Patient Participation Meeting (PPG) Action Plan
Action Plan of the Patient Questionnaire for the year 2013/2014

Area’s To Be Improved:2 certain points needed further action.
Q16. Have you heard of the practice PPG?
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23% of the patients have heard of the Practice PPG and 75 % have not

Action taken:

We have advertised about PPG (Patient Participation Group) in the notice boards, reception, waiting area, consulting rooms as well as at the Practice website. We are also verbally informing all our patients we come across in the reception area.
Q15. Have you visited the practice website?
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Although 64 % of our patients have internet, only 13 % visited our Practice Website
Action taken: 

We have produced short Questionnaire for patients to find out reasons for not visiting the website. We plan to analyze the answers and produce action accordingly.
E.g.

1. Do you know we have a Practice website?

2. If yes, do you visit the website?

3. What are the reasons for not visiting the website?

Q16. Have you used A&E because you could not get an appointment with a GP at the practice?
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23 % of our patients responded yes to above question which means that demand for emergency appointments is rising. 
Action taken:

We are planning to increase appointments by additional session on Friday PM to allocate A&E patients

Additional HCA is trained at present to improve capacity to match the demand. 
Comments from the Patients
	Item from Program 
	Discussion
	Action



	Previous Minutes 
	BP – BMI electronic machine

Some patients expressed their concern about the use of this machine; they want to use it any time arriving to reception, including friends, relatives no registered in this surgery, inclusive to be used by-passers. 

They concern is that this equipment has to have real service for the community.


	The machine will be allocated in the Practice Nurse’s room to be used by patients being seen and mainly by those who have a need for BMI and BP to be checked. It was agreed that this is not a toy for children. 

In this way the machine will be kept in the right condition and 

Can be calibrated periodically and used for our patients’ benefit.


	
	DNA’S

Discussion about DNA’s brought the view that the valuable time is wasted for doctors and staff.
Patients in general want to be booked and seeing as soon they approach reception; which is one of our missions. However still there are times when patients need to wait to see specif doctor at least in the same week; although they are satisfied having any doctor, nurse or medical solution on the same day.
	About this point the action agreed was:

Patient with the first DNA will be educated using a text message, about the negative impact this has upon the surgery and the community. 

On second DNA, patient concerned will be warned that the next appointment could be affected as a result of DNA on another patient; so patient will feel that importance on cancelling appointment on time.



	Comments 


	Rest of the points, and after actions to be taken
	Minutes were approved. 

	Educative event
	Dr. K. R. Jeyarajah – Dementia 

After the medical explanation of the early symptoms, research still on going, and treatments, in plain languages to the participants, many questions rose about, specially causes. It was the most of the questions duly answered by Dr. Jeyarajah  


	Get leaflets and plain literature to keep at the patients reach in the waiting room. 

Prepare a meeting to discuss only this topic more widely, was suggested but as conclusion was accepted that by now get plain literature about this matter. 



	Plans for next year 
	After discussion about needs and priorities, it was agreed: 

A) Get prescriptions through electronic system.

B) Relocation of the surgery premises


	It was concluded that most of the patients are still not using or do not have access to internet. However surgery is preparing to do it on line with the guidance of CCG.

Continue signing the petition against the re-location. It was considered that the possibility to have a meeting with local authorities to inform and explain the negative impact it would have on the physical and mental health of the patients. Especially elderly, single parents, disabled, young children around the surgery to walk away from the current place would place enormous difficulty and anguish. It was felt that patients are getting stressed and sad about the re-location. 

New meeting is considered to discuss this specific point.



	Amp screen
	
	Some of the patients expressed appreciation to the Amp screen which is displaying educative and informative messages. Some patients were delighted to see their names appearing on the screen rather than being called on the intercom.

	new technologies

sms

e-reminders

e-mails 
	
	In this aspect it was shown as very helpful as the new system of communication with them through SMS text to their mobile phones, although elderly people and those who’s English is not the first language still prefer to be contacted by traditional phone calls. 

E-mails are being introduced, uptake is very slow at present, and hopefully it will speed up as regular means of communication.

In general patients are very appreciative of the appointments reminder.



	Dietitian
	
	This is considered as a point with priority. At the moment there is insufficient cover by this clinic. The population is getting overweight and obese, as well as patients with eating disorders, underweight requiring a major number of appointments. There is a demand for appointments in the mornings as well as evenings.
It was offered to discuss this point with the corresponding authorities. 

	
	
	

	e-Prescriptions
	
	Some patients are currently requesting on the web.

It was considered to process them if are received by fax typed as well as in person.

Some patients expressed certain pleasure visiting the surgery “just to drop the request” and to say “hello”. It is appreciated by the staff. Some patients feel the personal contact is vital rather than using the technology.


	Complaints
	Verbal intentions of complaints are being received in the reception from time to time. 
	It is highly appreciated by the surgery, in order to change or /and to improve the delivered services, so, in those cases, the form and instruction on how to act are given to those who expressed the intention, but in fact some are not coming back with written statements. 

The adopted action is to keep that policy, encouraging them and to show patient that their comments are valuable and much needed, so they will be feel confident in making comments. 

	
	Violence 
	It will be displayed notices more widely about the NHS Zone Zero Tolerance policy. 

 

	Patient experience survey 
	Chart 
	This was presented on display and discussed by DR.K.JEYARAJAH.
Attendees agreed to keep the way that it is taken: most of them are using on line at home, surgery PC and being helped in few cases by our staff. Those with hearing or reading/ writing difficulties are helped in the surgery when they are attending their routine appointments, or if they are accompanying a relative to have an appointment. Some were posted to patients.
In general, some of them are happy doing it in the surgery, to get wide information about the daily running of the surgery and to get explanations of the terms, or meaning of the questions. 



	Conclusions
	
	Previous Minutes were approved with the announced amendments. 

B/P machine allocated in the PN room

DNA’s education and warning, to improve regular appointments time. 

Dementia – literature and more plain information in the waiting room, will be displayed

Relocation – continue getting signatures on petition, and try to have appointment with local authorities. 

	Lunch and closure
	
	It was a nice social time, to strengthen the relationship within participants; and with medical and admin staff.


Component 1 Demographics

(Age, sex, ethnicity, disability, profession factors)

We advertised about PPG in the notice board, reception and in waiting area. Interested patients gave their names in reception. Patients were selected to represents wide range of factors.

In our surgery we have patients from all sorts of backgrounds: low social deprivation, poor backgrounds as well as middle class.

There are many non English speaking patients who attend our Surgery. They speak Turkish, Bulgarian, Polish… etc. We have staff employed with different ethnicities to represent the patient population. This encourages different nationality groups of patients to speak to the relevant staff to get knowledge about PPG.

          Distribution of patients across PRG group
	Age group
(years)
	Patients in
%
	Nr of PRG members from this group

	Under 16
	13
	2

	17 – 24
	13
	2

	25 – 34
	13
	2

	35 - 44
	13
	2

	45 – 54
	13
	2

	55 – 64
	13
	2

	65 – 74
	13
	2

	75 – 84
	7
	1

	Over 84
	6
	1


Component 2 Practice Survey

( Issues – priority)

· Although 64 % patients have internet only 13% visited Practice website.

           To find out the reason for not visiting website we have made short questionnaire:

Dear Patient

1. Do you know we have a Practice website?

2. If yes do you visit the website?

3. What is the reason for not visiting the website?

· 23% of our Patients have heard of the Practice PPG. 25% have not.

           This means our effort should be directed in making more patients to be aware of 

            of it. This will represent the meeting, engagement and discussions about       

            services.

      We have prepared short questionnaire about this topic:

Dear Patient

1. Do you know we hold regular 3 monthly patient group meetings in our surgery?

2. Do you know what does PPG means?

3. What would you like to discuss in PPG meetings?

Component 3 

Method in which the survey was conducted

Patients were asked by reception staff to:

·  Go online to access website to do questionnaire

·  By distributing questionnaire for patients who can’t access internet

·  Patients who don’t have computers we have posted

· Pts who are elderly are given survey in the surgery
· Young & able who have access to computer asked to go online
The questionnaire was designed to reflect views from groups of patients such as:
Single parents, Parents with young children, carers, elderly patients and for patients whose first language is not other that English.

From November 2013 until February 2014 we have received overall 100 surveys/ questionnaires responses including online and written.
Component 4

We have had a PPG meeting on the 28.02.2014 to discuses the survey findings and also to discuss content of Action Plan which was prepared as a Power Point presentation.

Component 5
Implement actions-Illustrated in the action column.
Component 6
All action taken regards to improving services are updated on practice website as well as on patient’s leaflet. Also results, finding and Action Plan is available to public to see on our website.
