up at NPHC
9. Website
10. Quarterly Newsletters

Practice to report back to PPG
group on a monthly basis with
take up numbers

SMS Text Appointment
Confirmation and Reminder
Service

To continue to actively
promote the service using
11. Posters
12. Script counterfoil
message
13. New patient offered
sign up at NPHC
14. Website
15. Quarterly Newsletters

Practice to report back to PPG
group on a monthly basis with
take up numbers
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The partners met on Friday 22 March 2013 to discuss various practice issues. The following is an
extract from the minutes of the meeting where they discussed the PPG proposed action points.

Present: Dr Ogunsanya (OO), Dr Ibrahim (SI), Dr Tayo (AT), Dr Wissa (AW), Dr De Silva (DS), Dr
Boateng-Gaisie (LBG), and Colleen Shelley (CS).

Agenda Item 2.
PPG Proposed Action Plan Resulting from the Annual Patient Survey

CS advised the meeting of the results of the patient survey and presented the proposed action plan.
OO was also disappointed at the uptake of the services being offered and questioned why this was.
CS advised the meeting that although the services were advertised in various ways and using
different media, patients still advised that they were not aware of the service.
AW asked about the provision of the T.V service. CS advised the meeting that Life Channel were the
providers of the service and that over the past year the PCT had not renewed the contract and
therefore no service was being provided. An engineer had recently turned up to activate the T.V
stating that the contract had been paid for but he was unable to say by whom or to get the T.V
working. CS advised that the company were very difficult to contact and that nobody at the PCT
knew who was responsible.
DS asked how we could activate a power point presentation on the system. CS stated that she didn’t
know but that another surgery had done this successfully. The meeting requested CS to contact the
surgery to get advice. CS advised the meeting that a member of the PPG had volunteered to put
together a power point presentation.
SI advised the meeting that there were sometimes problems with patients booking appointments for
doctors for inappropriate things like smears and double appointments when it was not necessary,
thus taking up much needed appointments. CS advised that this would be monitored and that the
partners need to alert her if this gets problematic.
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The meeting agreed that they should adopt the PPG’s proposals as stated below

SERVICE

ACTION

REVIEW DATE/ACTION

On-Line Booking of
Appointments

To continue to actively
promote the service using
1. Posters
2. Script counterfoil
message
3. New patient offered
sign up at NPHC
4. Website
5. Quarterly Newsletters
6. To investigate power
point presentation on
T.V in waiting room

On-Line ordering of repeat
prescriptions

To continue to actively
promote the service using
7. Posters
8. Script counterfoil
message
9. New patient offered
sign up at NPHC
10. Website
11. Quarterly Newsletters
12. To investigate power
point presentation on
T.V in waiting room

1. Practice to report back
to PPG group on a
monthly basis with take
up numbers

SMS Text Appointment
Confirmation and Reminder
Service

To continue to actively
promote the service using
1. Posters
2. Script counterfoil
message
3. New patient offered
sign up at NPHC
4. Website
5. Quarterly Newsletters
6. To investigate power
point presentation on
T.V in waiting room

1. Practice to report back
to PPG group on a
monthly basis with take
up numbers

1. Practice to report back to
PPG group on a monthly basis
with take up numbers
2. Partners to feed back any
problems to CS at monthly
partners meetings
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ATTACHMENTS

A.
B.
C.
D.
E.
F.
G.
H.
I.
J.

PATIENT PARTICIPATION POSTER
HAVE YOUR SAY POSTER
SIGN UP SHEET
TELL US WHAT YOU THINK POSTER
PHLEBOTOMY SERVICE SURVEY QUESTIONNAIRE
PHLEBOTOMY SERVICE SURVEY RESULTS
ANNUAL PATIENT SURVEY QUESTIONNAIRE
ANNUAL PRG REPORT POSTER
MINUTES OF PPG MEETING
PRACTICE OPENING TIMES
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