



Appendix E: Patient involvement action plan

Writing an action will help you and your PRG members stay focussed and demonstrate your progress to other patients.  Write the plan at your first patient reference group.

You should make sure that you action plan is SMART, that is:

· Specific

· Measurable

· Achievable

· Realistic; and

· Time-based

1. Project Aims
	The aim of our patient involvement work is to….. 
….improve the services we offer and to be more accessible to the patients




2. Issues

Discuss the issues raised through patient surveys, the PRG and other feedback methods and identify the themes that are emerging.

	The issues are…. 

· Accessing appointments

· DNA’s (did not attend) patients turning up late for appointments, 

· Phone lines are always busy
· Medication requests not done over the phone


Objectives Sheet

	Issue/theme
	Objective
	Tasks

	Task lead
	Completion 

date
	Outcome

	Access
	To help patients use the appointment system correctly
	a. Encourage patient to call the practice after 11am for general enquires and results (practice leaflet, face to face)
b. telephone consultations introduced
c. patients are being encouraged not to use an appointment for repeat prescriptions, also the Drs have now stopped issuing repeats in consultations.
	Reception team
Drs and reception
	Ongoing

Ongoing

Ongoing
	This  has  freed up the lines at crucial times

This has helped to free up appointments for patients who need to be seen face to face
 Using the correct procedure has freed up appointments for pts needing to be seen for a medical consultation and not for a rpt script


	Issue/theme
	Objective
	Tasks

	Task lead
	Completion 

date
	Outcome

	Access
	To reduce the number of DNAs (did not attends)
	a. Sent text appointment reminders to patients

b. Develop a DNA policy at the practice

c. Send texts to patients who DNA their appointment
	Josie
	Ongoing
	This has reduced DNAs  by 25%.

 Patients now ring in time to cancel appointments that they no longer require this frees up appointments.


	Issue/theme
	Objective
	Tasks

	Task lead
	Completion 

date
	Outcome

	Access
	To make it easier for patients to get through on the phone during busy times
	a. Add a new phoneline
	 Bev Knight
	March 201

	This has given patients easier access to call the practice therefore getting urgent appointments if needed on the same day


	Issue/theme
	Objective
	Tasks

	Task lead
	Completion 

date
	Outcome

	communication 
	To improve communication between patients and staff
	a. Produce a regular newsletter

b. Introduce a comments system to the surgery

c. Introduce a feedback system
	Dr Jayasinghe/Bev Knight
	Ongoing

Ongoing

Ongoing


	Patients are conversing with staff with ideas for the newsletter.

Feedback slips are giving us instant comments that we take on board and discuss with the PRG also in house meetings
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