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Signed on behalf of practice:     Sonia Simkins       
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Signed on behalf of PPG:










Date:

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, Telephone Call and Letter


	Number of members of PPG: 6


	Detail the gender mix of practice population and PPG:

%

Male 

Female 

Practice

42
58
PRG

40
60

	Detail of age mix of practice population and PPG: 
%

<16

17-24

25-34

35-44

45-54

55-64

65-74

> 75

Practice

12
11
14
10
19
16
10
8
PRG

10
40
50


	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 

40
1
1
5
6
1
4
10
PRG

100
Asian/Asian British

Black/African/Caribbean/Black British

Other

Indian

Pakistani

Bangladeshi

Chinese

Other 

Asian

African

Caribbean

Other Black

Arab

Any other

Practice

6
4
1
1
3
1
11
4
0
0
PRG



	Letters have been sent to various Patients in different age, gender and ethnic backgrounds inviting them to join the PPG.

The Practice team also uses random opportunities whilst patients are attending the practice to invite them to meetings.  


	Are there any specific characteristics of your practice population which means that other groups should be included in the PPG? 
NO




2. Review of patient feedback

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

Questionnaires were sent and handed at random in Reception to Patients and the PPG members.

We also asked Patients to complete the Friends and Family Forms which were submitted monthly on CQRS


	How frequently were these reviewed with the PRG?

Quarterly



3. Action plan priority areas and implementation

	Priority area 1

	Description of priority area:

Booking appointments   


	What actions were taken to address the priority?
An audit and practice survey was carried out to decide if the booking process and allocation of appointments could be improved.



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

We decided to offer an equal amount of pre-bookable appointments and on the day appointments. This had a very positive effect. The phone lines in peak times were less busy which decreased the waiting time of patients on the phones.

This was a big positive with Patients.



	Priority area 2

	Description of priority area:
Telephone lines


	What actions were taken to address the priority?

Patients complained they were waiting too long for the phone to be answered and they often had engaged tone. We had a new phone system installed offering a queuing system and option facility. 


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

The new phone system has decreased length of waiting times for patients telephoning to book appointments and request home visits, request results of investigations and referral queries as these are all channelled to the relevant member of staff. 



	Priority area 3

	Description of priority area:

Upholstered Chairs


	What actions were taken to address the priority?

A bid was submitted for monies from prescribing savings to supply new chairs. All chairs in clinical and waiting areas have been replaced for easy wipe plastic chairs.


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

The new chairs are easy to clean and stackable If required.



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: 12th March 2015


	How has the practice engaged with the PPG:

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

We have posters displayed and have sent letters to these groups plus telephoning and opportunistic conversations when Patients visit the Practice.

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

Age well and Murray Hall have been quite visible within our Practice, we hold a coffee morning with Murray Hall every Tuesday for all patients to attend and discuss any needs they have or simply a little company. This is proving to be a great success. We also have had lots of feedback via Friends and Family cards and the CQC feedback cards after our recent inspection.
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?
The new telephone system and appointment system has brought many benefits to Patients. The feedback suggests Patient satisfaction regarding access has improved significantly.




Sugestion box in waiting area.


Notice Board displaying a wide range of services and space for Patients to comment.


Develop in house services. We now offer:





In house Rheumatology appointments.


Alcohol and Drug Counselling twice a week.


Health trainers twice a week. 


Stop Smoking service once a week.


Age well services


Coffee morning for over 65’s.











