Annex D: Standard Reporting Template

[Name] Area Team 

2014/15 Patient Participation Enhanced Service – Reporting Template

Practice Name: The Mathews Practice, Belgrave and White Lane Medical Centres
Practice Code: C88038
Signed on behalf of practice:   {Signed on original}         
Date: 27.3.15
Signed on behalf of PPG:
{Signed on original}         

Date: 26.3.15
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 



	Number of members of PPG:  18



	Detail the gender mix of practice population and PPG:

%

Male 

Female 

Practice

51

49

PRG

11

89


	Detail of age mix of practice population and PPG: 
%

<16

17-24

25-34

35-44

45-54

55-64

65-74

> 75

Practice

17

9

14

12

15

11

11

11

PRG

0

0

21

0

0

22

44

11



	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 

56

.3

3.3

.47

.24

.26

.23

1.1

PRG

100

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

1.1

6.2

1.7

1.3

0.4

2.1

5.4

0.7

2.2

17.6

PRG

0

0

0

0

0

0

0

0

0

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 group would benefit from more of an age range and a more varied ethnicity representation, particularly amongst the Chinese and Pakistani communities.  Conversations have been had with the local mosque and the Chinese interpreter has attended meetings in the past.  Effort has been made to recruit from both these and other communities. 

The group continues to take steps to engage and recruit additional members from all communities via posters in the waiting rooms, direct engagement and general messages.  The group are however aware of the lack of representation within the ethnic communities and younger age groups and have been very committed to provide their views in the group.



	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/NO

Yes

If you have answered yes, please outline measures taken to include those specific groups and whether those measures were successful:

The group would benefit from more of an age range and a more varied ethnicity representation, particularly amongst the Chinese and Pakistani communities.  Conversations have been had with the local mosque and the Chinese interpreter has attended meetings in the past.  Effort has been made to recruit from both these and other communities. 

The group continues to take steps to engage and recruit additional members from all communities via posters in the waiting rooms, direct engagement and general messages.  The group are however aware of the lack of representation within the ethnic communities and younger age groups and have been very committed to provide their views in the group.




2. Review of patient feedback

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

The PPG collects views from patients via a number of means.  It has a suggestion box in both waiting rooms, a space for feedback on the practice website, has completed a substantial patient survey and have been present amongst the patient groups having conversations.  



	How frequently were these reviewed with the PRG?

Monthly meetings


3. Action plan priority areas and implementation

	Priority area 1

	Description of priority area:

Enhance customer service in the practice



	What actions were taken to address the priority?

The PPG, along with the practice, identified key areas for improvement in the service and then, in discussion with various providers, scoped the training package required.  It was decided to engage the source in training the staff to “world host” standard.  This programme will push the customer service within the practice to a new level and once attained will make them the first practice in South Yorkshire to attain the world host standard in customer service.

The training itself commenced in March 2015 and will continue for some 6 months.  Monitoring will then continue after this time.



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

Results are not yet collated – training has only just began.  The impact will therefore be assessed at the completion of the programme.  The plan is publicised alongside the survey in the waiting rooms.




	Priority area 2

	Description of priority area:

Improving Communication between the practice and the patients 



	What actions were taken to address the priority?

The PPG agreed to produce a quarterly newsletter to patients.

The practice have ensured that the PPG have a noticeboard in each waiting room, space on the website and suggestion boxes in each practice.



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

This area is to be evaluated and developed further throughout the year.  Again, the plan is publicised alongside the patient survey in waiting rooms.



	Priority area 3

	Description of priority area:

Improving access to GPs.



	What actions were taken to address the priority?

Both the practice and the PPG are agreed to placing continued effort into improving access. It continues to be a theme within the patient feedback both formally and informally.  Some of the actions to be taken are:

PPG to address DNA rate 

Practice to continue trials of appointment systems

Practice to be engaged in winter pressures clinics

Practice to be strongly supportive of the PMCF bid

Practice to streamline administrative processes to free-up resource in appointments.



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

The winter pressure clinics added significant access to the system, the various trials have been learnt from and there is much work in continuing this further.



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: 26.3.15



	How has the practice engaged with the PPG:  Face to face monthly meetings, joint interviewing for staff, joint decision on course providers and content.  Joint discussion with Health Trainers.

How has the practice made efforts to engage with seldom heard groups in the practice population?   Yes, but with limited success.  The group feel more able to represent the groups but we are yet to attract them to join the PPG

Has the practice received patient and carer feedback from a variety of sources?  Yes

Was the PPG involved in the agreement of priority areas and the resulting action plan?  Yes

How has the service offered to patients and carers improved as a result of the implementation of the action plan?  Yes

Do you have any other comments about the PPG or practice in relation to this area of work?  The PPG have been an invaluable resource to the practice.  Hard-working and patient-focussed, the practice would like to formally offer thanks to the group.




Improving the patient-experience when ordering repeat medication.


A large number of patients now use both the on-line ordering or repeats and the Electronic Transfer of Prescriptions.


Additional flexibility has been given for groups of patients needing phone access to order repeats.


Relationships with local pharmacies have been built to ensure a more seamless service.





Improving customer service


This remains an ongoing priority as discussed above, however much work has been done around this priority including the joint identifiaction of the training by the practice and PPG.





Reducing waiting times to see a GP


This has been subject to many trials including Nurse Practitioners.  


The practice has streamlined the process for dealing with paperwork and the associated queries (which normally result in the need for an appointment) and has moved all paperwork to electronic workflow where GPs see the paperwork through to completion within 48 hours.  This is being tweaked and subjected to review.





Improve communication with the patient population


The PPG are now producing a quarterly newsletter providing the communication conduit between the practice and patients.


The PPG have got notice boards in both waiting rooms which are used to enhance communication and also have space on the practice website.











