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Patient Participation Group members 2014

Penny’s Hill Practice
Enhanced Service

Patient Participation2013-2014
Introduction

Penny’s Hill Practice has benefited from a supporters group for many years in the form ‘Friends of the Practice’ who offer their support offering transport to patients otherwise immobile and without transport to and from the surgery and the local hospitals and for visiting those patients who are housebound or lonely. The group has historically been made up of patients working for the benefit of other patients.
In 2011-2012 the Practice actively canvassed for a Patient Participation group, seeking representatives to reflect the Practice population.  A virtual group was established by way of advertising within the surgery for patients to sign up to participate in practice decisions by means of responding by email to the Practice at irregular intervals. Information, forms, were displayed within the practice and on the website.  This has been documented in the previous year’s report.  The membership of the PPG is open to all patients and their preference of communication in receiving information by post, email or by collection from the surgery premises.
Component 1

Continuing to improve Penny’s Hill Practice Patient Participation Group  Participation Group Population Profile 2014.  
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	Mixed/White British
	White & Black Asian
	Indian/British Indian
	Chinese
	Other

	326
	1
	2
	2
	9


Penny’s Hill Practice Patient Population profile 2014
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The Patient Participation group was reviewed in May 2013. There were 315 patients in total.
1(ii) It was identified, that the younger age groups are less well represented in the group and was discussed with the Patient Participation Groups at one of the quarterly meetings and a decision made to contact the local school sixth form and seek the input of 16 year olds or over.  Also a member of the patient support group offered to attend the weekly mums and toddlers groups to hand fliers out.  The practice approached the health visitors initially and obtained consent for this to be done. (See attached email attachment a)
A face to face meeting with the Patients Participation Group was planned for the first time in July 2013.  
This was to offer patients the opportunity for regular engagement with the practice and to try and attract   a wider group of patients.
Component 2 – Agreeing priority areas with the PPG
Members of the existing virtual group were invited to attend the first meeting via email. The friends of the Practice were invited and posters inviting all patients of Penny’s Hill Practice were placed in the waiting room and on the website and invitation slips handed out to patients presenting at the reception desks.
An Agenda was prepared to provide continuity and structure at the meetings as well as allowing for discussion and decision making of ongoing topics and also the introduction of new areas.
Present at the first meeting was Dr Hamp, representing the partners of the practice and the Practice Manager plus other key staff members. information to the Patients attending the PPG meeting and also answer any questions arising and to engage to find solutions or gain ideas on how best to proceed  and to provide further information or prices of building work/maintenance for future discussion.
During the first meeting the frequency of future meetings was discussed and agreed.  The group felt that quarterly meeting were frequent enough.

In addition to the meetings the Patient Participation are contacted and updated on events previously discussed as they were implemented within Practice
On the role out of the new computer system in June an email was sent to our Patient Participation Group requesting their input. (See attached email attachment b)  

 Upgrade to the phone system January 2014.
· Please see attached minutes and agenda from the quarterly meetings in 2013/2014 the minutes for each meeting have been previously posted onto the website : 
· Attachment 1;17th July 2013

· Attachment 2; 2nd October 2013;
· Attachment 3; 8th January 2014 plus presentation Treatment room survey
· Attachment 4; 19th March 2014. plus survey presentation
· Attachment 5;Agreed action points brought forward from last years Patient Participation meeting following the survey

Action points developed as a result of last years Patient satisfaction surveys (2012-2013) were brought forward to the quarterly meetings this year. (Please see attachment 5)
· On the satisfactory conclusion of an action plan between the PPG and the practice or where it was necessary for further discussion and action between the PPG and the practice, this has been documented in the minutes of each meeting.
· Topics raised in Emails from the group between meetings, were also included for discussion 

· E.g. a suggestion from a patient on a solution to improve the approach path to the surgery.

· The telephone system – and the time it was taking to answer the phone at reception.  The patient member timed it for us.

During the course of the four quarterly meetings some new and some continuing areas of discussion have included:-

· Answering the telephone; (telephone system)

· Getting an appointment, how long it takes to get through (getting an appointment)

· covering of waiting room chairs,(reception)

· Receptionists introducing themselves by name. (Reception)
Two of the themes raised as complaints were: 
· The waiting room door – difficult for some less able or frail patients to open alone (access)
· Disabled parking.
· Access using the pharmacy pathway. (Access)
· A treatment room survey took place in the practice in December and the results fed back to the PPG on 9th January 2014.

· A planning type questionnaire was sent via email to all member of the PPG for their input and to ask whether it was considered appropriate to put the question on the practice survey

Agreeing the Areas of priority for the Patient Survey 2013 to 2014.

The Practice survey was discussed with patients at the meeting on 2nd October 2013.  Points of interest that patients felt should be included were distributed to attendees. After a lengthy discussion the areas of priority were agreed as follows: - clinical care, getting an appointment, reception issues, opening times and parking. A form was posted/emailed to the entire patient participation group.
Patients did not specify any further areas of priority for use in the Practice Survey.

As the range of discussion points raised by the Patient participation group had fallen within the general headings of  ‘getting’ an appointment’, ‘Reception, ‘telephone systems’, ‘access’, and ‘customer’ service over the last year a draft survey was then produced to include questions on all these areas.

Also, as a result of the questionnaire sent via the website to all the PPG the result showed an equal number of patients who thought the planning question should be included in the patient Survey and an equal number who did not. 
The planning question was therefore included in the survey.  Result chart shown below:-
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The draft survey was distributed to all present at the PPG meeting on 8th January 2014 who were interested in reviewing, requesting changes or editing the survey. Patients were happy with the draft.
Three patients offered comments and amendments and 1 patients proof read and offered editing suggestions- which were actioned by the Practice.
Component step 3 Collating patients views through a survey

The Final Patient Survey was started in February 2014 over a period of 3 weeks.

· All members of the Patient participation group were emailed a link to the online survey.

· Posters advertising the survey were placed in the waiting room for all patients to see

· Hard copies were pinned to the repeat prescriptions collected by patients

· Volunteers from the in house patient support group kindly came into the waiting room and spent time every day over a weeks period assisting patients with the survey where needed or just handing the surveys out.

· Hard copies of the survey were sent by snail mail, where requested.
· We believe that the processes used for sampling and analysing this survey are sufficient to provide ’the reasonable person’ with confidence that the report outcomes are valid.
Please see Attachment 6 which contains examples of the forms and documents relating to the survey, which we displayed or sent to our patients.

Component 4 – Providing the PRG with the opportunity to discuss survey findings and reaching agreement between the PRG and practice on changes to services.

Survey Results and discussion plus agreement of the action plan and time frame
On 19th March 2014 at the Patient Participation Group meeting, the results of the Survey were displayed via the information screen by Dr Hamp and discussed by the group. 
(Attachment 7 - example of the survey and documents and survey results – see copy minutes of 19th march 2014).
Areas for action were discussed and agreed upon and a time frame for changes agreed with the PRG.
Minutes of the meeting and copies of the survey results are posted on the website as with all quarterly meeting and copies emailed to all members of the virtual group and those members present too.  A copy of each meeting minutes is also placed in the waiting room for all patients of the practice to see.  
As well as the members of the PRG who attended the meeting, the entire membership of the PRG were encouraged to respond (via email) to the results of the survey which has been emailed to them.
A timeline of key events is attached to this report for your reference.

Component 5

Agreed Action Plan with the PRG – and seeking PRG agreement to implement changes

At the PPG meeting the following action plan was agreed by the PRG membership – taking careful note of views expressed by the members of the PRG who attended the meeting and those who responded to the emails sent out to every member of the PPG.

Action plan:-

Patient Participation Survey 2014

Finalised Action Plan

Please see below.

	Problem identified  by Survey and PRG
	Action list arising
	Time scale

	Administration 
	

	Communication- helpfulness of receptionists 
	Communication skills training

Team building
	 6 months

25th September 2014

	Problems getting through on the telephone 
	An upgrade to the telephone system has been made -
Advertising alternative methods 
	1 month

25th April 2014

	Queuing at the desk 
	Increase/change staffing numbers 
	2 months

25th May 2014

Review at next partners meeting

	Service provision 
	

	Some blood tests at surgery not hospital 
	Funding from CCG 
	Review 6 months

25th September 2014

	Premises 
	

	Parking 
	Better signage/communication 
	2 months

25th May 2014

	Opening times 
	Advertise our hours

Telephones at lunchtime 
	6 months

25th September 2014


Component 6
Our report has been uploaded to our website on 27th March 2014.
Surgery Opening Times 
Monday to Friday 8.30am-6.30pm (Phones open for routine calls 8.30am - 1.00pm and 2.00pm - 6.30pm)If your call is not urgent, please telephone after 10.00am in the morning or after 3.00pm in the afternoon.

The surgery reception is open between 8.30am and 6.30pm on weekdays, and can be visited in person or by calling 01202 897200. 

The surgery is closed on Saturdays, Sundays and public holidays. 

As from 1st July 2011 we are offering Extended Opening Times Tuesday morning from 7am-8am

Tuesday evening from 6.30pm-7.30pm

Thursday evening from 6.30pm-7.30pm

Please speak to the doctor's receptionist if you need an extended hours appointment.
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