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

	Does the Practice have a PPG and/or PRG? YES /Yes

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

Regular quarterly face to face PPG meetings , regular email correspondence and occasional project meetings. No use yet made of PRG other than occasional information text by Mjog


	Number of members of PPG and/or PRG: 12


	Detail the gender mix of practice population and PPG and/or PRG:

%

Male 

Female 

Practice

3411
3480
PPG

2
10

	Detail of age mix of practice population and PPG and/or PRG: 
%

<16

17-24

25-34

35-44

45-54

55-64

65-74

> 75

Practice

1656
371
655
1177
936
777
682
637
PPG

0
0
1
1
2
3
2
3


	Detail the ethnic background of your practice population and PPG and/or 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 

6548
22
0
162
6
8
12
34
PPG
Asian/Asian British

Black/African/Caribbean/Black British

Other

Indian

Pakistani

Bangladeshi

Chinese

Other 

Asian

African

Caribbean

Other Black

Arab

Any other

Practice

18
15
0
23
6
18
5
4
0
10
PPG


	Describe steps taken to ensure that the PPG and/or PRG is representative of the practice population in terms of gender, age and ethnic background and other members of the practice population:
· PPG notices on the waiting room information boards give details of the dates of meetings

· PPG notice on main reception desk with information leaflet and  joining details

· PPG section on Practice Website

· Quarterly article in Parish Council Magazine and on Parish Noticeboards

· Presentations to Young Mother and Babies group

· Presentation to local Mothers Union Group

· Market stall at Monthly Village Market

· Information desk in the Surgery waiting room

· Contact with local Youth club

· Local HealthWatch member on PPG promoting our PPG at local HealthWatch meetings



	Are there any specific characteristics of your practice population which means that other groups should be included in the PPG and/or PRG? 
e.g. a large student population, significant number of jobseekers, large numbers of nursing homes, or a LGBT community? 
NO
If you have answered yes, please outline measures taken to include those specific groups and whether those measures were successful:




2. Review of patient feedback

	Outline the sources of feedback that were reviewed during the year:
· Patient complaints

· Patients surveys including F&FT

· Personal feedback from patients at PPG

· Feedback from patients at Parish Council Meeting

· Mothers Union and Mother & Toddlers Club

· NHS Choices 

· Practice Website feedback form



	How frequently were these reviewed with the PPG and/or PRG?
At each PPG quarterly meeting patients comments and concerns were discussed and where necessary actions agreed by the Practice. This has resulted in a number of changes to practices at the Surgery and investment in a new telephone system, uniforms for staff, further staff training and new appointments systems 



3. Action plan priority areas and implementation

	Priority Area 1

	Description of priority area:
Address poor telephone system. Long call times awaiting an answer, no queuing system, frequent ring-outs. Antiquated equipment


	What actions were taken to address the priority?
The Practice purchased a new telephone system  at a cost in excess of £10000 after discussing the issues with the PPG. The new system went live in October 2014 and included a call handling system, queuing system with update message every 20 seconds. A 30% increase in the number of lines with dedicated options for emergencies, secretaries, test results and appointments.


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

The initial feedback from the PPG was very positive but included criticism of some of the options available and the length of time between update messages when queuing. As a result some of the options were changed and the call queuing update was shortened from 30 to 20 seconds. 
The new telephone system was advertised in posters within the Practice, on our website and in the Parish Magazine ( delivered to every household)



	Priority Area 2

	Description of priority area:

Improve communication channels with rarely heard from and vulnerable groups of patients


	What actions were taken to address the priority?

· Use of HealthWatch member to promote PPG to HealthWatch meetings
· Parish Magazine articles promoting services and PPG’s role

· Commitment to a regular market stall at monthly village market…due to start April 2015

· Presentations by the Practice Manager to the Parish Council, Young Mothers and Toddlers  and Mothers Union. All promoting the services and functions of both the Surgery and the PPG

· Contact made with the local youth club and Village hall/Parish clerk to promote the PPG

· New patient information screens in waiting rooms ( from April 2015)


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

2 new members of the PPG group and over 80 new PRG members attracted in the last year. Health watch meetings have only recently taken place and the first use of a stall at the Village market is yet to come. (This is a very popular event in the village and we envisage significant footfall and potential to attract new PPG members).



	Priority Area 3

	Description of priority area:

Provide a patient information support service


	What actions were taken to address the priority?

Typically in surgery waiting rooms there is a wealth of often confusing information leaflets and posters. The PPG agreed that they would provide volunteers each week to man an information desk and take responsibility for collating information files contain leaflets on local. Regional and national support groups and charities that may benefit patients and their conditions. The waiting area has been reorganised and a desk placed in one corner. Reception staff have collated the initial files and will pass all future leaflets received to the PPG for insertion. A new PPG banner will be ordered in the new financial year to promote both the PPG and this service


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

Yet to be assessed as this is a new service instigated in March 2015. It will be self-advertising in the waiting room, but details will be provided on the website and in the next Parish Magazine article



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 and/or PRG: YES

Date of sign off: 10.4.15 


	How has the practice engaged with the PPG and/or PRG:
Yes, with quarterly meetings, project team meetings and email communications

How has the practice made efforts to engage with seldom heard groups in the practice population?
With over 95% of the Practice population white British, we have no specific significant groups of other ethnicities. We have tried to engage with young mothers/parents of children  during a GP presentation on minor illness from the RCGP ‘When to be worried’. We have also presented to more elderly and housebound patients at the local Churches Mothers Union. The ongoing village market stall will give the PPG further exposure to the general populace
Has the practice received patient and carer feedback from a variety of sources?
Yes, written, telephone and verbal feedback via letters, website, and NHS Choices

Was the PPG involved in the agreement of priority areas and the resulting action plan?
Yes, these are always discussed at PPG meetings and a group of 3 members and the Practice manager met on three occasions during the year to discuss and agree specific actions and projects

How has the service offered to patients and carers improved as a result of the implementation of the action plan?
· New telephone system with a much improved access and service levels
· Better Practice information on services

· Improved website

· Online booking of appointments

· PPG better informed of issues at the Practice with clinical manpower
· Complaints duly investigated and changes to operating systems made where necessary
Do you have any other comments about the PPG or practice in relation to this area of work?
Yes. We have found the Practice very supportive of the PPG, although it is very difficult to get active new members who will be involved in some of the good ideas and projects we have as a PPG. We hope the new stall at our village market will bring some new blood into our PPG and allow us to make a valuable contribution to the Patients and the Surgery




Opening Hours satisfaction – Last year the patient surveys and feedback showed that a small minority of patients would appreciate evening/weekend opening. The Practice was considering this but a high turnover in GPs and the lack of replacements despite recruitment campaigns has meant that consideration for extending hours would have to be put on hold until recruitment was completed.





Telephone access – Concern was express last year about the quality of the telephone system at the Practice. The Surgery  invested in a new telephone system which went live in the autumn, giving a considerable improvement to telephone access





Appointment system and availability – the surgery considered the concerns and complaints from the PPG and patients about how limited access was. A new ‘Emergency Surgery’ was introduced for any patients that needed seeing on the day. Online access was opened up in February 2015 to allow patients to book routine appointments via the internet.





Comfort of Waiting areas and confidentiality – New waiting room chairs were purchased in May 2014 and the old carpets and vinyl flooring was replaced in February 2015. Music licences have been purchased and local radio stations are now played in the waiting areas to try and cover up conversations in the reception area. New headphones have been purchased and issued to every receptionist.





Waiting time – A new patient arrival check-in screen now gives an estimation of waiting times. If this is likely to extend, then receptionist will inform patients verbally








