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Date: 30.03.2015
1. Prerequisite of Enhanced Service – Develop/Maintain a Patient Participation Group (PPG)

	Does the Practice have a PPG? YES 


	Method of engagement with PPG: Face to face, Email, Other (please specify) Face to Face 


	Number of members of PPG: 11


	Detail the gender mix of practice population and PPG:

%

Male 

Female 

Practice

53.6%
46.4%
PRG

105.6%
76.3%

	Detail of age mix of practice population and PPG: 
%

<16

17-24

25-34

35-44

45-54

55-64

65-74

> 75

Practice

32%/
13.1%
19.2
14.3
8.3
6.2
3
3.8
PRG

0%
0%
0%
0%
13.65%
8.2%
0%
2.46


	Detail the ethnic background of your practice population and PRG: 

White

Mixed/ multiple ethnic groups

British

Irish

Gypsy or Irish traveller

Other white

White &black Caribbean

White &black African

White &Asian

Other mixed

Practice 

2.40%
0.40%
0%
2.47%
0.46%
0.15%
0.15%
0.88%
PRG

1.58%
0%
0%
0%
0%
0%
0%
0%
Asian/Asian British

Black/African/Caribbean/Black British

Other

Indian

Pakistani

Bangladeshi

Chinese

Other 

Asian

African

Caribbean

Other Black

Arab

Any other

Practice

5.63%
28.3%
9.65%
0.76%
17.32%
2.20%
1.64%
0.94%
14.49%
11.75%
PRG

5.55%
27.9%
3.17
0%
5.69
0%
0%
0%
4.76
0%


	Describe steps taken to ensure that the PPG is representative of the practice population in terms of gender, age and ethnic background and other members of the practice population:
The practice has used a wide range of methods to encourage all patients to participate in the PPG. In particular we have tried to encourage patients from underrepresented groups to participate in the PPG by;
· Advertising on the practice notice board.

· Advertising on the registration forms for all new patients registering in the practice.

· Approaching different groups of patients directly to make PPG more representative

· Face to face

	Are there any specific characteristics of your practice population which means that other groups should be included in the PPG? 
e.g. a large student population, significant number of jobseekers, large numbers of nursing homes, or a LGBT community? 
· Yes
If you have answered yes, please outline measures taken to include those specific groups and whether those measures were successful:
· The practice is situated in an area of high deprivation and health needs. We have focused on these individuals by approaching them directly with little luck, patients tend to agree to being involved but will then fail to attend meetings or offer any other source of feedback. We will continue to work on this. 



2. Review of patient feedback

	Outline the sources of feedback that were reviewed during the year:

· Patient Questionnaire results- Priority areas agreed by the PPG Group
· Friends & Family Test Feedback

· Suggestions & Comments

· Complaints
· Face to Face feedback

· National GP survey

· NHS Choices Website


	How frequently were these reviewed with the PRG?
· The PPG tries to meet Quarterly.


3. Action plan priority areas and implementation

	Priority area 1

	Description of priority area:

Our patient survey identified patients were experiencing long waiting times after the appointment time for their consultation to begin and wanted this to improve.


	What actions were taken to address the priority?
The reasons for delays were discussed;
· Patients wishing to discuss multiple problems with the Dr in one 10 min consultation

· Emergency cases which delayed consultations due to arranging admissions/ambulances for patients 

· Patients attending one appointment but requesting the Dr to see another patient i.e. another child which the Dr finds difficult to refuse. 



	Result of actions and impact on patients and carers (including how publicised):

The PPG discussed how this can be improved, the following areas were identified as a ways to improve this;

· Encourage patients by advertising on notice board that double appointments can be booked for advanced appointments only not same day appointments- for patients who wished to discuss multiple problems- this will be reviewed in future PPG meetings to see how this is working. It was also advised that this was to encourage patients to help reduce delays and could not be used as a set rule for everyone as needs varied greatly for individual patients.

· Notice advising patient’s one appointment for one patient only.


	Priority area 2

	Description of priority area:

Reduce the DNA appointments


	What actions were taken to address the priority?
· Audit appointments to identify types of appointments DNA’d  i.e. Pre-booked advanced appointments, same day appointments, Nurses, HCA.


	Result of actions and impact on patients and carers (including how publicised):
· Patient’s survey results showed patients who waited longer for appointments with a particular Dr would benefit from reducing the number of DNA’s. 
· If patients cancel the appointments they no longer need this will reduce waiting times for other patients.
· Publish data on appointments DNA’d on practice notice board every month to raise awareness of wasted time/resources/appointments.



	Priority area 3

	Description of priority area:

Patient survey showed that Telephone access had improved greatly and patients were finding it a lot easier to get through on the phone; however this still showed need for improvement.  


	What actions were taken to address the priority?
The PPG discussed how to improve telephone access the following was given as options on how to achieve this;
· Promote on-line booking to reduce the demand on the phone lines and improve access.
· Promotion in-house direct contact when patients advise us that they may have had difficulty making an appointment via the telephone.   
· Posters on notice-board and around the practice.


	Result of actions and impact on patients and carers (including how publicised):
· By encouraging patients to book appointments on line, this will open up telephone lines more, improve any difficulties patients have making an appointment. 
· Extra staff to man the telephones to reduce telephone queues.



Progress on previous years

If you have participated in this scheme for more than one year, outline progress made on issues raised in the previous year(s):



4. PPG Sign Off

	Report signed off by PPG: YES
Date of sign off: 30.03.2015 



	How has the practice engaged with the PPG:
· Practice arranges meetings with PPG always with one of the lead GP’s, Practice manager present. Any matters raised are discussed in our practice meetings as needed.
How has the practice made efforts to engage with seldom heard groups in the practice population?
· By approaching these groups directly when they attend the practice, via promotion on practice notice board/waiting areas. 

Has the practice received patient and carer feedback from a variety of sources?
· The practice patient survey is opened to all patients & carers

· Comment/suggestions box is placed in the practice waiting area which patients can use to offer feedback anonymously or if contact details are left the practice will always contact the patient regarding their feedback

· The Friends & Family test is available for instant feedback in the patient reception area   

· National GP patient survey

· NHS choices website
Was the PPG involved in the agreement of priority areas and the resulting action plan?
· Yes the PPG was involved following the results of the feedback and the priority areas were identified into an action plan.

How has the service offered to patients and carers improved as a result of the implementation of the action plan?
· As in priority Areas 1, 2 and 3.

Do you have any other comments about the PPG or practice in relation to this area of work?

· Dr A K Sinha & Dr S Raghavan’s practice is committed to working with the PPG to help improve service in the practice .



Our previous priorities and feedback from patients included;





 Appointment system- work continues to improve the appointment system and since we have more than doubled the amount of appointments we offer the complaints/comments about not getting an appointment have reduced the wait for an appointment significantly.





Telephone access- Since introducing our new telephone system, increasing staff who man the phones and increasing the time the phone lines are opened there has been a significant improvement which is reflected in our practice survey.





Female GP- There was a lot of feedback from patients who wished to have access to a female GP in the practice and in December 2014 we were able to meet this need for our practice population, we now offer six sessions a week with a female GP. We will allow some time for patients to get to know the female GP before asking for feedback on how patients now feel about this change.





We aim to keep promoting recruitment of new members to the patient participation group.








