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Standard Reporting Template — Patient Participation

DES 2014/15

Surrey & Sussex Area Team

Practice Code H81036

Signed on behalf of practice Q/\Ssbgﬂ;%\'&,&w Date 30th MARCH 2015

Signed on behalf of PPG
p 2

Prerequisite of Enhanced Service — Develop/Maintain a Patient Participation Group (PPG)

PARISHES BRIDGE MEDICAL PRACTICE

Date 30th MARCH 2015

Does the Practice have a PPG? YES / NO

YES

Method of engagement with PPG: Face to face,

Email, Other (please specify)

EMAIL AND FACE TO FACE

Number of members of PPG:

23

Detail the gender mix of
practice, population and PPG:

Detail of age mix of practice population and PPG:

Detail the ethnic background of your practice population and PPG:

% Male Female 17-

% <16 | 24 25-34 | 35-44 | 45-54 | 55-64 | 65-74 | >75
Practice [49.2 50.8

Practice | 17 10 11 14.25 | 15 11.25 | 105 |11
PPG 52 48

PPG 0 1 0 22 14 14 355 | 14
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White Mixed/ multiple ethnic groups

Gypsy or White White &

Irish Other Black & black White &
% British Irish Traveller white Caribbean | African Asian Other mixed
Practice
PPG 100%

Black / African /
Caribbean
Asian/ Asian British / Black British Other
Other Other Any

% Indian | Pakistani | Bangladeshi | Chinese Asian | African | Caribbean | Black | Arab | Other
Practice
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:

POSTERS

WEBSITE

EMAIL

NEW PATIENT INFORMATION PACKS
COMMUNITY TV IN THE WAITING ROOM
HEALTH CENTRE NEWSLETTER

THE MAJORITY OF THE PPG IS OVER THE AGE OF 40. WE HAVE AIMED OUR RECRUITMENT AT ALL AGE GROUPS
INCLUDING YOUNG FAMILIES, THOSE JUST STARTING WORK, COMMUTERS ETC.

THE NEWSLETTER HAS BEEN PUBLISHED AND DELIVERED TO EVERY HOUSEHOLD COURTESY OF THE FRIENDS OF
WEST BYFLEET HEALTH CENTRE

Are there any specific characteristics of your practice population which means that other groups should be included
in the PPG? e.g. large student population, significant number of jobseekers, large numbers of nursing homes or a
LGBT community? YES/NO

NO

If you have answered yes, please outline measures taken to include those specific groups and whether those
measures were successful:
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Outline the sources of feedback that were reviewed during the year:

DEPARTMENT OF HEALTH NATIONAL PATIENT SURVEY JANUARY TO SEPTEMBER 2014. THERE WERE 277
QUESTIONNAIRES SENT OUT AND 132 RETURNED GIVING A 48% RESPONSE RATE.

FRIENDS AND FAMILY TEST SURVEY (I WANT GREAT CARE)

LETTERS AND EMAILS SENT TO THE PRACTICE

How frequently were these reviewed with the PRG?

MEETINGS JUNE 14, DECEMBER 14, MARCH 15

3. Action plan priority areas and implementation )

Description of priority area:

UPDATING THE TELEPHONE SYSTEM

What actions were taken to address the priority:

THE TELECOMMUNICATION COMPANY OPUS HAVE BEEN COMMISSIONED AS THE NEW PROVIDER TO UPGRADE TO
A DIGITAL SYSTEM

WHEN FULLY COMMISSIONED IT WILL INCLUDE A MESSAGE TO INFORM PATIENTS OF THEIR PLACE IN THE CALL
QUEUE

MORE STAFF MADE AVAILABLE TO ANSWER EARLY MORNING CALLS AND SO INCREASE RESPONSE TIMES

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

POTENTIAL BENEFITS DISCUSSED IN PPG MEETINGS. NOT WIDELY PUBLICISED AT PRESENT AS THIS WORK IS STILL IN
PROGRESS
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AUTOMATED TOUCH SCREEN PATIENT CHECK IN SYSTEM

What actions were taken to address the priority:

A NEW AND UPDATED TOUCH SCREEN CHECK IN SYSTEM BECAME NECESSARY DUE TO THE AGE AND
FUNCTIONALITY OF THE PREVIOUS ONE

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

EASE OF CHECK IN FOR APPOINTMENTS.
THIS ALSO BENEFITS THOSE WANTING TO SPEAK FACE TO FACE WITH A RECEPTIONIST AS THERE ARE LESS PATIENTS
AT THE RECEPTION DESK




[image: image5.jpg]R AR e S B v e [ P e e )

Description of priority area:

APPOINTMENT SYSTEM — MANAGING CAPACITY AND DEMAND

What actions were taken to address the priority:

THE PRACTICE IS PARTICIPATING IN THE PRIMARY CARE FOUNDATION PROJECT IN CONJUNCTION WITH NORTH
WEST SURREY CLINICAL COMMISSIONING GROUP. THIS PROCESS ENTAILS AN ANALYSIS AND EVALUATION OF THE
APPOINTMENT SYSTEM WITH REGARD TO CAPACITY AND DEMAND. THIS PROJECT COMMENCED IN OCTOBER 2013
AND AS A RESULT CHANGES WERE MADE TO THE APPPOINTMENT SYSTEM IN THE SPRING OF 2014.

A FURTHER ANALYSIS AND EVALUATION HAS BEEN UNDERTAKEN IN DECEMBER 2014 AND IS WORK IN PROGRESS AT
PRESENT. THIS MAY RESULT IN FURTHER CHANGES TO MANAGE CAPACITY AND DEMAND.

THIS PROJECT HAS BEEN UNDERTAKEN IN RESPONSE TO FEEDBACK VIA SURVEYS, AND COMMENTS FROM THE
PATIENT PARTICIPATION GROUP.

THE PRACTICE WEBSITE HAS BEEN UPDATED TO CLARIFY THE PROCESS OF HOW TO MAKE APPOINTMENTS FOR
SAME DAY ACCESS AND FORWARD BOOKING.

A FUTURE PLAN IS TO INTRODUCE A TEXT REMINDER SERVICE.

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

TO IMPROVE PATIENT EXPERIENCE IN OBTAINING SAME DAY AND FORWARD BOOKING OF APPOINTMENTS
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If you have participated in this scheme for more than one year, outline progress made on issues raised in the
previous year(s)

Free text

ONLINE REPEAT PRESCRIPTION REQUESTS AND ONLINE APPOINTMENTS — PATIENTS ARE ENCOURAGED TO REGISTER
FOR THIS SERVICE.

FROM APRIL 2015 PATIENTS WILL BE ABLE TO SEE DETAILS ABOUT THEIR MEDICATION, ALLERGIES AND ADVERSE
REACTIONS. IN THE FUTURE IT WILL INCLUDE THE ABILITY FOR PATIENTS TO SEE OTHER RECORDS SUCH AS TEST
RESULTS. THERE IS A SEPARATE REGISTRATION PROCESS TO ACCESS THESE ADDITIONAL SERVICES. PATIENTS
SHOULD ENQUIRE AT RECEPTION.

ELECTRONIC PRESCRIPTION SERVICE — UTILISATION OF SENDING PRESCRIPTIONS ELECTRONICALLY TO A PHARMACY.
TO ACCESS THIS SERVICE PATIENTS CAN SPEAK TO A RECEPTIONIST OR THEIR CHOSEN PHARMACY.

CARERS AWARENESS — THE PRACTICE ENCOURAGES PATIENTS WHO CARE FOR RELATIVES, NEIGHBOURS OR FRIENDS
TO REGISTER WITH US AS A CARER. INFORMATION IS AVAILABLE IN THE WAITING ROOM AND IS IN EVERY NEW
PATIENT REGISTRATION PACK.

4. PPG Sign Off

Report signed off by PPG: YES / NO

YES

Date of sign off:

30th MARCH 2015

How has the practice engaged with the PPG:

QUARTERLY MEETINGS

How has the practice made efforts to engage
with seldom heard groups in the practice
population?

POSTERS

WEBSITE

NEW PATIENT INFORMATION PACKS
COMMUNITY TV

HEALTH CENTRE NEWSLETTER

Has the practice received patient and carer YES
feedback from a variety of sources?
Was the PPG involved in the agreement of YES

priority area and the resulting action plan?

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

IMPROVED TELEPHONE SYSTEM
IMPROVED CHECK IN SYSTEM

Do you have any other comments about the

NO





