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Date: 18 March 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 and Email


	Number of members of PPG:  9


	Detail the gender mix of practice population and PPG:

%

Male 

Female 

Practice

49
51
PPG

33.33
66.67

	Detail of age mix of practice population and PPG: 
%

<16

17-24

25-34

35-44

45-54

55-64

65-74

> 75

Practice

19.4
9.3
12.1
12.5
15.6
11.5
10
9.6
PPG

0
0
0
0
22
33.5
11
33.5


	Detail the ethnic background of your practice population and PPG: 

White

Mixed/ multiple ethnic groups

British

Irish

Gypsy or Irish traveller

Other white

White &black Caribbean

White &black African

White &Asian

Other mixed

Practice 

88.86
0.26
0
0.98
0.3
0.1
0.16
1.3
PPG

100
Asian/Asian British

Black/African/Caribbean/Black British

Other

Indian

Pakistani

Bangladeshi

Chinese

Other 

Asian

African

Caribbean

Other Black

Arab

Any other

Practice

6.3
0.17
0.07
0.25
0.55
0.24
0.17
0.24
0
0.05
PPG



	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:

Since the PPG was set up in 2011, there have been representatives on the group aged less than 20 years old. However in the last year we have seen these students move away, and are no longer members of the PPG.
The PPG is therefore working to attract younger members and patients who are at working ages. It is recognised that many will be unable to attend meetings due to other commitments, however we are collating e-mail addresses to widen the virtual PPG.
Whilst producing this report, it became apparent that the ethnic minority percentages have increased dramatically over the past couple of years. This is probably due to more Indian nationals moving into the area, and an increased awareness to code Patients Ethnic Minority when they join the Practice.

It is therefore important that we establish good contact with the minority groups so that the PPG can better reflect the views of the patient demographics as a whole.



	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?  NO
If you have answered yes, please outline measures taken to include those specific groups and whether those measures were successful:

Not Applicable



2. Review of patient feedback

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

We reviewed the following sources of feedback:
1. The CQC Intelligent Monitoring data on GP Practices, published November 2014

2. The results of the National Patient Surveys

3. The results from the Friends and Family tests.



	How frequently were these reviewed with the PRG?

All 3 areas were discussed at both the January and February 2015 meetings, as part of a review of the Practice PPG Action plans. Friends and Family results will be discussed at each PPG meeting going forwards.



3. Action plan priority areas and implementation

	Priority area 1

	Description of priority area:

Setting up a dedicated PPG notice board


	What actions were taken to address the priority?

As part of a review of all the notice boards in the waiting room, it was decided to allocate one of the boards purely for the PPG. The new PPG logo has also been incorporated into all documents, agendas and minutes of meetings, to create its own identity.
The notice board contains details about the PPG group, and promoting its activities, as well as encouraging new patients to get involved.


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

This has enabled all PPG information to be kept together in one designated space, instead of being scattered around the waiting room. The PPG plans to expand upon this, and set up designated displays for chronic disease awareness. Developing on from this, the PPG plans to contact local charities to offer support and to meet patients and answer any questions they have.



	Priority area 2

	Description of priority area:

Improve the communication between patients, the Practice and the PPG


	What actions were taken to address the priority?

A subgroup of the PPG met to discuss some of the key actions required to improve communication.
The main areas looked at include:

1. The production of a newsletter

2. Arranging promotion of health events
3. Setting up processes to capture patients contact details (incl e-mail addresses) to widen the virtual PPG.



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

1 Newsletter
The first PPG newsletter has been produced for Spring 2015, and comprises an initial 2 page sheet which is available to patients on the website, and in the surgery. The plan will be to publish a newsletter each quarter, and to invite patients to submit suggestions for articles, as well as asking Practice clinicians and staff to contribute to the newsletter.
2. Health events

As listed in Priority area 1, the PPG is planning to develop a series of health promotion events, mainly through the use of displays in the waiting room and on the website, but also to contact local charities to see what support they can offer.
3. The New Patient Registration Form has been updated, to include a section about the PPG, enabling the Practice to obtain patients details if they are interested.




	Priority area 3

	Description of priority area:

Promotion of online bookings


	What actions were taken to address the priority?

The Practice decided to update its New Patient Registration Form to put more emphasis on promoting online bookings. 
Also more publicity regarding this facility in the waiting room and ensuring the website makes reference to this facility.


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

The New Patient Registration Form has been updated, and now makes more emphasis on the booking of online appointments, as well as requesting repeat medications and the new access to medical records.
As more patients are taking up the opportunity to book appointments on line, this means that the Practice has decided to review the number of slots available for on-line bookings to meet the increased demand.



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: 18 March 2015
Has the report been published on the practice website?  YES


	How has the practice engaged with the PPG:
By hosting regular meetings, and attending the meetings to maintain the relationship between the Practice and the PPG.

How has the practice made efforts to engage with seldom heard groups in the practice population?
By promoting the PPG to all patients – through the website, PPG notice board, and the amended New Patient Questionnaire.

Has the practice received patient and carer feedback from a variety of sources?
Yes – the Friends and Family test is proving to be a valuable source of feedback. In addition, the PPG felt it very helpful to review the CQC Intelligent data report with one of the GPs.

Was the PPG involved in the agreement of priority areas and the resulting action plan?
Yes – all action plans were discussed and agreed with the PPG.

How has the service offered to patients and carers improved as a result of the implementation of the action plan?
Patients are seeing more information about accessing the surgery, booking appointments on line, and generally feeling that there is a means of communication between the Patients and the Practice.
Do you have any other comments about the PPG or practice in relation to this area of work?

None


Please return this completed report template to the generic email box – england.leiclincsmedical@nhs.net no later than 31st March 2015.  No payments will be made to a practice under the terms of this ES if the report is not submitted by 31st March 2015.
Some of the achievements over the past 3 years include:


Car parking


The surveys carried out over the past 3 years always puts lack of car parking space as an issue for patients. The PPG devised a notice which the Chairman signed, asking patients to be more thoughtful about how they park. 


Parking is still an issue, and therefore will continue to be addressed in 2015/16, with articles in the Newsletter as well on the website.


Practice leaflet


The PPG have reviewed this, and a few changes were made relating to the information on Practice opening hours. 


Going forwards, the Practice Leaflet will continue to be updated, and will be developed in line with all sources of information available to patients electronically and in paper form.


Improving confidentiality at reception


Patients have commented that there is often a lack of confidentiality at the reception desk, especially when patients are standing close behind one another. Therefore two things were done:


A rope barrier was purchased to ensure patients queue behind this and do not stand too close to the patients being dealt with at the front desk


A screen was purchased which is free standing, and can be used to partition off a section of the reception desk, to enable patients to discuss issues with the receptionists in a more private surrounding and away from other patients. 


Improving communication


The recent production of the Practice Newsletter will have a huge impact on improving communication with the patients.


With the amendment to the New Patient Questionnaire, and inclusion of a section about the PPG – this should help to capture patient data for virtual PPG members.


One of the practice receptionists has been invited to the PPG meetings, and in the future, the PPG will liaise more with Practice team when looking at specific issues.
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