	Patient Participation Report 2012/13

	
	
	

	Stage One
	
	

	1
	
	

	Practice Population: 01.04.2012
	7254 
	 
	

	 
	Sex:
	Male
	3617 
	Female
	 3637
	

	Age:
	Under 16's
	1809 
	 
	 
	 
	 
	 
	

	 
	17 - 25
	822 
	36 - 45
	 1054
	56 - 65
	 591
	 
	

	 
	26 - 35
	 1279
	46 - 55
	 917
	66 +
	 782
	 
	

	Ethnicity:
	 
	Caribbean
	 854
	other:
	 404
	

	British, Mixed British
	 2973
	African
	 681
	other:
	 
	

	English
	 9
	Mixed Black
	 106
	other:
	 
	

	Scottish
	 0
	Chinese
	 75
	other:
	 
	

	Welsh
	 0
	Japanese
	 0
	other:
	 
	

	Indian, British Indian
	37 
	other:
	 44
	other:
	 
	

	Are there any specific Minority Groups within the Practice Population?

28.54% of our currently registered patients have no ethnicity on their record.

We have a wonderful diverse population.  Significant minorities of patients are Afro-Caribbean and we also have a small number of patients of Chinese, Vietnamese origin and of other ethnic groups.


	

	

	

	

	

	Validating that the patient group is representative of the practices population base. Payment Component 1

	2
	 
	
	

	Patient Representative Group Profile (PRG):
	
	

	 
	Sex:
	Male
	 5
	Female
	 11
	

	Age:
	Under 16's
	 
	 
	 
	 
	 
	 
	

	 
	17 - 25
	 
	36 - 45
	 
	56 - 65
	 6
	 
	

	 
	26 - 35
	 1
	46 - 55
	 3
	66 +
	 6
	 
	

	Ethnicity:
	 
	Caribbean
	 3
	other:
	 
	

	British, Mixed British
	 12
	African
	 1
	other:
	 
	

	English
	 
	Mixed Black
	 
	other:
	 
	

	Scottish
	 
	Chinese
	 
	other:
	 
	

	Welsh
	 
	Japanese
	 
	other:
	 
	

	Indian, British Indian
	 
	other:
	 
	other:
	 
	

	What steps has the practice taken to recruit patients and to sure it is representative of the practice profile?

Our Patient Participation Group (PPG) has increased compared to last year but is not entirely representative of our practice population with regards to age and ethnicity.  

The practice recruits patients to the patient reference group in a number of ways:
· Posters and information details of our PPG meetings have been displayed within the practice.  

· We have set up a virtual patient representation group link on our practice website.  Our aim is to gather around 100 patients from a broad spectrum as possible to get a truly representative sample.  
· Our current PPG members actively encourage new members to come along to meetings.  We held an open day on Wednesday 18 July 2012 and three of our PPG members attended (including the chair). 

· Times of the PPG meetings have changed this year to early evening which has seen an increase in attendance.
· A Comments book has now been purchased so patients have the opportunity to feedback any suggestions regarding improving services at the Wellspring – this enables patients who cannot attend the meetings to have their say.


	

	

	

	

	

	

	

	Validating that the patient group is representative of the practices population base. Payment Component 1

	3
	 

	Compare the PRG with your practice profile and describe the differences between the practice population and membership of the PRG?

Our Patient Participation Group (PPG) is not fully representative of our practice population with regards to age and ethnicity.  The practice continues to make efforts to recruit members to the PPG and in particular the following unrepresented groups of people;

The age ranges where our PPG is not fully representative of our population are as follows;

· 17-25 years

· 36-45 years

Currently we have no representation on our PPG from any other ethnicity other than British, Caribbean and African despite the efforts by the practice and the PPG members to recruit more members on board. 



	

	

	

	

	

	

	

	

	

	

	

	

	

	Validating that the patient group is representative of the practices population base. Payment Component 1

	4
	 

	Please explain any differences in section 3 above and the efforts of the practice to communicate with groups not represented? (this is required even If the practice has chosen to use a pre-existing PRG)

The following has been undertaken this year to gain representation:

· All GPs and Practice nurses continue to discuss opportunistically with individual patients. 

· General invite posters displayed in waiting area (which includes a dedicated notice board space for our PPG to display information).  

· Link added to the practice website to allow patients to become a virtual member (patients will not have to attend PPG meetings).  
· Three of our PPG members (including the chair) attended our open day on 18.07.13 to demonstrate and promote our practice website and to encourage membership of the PPG.

The above actions proved to be effective as the group increased from 8 members to 16 members which includes representation from Caribbean and African ethnicities. 



	

	

	

	

	

	

	

	

	

	

	

	Validating that the patient group is representative of the practices population base. Payment Component 1

	

	Stage Two
	 

	Agreeing Priorities
	

	5
	

	How has the practice sought the PRGs views of priority areas?

We have been working with our Patient Participation Group (PPG) now for many years.  During the past two years the main priority areas have been focused around the development of the new health centre (St Anns Valley Joint Service Centre). 

Our first meeting during 2012 in the new building was to review the progress of the action plan which includes the agreed key priorities that was put into place following our Patient survey 2011. 

· Parking

· New and existing technology

· New waiting area

All these areas have been discussed and an outcome confirmed during 2012/13.
· Open day- What did patients want from the open day?
The aims of the open day included allowing patients to see the new building, meet some of the Patient Participation group members, meet the surgery team including one of our two new GPs and to meet other health care professionals. To ensure that the open day provided patients with information about areas of interest and to establish approximately how many patients would attend the open day, a questionnaire was created for patients to fill in.
· Health awareness campaigns during 2012/13
During 2012/13 we also focused on increasing patient engagement through health awareness campaigns i.e. how we can engage more with our patients, listen and act on what our patients are telling us 

· What health areas they would like to know more about.

· How we can improve how we advertise health education

250 questionnaires were handed out to patients opportunistically over a two week period, between the 25th June 2012 and 6th July 2012. Of these, 99 were completed in full (39.6% response rate). 



	

	

	

	

	

	

	

	

	

	Validate through the local patient participation report. Payment Component 2
	 

	6
	 

	Please describe how the priorities for the survey were selected - do these reflect those set out by the PRG?

Open Day

To ensure that the open day provided patients with information about areas of interest and to establish approximately how many patients would attend the open day, a questionnaire was created for patients to fill in.

Health awareness campaigns during 2012/13

After discussion with our PPG it was agreed that including these questions in a questionnaire will focus on individual patient awareness priorities rather than national targets.


	

	

	

	

	

	

	

	

	Validate through the local patient participation report. Payment Component 2
	 

	
	

	Stage Three
	

	Survey
	

	7
	

	How has the practice determined the questions used in the survey?

Following the discussions with our Patient participation Group (PPG) and further discussions within the practice team we developed our own survey specifically around these main areas.

	

	

	

	

	

	

	

	

	Validate the survey through the local patient participation report. Payment Component 3
	 

	8
	 

	How have the priority areas been reflected in the questions?

Yes

The survey questions to the patients included the following;
· Health areas that you would like to know more about

· How can we improve health education advertising 
· Your views of the surgery

· Would you like to attend the open day i.e. to see the new building, meet some of the Patient participation group members, meet the team including our two new GPs and meet other health care professionals who will be invited.


	

	

	

	

	

	

	

	

	

	

	Validate the survey through the local patient participation report. Payment Component 3
	 

	9
	 

	Describe the Survey - How and when was the survey Conducted?

The patient survey was paper based (last year we had 0 responses via our on line survey).
250 questionnaires were handed out to patients opportunistically over a two week period, between the 25th June 2012 and 6th July 2012. Of these, 99 were completed in full (39.6% response rate). 

 Anonymous responses were posted back into a dedicated box within reception.



	

	

	

	

	

	

	

	

	

	

	Validate the survey through the local patient participation report. Payment Component 3
	 

	10
	 

	What methods practice has used to enable patients to take part?

Paper copies of the survey were offered to all patients by the receptionists at the desk and copies were also left in the reception area.



	

	

	

	

	

	

	

	

	

	

	

	Validate the survey through the local patient participation report. Payment Component 3
	 

	
	

	Stage Three continued
	

	Survey
	

	11
	

	How has the practice collated the results?

The results were collated and analysed by a practice staff member using excel.  The results and comments from the practice were fed back to the PPG. 


	

	

	

	

	

	

	

	

	Validate the survey through the local patient participation report. Payment Component 3
	 

	12
	 

	How were the findings fed back to the PRG?

Copy of the full report was presented to the PPG members during the PPG meeting on 15.10.2012.

The findings of the patient survey 2012 were fed back to the PPG members on 15.10.12.  The summary report was presented to the PPG members by the practice manager and time allowed for their comments.  

	

	

	

	

	

	

	

	

	

	

	Validate the survey through the local patient participation report. Payment Component 3
	 

	

	Stage Four
	 

	Results
	

	13
	

	Please describe survey results:

The full report of the survey results is attached to this word document link below

[image: image1.emf]C:\Documents and  Settings\emis2000.EMIS5176\My Documents\Enhanced Services\2012 13\Patient Participation report template 2012 13\patient questionnaire report 2012.doc



	

	

	

	

	

	

	

	

	

	Validate the survey and findings through the local patient participation report. Payment Component 4
	 

	14
	 

	Explain how the PRG was given opportunity to comment?

Yes

The PPG members fed back their comments during the meeting on 15.10.12.  
A discussion then took place regarding two further health campaigns.

· The results from the questionnaire highlighted that more information on when to attend A&E, details about NHS Direct, walk-in-centres and the 111 service would be useful - Action – practice to display this information in the waiting areas 
· We discussed how to encourage more people to attend for bowel and breast screening.  Having good displays about this screening and GPs having sample bowel screening kits to show how easy this is thought to be the way forward.



	

	

	

	

	

	

	

	

	Validate the survey and findings through the local patient participation report. Payment Component 4
	 

	15
	 

	What agreement was reached with the PRG of changes in provision of how service is delivered?
Due to moving building in April 2012 we were able to review the actions taken based on the Patient survey 2011
· Parking

· New and existing technology

· New waiting area
· Open day
The actions highlighted in the Patient survey 2012 in addition to comments which the PPG members had raised during PPG meetings during 01.04.12-31.03.13.


	

	

	

	

	

	

	

	

	Validate the survey and findings through the local patient participation report. Payment Component 4
	 

	16
	 

	Were there any significant changes not agreed by the PRG that need agreement with the PCT?

Car Park signage - still under review with the NCC and PCT.

	

	

	

	

	

	

	

	

	

	

	

	

	

	Validate the survey and findings through the local patient participation report. Payment Component 4
	 

	Stage Four continued
	

	Results
	

	17
	

	Are there any Contractual considerations that should be discussed with the PCT?

None identified

	

	

	

	

	

	

	

	

	

	

	

	

	Validate the survey and findings through the local patient participation report. Payment Component 4

	Stage Five
	 

	Action Plan
	

	18
	

	How did you consult with the PRG about the action plan? 

The action plan was devised as a result of the PPG meetings – Refer to attached.

[image: image2.emf]C:\Documents and  Settings\emis2000.EMIS5176\My Documents\Enhanced Services\2012 13\Patient Participation report template 2012 13\The Wellspring Surgery PPG action plan as at 27.03.13.rtf



	

	

	

	

	

	

	

	

	

	

	Consulting on the Action plan with the PRG and seeking PCT agreement where necessary. Payment Component 5

	19
	 

	Please give a brief summary of priorities and proposals agreed with the PRG arising out of the practice survey:

Our action plan is a working document which commenced during 2011 and is something we continue to work to during 2013/14. 
You will see from our action plan that the majority of priorities identified have been based around results of patient surveys and agreed with the PPG members.  During 2013/14 our patient survey will be based around appointments and access.

	

	

	

	

	

	

	

	

	

	

	

	

	Consulting on the Action plan with the PRG and seeking PCT agreement where necessary. Payment Component 5

	20
	 

	Were there any issues that could not be addressed? - if so please explain

None identified 

	

	

	

	

	

	

	

	

	

	

	

	Consulting on the Action plan with the PRG and seeking PCT agreement where necessary. Payment Component 5

	
	

	21
	

	Has the PRG agree implementation of changes and has the PCT been informed (where necessary) 

Yes

	

	

	

	

	

	

	

	

	

	

	

	

	Consulting on the Action plan with the PRG and seeking PCT agreement where necessary. Payment Component 5

	
	

	Stage Six
	

	Review of actions from 2011/12
	

	22
	

	Detail information on actions taken and subsequent achievement from Year One and directly link these to feedback from patients – eg “You said…. We did ….. The outcome was……..”

You said …

We did…

The outcome was… 

The current parking situation is generally unsatisfactory for patients, with over a third claiming that it is not easy to park.
We forwarded your information to Nottingham NHS who were responsible for the development of the new building (in conjunction with Nottingham County Council)

Car parking has improved with the move to the new building which includes more disabled spaces.
86.7% of patients who completed the questionnaire stated that they did not know that repeat prescriptions could be ordered on line

One of your PPG 

produced a flowchart to give out to patients to aid online ordering.

Patients requesting their repeat prescriptions on line has increased and feedback from patients “more convenient and easy to understand instructions”
46.6% stated that they would use the self check in board if we purchased this. 
We purchased the check in board. 

Getting more popular, however some patients would rather not use this. 

We should have a comments book for patients to add comments and feedback about the services offered at the practice. 

We purchased a comments book 
Entitled ‘Feedback, Suggestions and Ideas’ it can be found at reception for all patients to add comments as to how the service can be improved.
We should display easy to understand information regarding bowel screening.
Our practice nurse displayed this information which is regularly updated.
We hope patients visiting the surgery have found this useful.
We should improve confidentiality at the reception desk 

We put up a confidentiality barrier 

Everyone is now getting used to this.
We need more information where and when to go when we are ill and you are not open. 

Our practice nurses display  this information which is regularly updated

Lots of leaflets have been given out and taken away i.e. A&E, details about NHS Direct, Walk in centers and the new 111 service.

How about music in the waiting area? 

A License is needed for this 

We are considering the cost implications 

What about poems in the waiting area? 

With the help of the PPG members we are looking into this 

Awaiting discussing at the next meeting.
There is a lot of activity in the Phlebotomy area downstairs could there be a separate area i.e. a quiet area or an area for children to play. 

PCT/NCC are looking into this
Awaiting feedback from PCT/NCC.
Will you be offering more appointments 

This will be looked into.
We will review our access this year.
2013-14.


	23
	

	Explain whether there was any disagreement with the PRG on any of the actions in the action plan – this must be publicly highlighted with the practice’s rationale for deviating from the suggested plan
None identified


	24
	

	Publication of Report

	Please describe how this report has been publicized/circulated to your patients and the PRG 

This report will be available on our practice website.  We will advertise that this report exists through posters in the waiting areas.



	

	

	

	

	

	

	

	25
	
	

	Additional Information
	

	Opening Times
	

	Confirm Practice opening hours - explain how patients can access services during core hours?

Morning 
Afternoon 
Monday 
08:30 - 12:30 
13:30 - 18:30 
Tuesday 
08:30 - 12:30 
13:30 - 18:30 
Wednesday 
08:30 - 12:30 
13:30 - 18:30 
Thursday 
08:30 - 13:00 
closed 
Friday 
08:30 - 12:30 
13:30 - 18:30 
Weekend 
closed 
closed 
Our Reception team is available at the above times and patients can access our services face to face in surgery or via the telephone.  Patients can order their repeat prescription online using our on line system via the practice website.



	

	

	

	

	

	

	

	

	

	26
	 

	Where the practice offers extended opening hours please confirm the times that patients can see individual health care professionals?

N/A
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Patient Survey 2012 – St Anns Valley Open Day


1. What did patients want from the open day?

On Wednesday 18th July, the surgery held an open day for all patients.  The aims of the open day included allowing patients to see the new building, meet some of the Patient Participation group members, meet the surgery team including one of our two new GPs and to meet other health care professionals. To ensure that the open day provided patients with information about areas of interest and to establish approximately how many patients would attend the open day, a questionnaire was created for patients to fill in.


250 questionnaires were handed out to patients opportunistically over a two week period, between the 25th June 2012 and 6th July 2012. Of these, 99 were completed in full (39.6% response rate). 


Results


Health campaigns


In terms of health education, the four most popular health areas that patients wanted to know more about were weight management, asthma, diabetes and when to go to A & E. Health areas that were not included on the questionnaire but were suggested by the patients themselves included dental health, stress, anxiety and depression, pain management, Parkinson’s, deafness, underactive thyroid and allergies.


		Health issue

		Number of patients

		Percentage of patients



		Weight Management

		38

		11.5%



		Asthma

		36

		10.8%



		Diabetes

		34

		10.2%



		When to go to A & E

		34

		10.2%



		Exercise

		29

		8.8%



		Stopping smoking

		26

		7.5%



		Dietary Advice

		24

		7.2%



		Sexual Health

		22

		6.6%



		Dementia

		20

		6.0%



		COPD

		20

		6.0%



		Domestic Violence – Health and Support Services

		13

		3.9%



		Alzheimer’s

		13

		3.9%



		Alcohol

		12

		3.6%



		Other – Dental Health

		2

		0.6%



		Other – Parkinson’s

		1

		0.3%



		Other – Pain Management Opportunities

		1

		0.3%



		Other – Depression, Anxiety & Stress

		1

		0.3%



		Other – Women’s Health

		1

		0.3%



		Other – Arthritis

		1

		0.3%



		Other – Deafness

		1

		0.3%



		Other – Underactive thyroid

		1

		0.3%



		Other – Allergies

		1

		0.3%





Advertising health education


Patients were asked to comment on the way that health education is advertised. The most popular answers related to using local media to advertise services and provide information and distributing more leaflets relating to health but in particular, providing a surgery newsletter. Patients suggested using the large television in the waiting area to advertise services and health information. There were a few suggestions of providing support groups organised by the practice and also seminars/discussion groups about health issues.

Open day attendance


Of the 97 patients who answered, 45.4% expressed an interest in attending the open day.

Demographic information
76.9% of patients who completed the questionnaire were female.  The most common age of respondents was between ages 45-54 and the most common ethic background was White British (67.4%)

		

		Number of patients

		Percentage of patients



		Gender - Female

		70

		76.9%



		Gender - Male

		21

		23.1%



		Age – Under 18

		1

		1.0%



		Age –18-24

		8

		9.0%



		Age – 25-34

		16

		17.6%



		Age – 35-44

		20

		22.0%



		Age – 45-54

		23

		25.3%



		Age – 55-64

		10

		11.0%



		Age – 65-74

		7

		7.7%



		Age – 75-84

		7

		7.7%



		Age – Over 85

		0

		0%





A. White


		

		Number of patients

		Percentage of patients



		British

		62

		67.4%



		Irish 

		-

		-



		Other

		2

		2.2%





B. Mixed


		

		Number of patients

		Percentage of patients



		White & Black Caribbean

		4

		4.4%



		White & Black African

		1

		1.1%



		White & Asian

		1

		1.1%



		Other

		2

		2.2%





C. Asian or British Asian


		

		Number of patients

		Percentage of patients



		Indian

		-

		-



		Pakistani

		-

		-



		Bangladesh

		-

		-



		Other

		-

		-





D. Black or Black British


		

		Number of patients

		Percentage of patients



		Caribbean

		13

		14.1%



		African

		5

		5.5%



		Other

		1

		1.1%





E. Chinese or other ethnic group


		

		Number of patients

		Percentage of patients



		Chinese

		1

		1.1%



		Other

		-

		-





2. Evaluation of the open day


The open day took place on Wednesday 18th July 2012. A questionnaire was given to patients who were given the opportunity to feedback on the strengths and weakness of the open day. 


100 questionnaires were printed and 50 were given out on the day. Of these, 6 were completed in full (12% response rate). 


Results


Patients found the Decade of Better Health stand and diabetes stand very informative. There was positive feedback about the fact there were leaflets to take away, particularly leaflets for self-referral. The Healthy Eating stand was found to be very decorative, appealing and helpful and the PPG demonstration of website was very informative.


Patients required further information on when to attend A & E, details about NHS Direct, walk-in centres and the 111 service.
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The Wellspring Surgery Patient Participation Group (PPG)


Based on actions from Patient Survey 2011 and 2012 plus issues raised during PPG Meetings during 2012/13. 

As at 27.03.13


ACTION PLAN 


		Issues highlighted

		Source

		Suggested action required to address the issues

		Anticipated date of implementation 

		Action taken 


and by whom

		Outcome achieved



		Car Parking 


Although car parking has improved with the move there are still concerns that the signage does not seem to be adequate as some patients think it is a car park for people who only work in the building.

Due to staff not having parking facilities available to them this is still causing some problems for local residents.




		Feedback from PPG

		During the PPG meeting on the 15.10.12 the following actions were agreed;


This information to be forwarded to Aamer Iqbal assistant manager of the St Anns Valley who is responsible for overseeing the building.



		Feedback to PPG members at the next PPG meeting 28.01.13.



		The Practice (JS) – Feedback the concerns to Aamer Iqbal and request a reply for the next meeting.

During the PPG meeting on 28.01.13 an email was circulated to all the PPG members with a response to residents concerns regarding parking at the St Anns Valley centre. This enabled the PPG members a greater understanding of the system being used at present re: allocation of spaces and signage.  



		Noting that signage has been a particular problem regarding size of signs and clearly defined parking slots as some users had met with difficulties having parked and having then realising they were in an already allocated space.

PPG recommend that clearer and larger signs would prove advantageous and limit mistakes when parking.


The practice agreed to feedback these specific issues to Aamer Iqbal.






		Current Technology


80.3% were not aware of the new surgery website.


86.7% were unable that repeat prescriptions could be ordered on line


A more encouraging 57.1% were aware of text message reminders



		Survey

		During the PPG meeting on the 11.01.12 the following actions were agreed;


The PPG members stated that this was something they could help with regarding promoting IT services we have to offer.


Once the open day confirmed by the NHS – JS to inform the PPG members to check that they are available this day for IT demonstrations 


i.e. how to get onto the practice website.


Perhaps we should use text messaging for more than just 

reminders?

		

		1 PPG member produced a flowchart to give out to patients to aid online ordering.


3 PPG members attended and promoted the website and how to order medication on line.



		16 July 2012 

The practice agreed to continue promote on line ordering of prescriptions through advertising this service within the practice on all notice boards and stamping every prescription advertising website information on prescriptions.

18 July 2012 


The aid to online registration and prescription ordering which a PPG member had produced given out to patients in the waiting room during the open day.  We also keep these at reception for patients to take away to use.

Due to practice time commitments this is something we have not had time to discuss further.



		New Technology 


46.6% stated that they would use the self service check in screen and 55.5% stated they would use the electronic screen display.

		Survey

		The practice to go ahead and purchase this new equipment

		April 2012

		The Practice (JS)

		To be installed on 23.04.12 and ready for use 24.04.12

Achieved 



		New waiting area

To improve the environment of the waiting area in the surgery



		Survey

		It was also agreed that the PPG members would think about what sort of desired items are required in the waiting area of the new building i.e. what sort of books/magazines; should we invite people to write their own poetry to have on display; what sort of plants; should there be music and if yes what type of music would be suitable?




		June 2012



		13.02.12 received a comprehensive list from one member.


This was discussed on 09.05.12 at the PPG meeting. The PPG members felt it was a good idea to have books/magazines/poems/plants –no one had time at present to investigate further.


One member felt that there should be some sort of music in the waiting area as this is what patients had highlighted from the patient questionnaire.   




		April 2012

GP staff liaised with the library and library books are now in the waiting area June 2012.

It was suggested that a poetry writing competition might be held across various age groups and a booklet produced for the practice.





		Improving PPG numbers and requesting feedback

		

		Ideas/Suggestions


PPG Notice board in the waiting area.


Comments book for patients to complete and then discuss comments at PPG and practice Meetings.


Use of social media to encourage PPG participation by those groups who are under represented at the moment.

		March 2013

2013

		Discussed during PPG meetings 15.10.12 and again 28.01.13. 

This was discussed during PPG meeting 28.01.13 and concerns were raised regarding using social media.  The practice agreed to discuss further within the practice.              

		1.Keep to evening meetings as these are well attended.

2.Designated PPG board in the waiting area.


3. Comments book entitled ‘Feedback, Suggestions and Ideas’ has now been purchased and left at reception for all patients to add comments as to how the service can be improved.






		Health & Wellbeing

Health and education (the GP practice and the library) working together in relation to raising health awareness. 

		

		Kim Harte presented how health and education could work together in raising health awareness through areas such as displays in the GP waiting area, accessing health information on line in the library and book displays..

		March 2013

		This was discussed during PPG meeting 15.10.12. 




		15.01.13


There is now a display in the waiting area.


During the PPG meeting on 28.01.13 comments were sought from the PPG and to discuss possible future developments looking at health and wellbeing in general. Most members were encouraged by this new initiative and support was fairly general amongst the PPG members. The PPG believe this to be the start and considered whether this could become permanent and develop city wide links/input to advertise various events. There were very warm comments regarding the Change of Life Programme particular mention being made about the YMCA programme and Weight Watchers and felt that this positive feedback should be flagged up to CCG.






		Education through health awareness campaigns 

Discussion from the results of the patient survey 2012.


Confidentiality at the reception desk

		Survey

Practice

PPG 

		The results from the questionnaire highlighted that more information for patients as to when and where to attend when they need medical advice. 

Due to low screening rates for bowel and breast cancer we discussed how to encourage more people to attend for bowel and breast screening.  


PPG members noted during the meeting on 15.10.12 that patients stand behind you and can hear your conversation while at the reception desk.



		November 2012

November 2012

October 2012

		Practice to display all relevant information on when to attend A&E, details about NHS Direct, Walk in centres and the new 111 service.

Practice to display easy to understand information regarding bowel screening and GPs having sample bowel screening kits to show how easy this is thought to be the way forward.

The practice to review and action.



		Relevant information and displays in reception.

Relevant information and displays in reception.  Sample bowel screening kits available to GPs/PNs.


A privacy area is now in place with a barrier in order that confidentially is improved.  Feedback is that this is working well and everyone seems to be getting used to the system.






		Appointments



		PPG

		Some of the PPG members are struggling to make an appointment as no one is answering the phone or all the appointments have gone and no pre bookable appointment is offered.

		

		Patients can be seen as there is always a Doctor available for urgent cases.

Due to the Doctors available at present could there be more appointments available?

The practice will review.
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