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P92010
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Date: 26.3.15
1. Prerequisite of Enhanced Service – Develop/Maintain a Patient Participation Group (PPG)

	Does the Practice have a PPG? YES / NO


	Method of engagement with PPG: Face to face, Email, Other (please specify)
· Face to Face at regular meetings.  Any documentation relevant for meetings is either emailed or posted to all PPG members as are the minutes of meetings.



	Number of members of PPG: 26


	Detail the gender mix of practice population and PPG:

%

Male 

Female 

Practice

6478
6593
PRG

8 people
18 people

	Detail of age mix of practice population and PPG: 
%

<16

17-24

25-34

35-44

45-54

55-64

65-74

> 75

Practice

2442
1153
1725
1627
1981
1584
1405
1154
PRG

5
2
11
8


	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 

2546
16
0
936
4
17
26
11
PRG

26
Asian/Asian British

Black/African/Caribbean/Black British

Other

Indian

Pakistani

Bangladeshi

Chinese

Other 

Asian

African

Caribbean

Other Black

Arab

Any other

Practice

52
9
3
38
10
2
0
9
5
0
PRG



	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:

In an effort to promote the PPG the following was undertaken: 
· The Practice compiled PPG leaflets and placed these at main reception

· The Practice compiled PPG posters and displayed these in the practice

· Receptionists highlight the PPG and leaflets to patients opportunistically

· Clinicians promote the PPG during consultations

· During baby clinic the PPG is promoted

· A designated PPG noticeboard has been installed in main reception

· PPG members put posters up in local areas

· The practice advertises the PPG in the practice brochure 

· The practice has a dedicated PPG section on the website

· The Practice Newsletter advertises the PPG in every issue, showing dates/times of future meetings and inviting new members to join.  

· Future meeting dates are placed on the designated PPG noticeboard and new members are invited to attend.

	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

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




2. Review of patient feedback

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

· Feedback from PPG members at PPG meetings.
· PPG members informed of Ulysses (online reporting tool) where practices can log feedback from patients and staff etc and PPG members encouraged to inform the practice manager of anything they think suitable -  this has been successful and several members have provided incidents to report via Ulysses. 

· Patient feedback from the Friends & Family Test reviewed at PPG meeting.

· Patient suggestions/comments that were placed in the ‘patient comments’ box in main reception discussed at PPG meeting.


	How frequently were these reviewed with the PRG?

· At PPG meetings which are usually held approx every 2-3 months.



3. Action plan priority areas and implementation

	Priority area 1

	Description of priority area:
· Getting through to the practice via the phone

	What actions were taken to address the priority?

· Discussed with PPG members at PPG meetings

· Numerous meetings have taken place between the GM Area Team, WBCCG and Bridgewater and the Practice Manager, Ast Practice Manager & Dr Marwick to move forward with adopting the Bridgewater internal telephone system

· WBCCG currently in talks with Bridgewater as confirmation they can cope with demand of additional surgeries moving to this telephone system have been sought due to numerous faults resulting in the system going down

· Practice assured by WBCCG we will have new telephone system but assurances must be received from Bridgewater that the system can cope with the increased capacity demand.

· PPG members updated at PPG Meetings regarding this.

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

· Difficult for patients getting through to the practice in a morning to book appointments


	Priority area 2

	Description of priority area:

· Text Messaging Reminder Service


	What actions were taken to address the priority?

· Discussed with PPG members at PPG Meetings

· Discussed with WBCCG for funding


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

· Reduce Did Not Attend (DNAs) rates thus making more apts. available to patients who need to be seen

· More flexibility for the patient in that they can cancel appointments from their mobile phones wherever they are and at any time – it will not be limited to the practice opening hours

· Reduce telephone calls to the practice thus reducing demand on the phone lines
UPDATE: We have learnt this month that funding has been agreed by WBCCG for the system to be installed at the practice within the coming months! 




	Priority area 3

	Description of priority area:

· Patient Call System/Educational Promotion


	What actions were taken to address the priority?

· Discussed with PPG members at PPG Meetings

· Discussed with WBCCG

· Funding request made via WBCCG & NHS England 


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

· Current tannoy system is not clear and those hard of hearing find it difficult to hear announcements

· Deaf patients would benefit from have visual calling system

· Highlight seasonal campaigns such as flu, shingles etc to increase update

· Highlight number of DNA appointments and impart the importance of cancelling these so that others may benefit

· Highlight health risks when they occur ie. Ebola, travel recommendations etc

· Promote practice services/clinics to increase attendances

· Highlight patient services available and when they can be used ie. GP practices, Pharmacies, Out of Hours Clinics, A&E.

UPDATE:  We have learnt this month that funding has been provided by WBCCG and a site survey by the installation company is taking place on 26th March 2015 with installation likely to be approximately April 2015!


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):
· Telephone System:  Ongoing - this is currently in the hands of the Business Information Department at WBCCG who are liaising with Bridgewater to ensure issues are rectified before we join the internal telephone system.   The practice will be informed when this has been met.

· On-Line Booking of Appointments: This goes ‘live’ end of March 2015.
· Appointments: Text Message Appointment Reminders: Has been funded – will go live in coming month

· Patient Call System/Educational Promotion – Has been funded – survey on 26.3.15, will be installed shortly thereafter
· Additional Advertisement of Extended Hours/Pre-bookable Appointments: Met 2012/13
· Extending GP appointment times – Met 2013/14

· Staff Training on Equality/Diversity – Met 2013/14



4. PPG Sign Off

	Report signed off by PPG: YES/NO
Date of sign off: 26.3.15


	How has the practice engaged with the PPG:

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

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

Was the PPG involved in the agreement of priority areas 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?

Do you have any other comments about the PPG or practice in relation to this area of work?

· Regular meetings since the setting up of the PPG.

· WBCCG Patient Engagement staff promote PPG Membership in the borough via schools, colleges etc.

· PPG members promote the PPG group via word of mouth and display posters in local area

· The practice promotes the PPG via a variety of sources ie, PPG noticeboard, practice newsletter, PPG posters, PPG leaflets, clinicians promote opportunistically at consultations.   In addition, the practice webiste has a dedicated PPG area on the site.

· Patient ‘Comments’ box installed in the waiting area for patient feedback

· Friends & Family Test questionnaires displayed in main reception along with compilation of results received so far.

· Action Plan discussed and agreed with the PPG members at a PPG Meeting

· Actions met are hoped to have improved overall patient experience/services including longer consultation times, more awareness of pre-bookable apts.  The imminent addition of on-line booking of apt, patient calling system and text messaging service will further improve patient access and experience.

· Speakers from WBCCG attended a number of PPG meetings to provide updates to the PPG and obtain our PPGs feedback.











