Ivy Medical Group - Public Engagement Plan DRAFT v1.6 14-04-24
Communications Lead: Tracy Madge (until 30 April 2024)
Executive Lead: Parm Panesar; Service Lead: Melanie Maddock
Dates of plan: 22 Feb 2024 – October 2024
	Situation
Where we are now, where we want to be; why we want to get there; what benefits will it have to the practice and patients/public/colleagues.

	 Current:
· Small number of patients using Facebook to complain about the service. Generates anger from other patients, upsets reception and other IMG staff, causing additional work and criticisms.
· People who do not use the service regularly so when they need help they do not know about self-help, triage, 111 etc
· People who do not want to accept the new ways of working 
· People who want to be seen ‘now’ by the surgery and not have to go elsewhere or wait. 
· People who do not understand how General Practice works behind the scenes e.g. triage
Where we want to be
· A practice that is respected by the population it serves and a valued community asset
· Patients who know how to access the service and options outside the surgery e.g. pharmacy, walk-in, 111
· Patients who are supported to use the current plethora of services correctly
Why
· To ensure patients get the right care at the right time in the right environment
Benefits
· Patient reported satisfaction with the experience of care
· Faster diagnosis of cancer, heart conditions and other serious issues
· Improving health outcomes
· Living a better quality of life for longer
· Supporting the practice under times of pressure
· Supporting the new premises journey
· Co-production of services with practice and patients 

	Target audience 
Who are we aiming this at? Please tick all that apply. 

	 ☒patients  ☒colleagues   ☒ Members of the public  ☒Key Stakeholders (including CQC, ICB, MPs etc)  ☒ NHS/Social Care Partners    

	Business objectives 
What are we trying to achieve – how will success be measured? List a maximum of five objectives. Focus on outcomes (e.g., increasing discharges) not outputs (e.g., producing a video/poster/leaflet).

	1. 
	Improved health outcomes and published results 

	2. 
	Increased public confidence in the service with positive feedback on social media and other channels

	3. 
	Increased complaints through the practice process with published outcomes of changes 

	4. 
	Improved wider patient engagement with co-production of services 

	5. 
	Improved experience of care





	Action Plan: Feb – October 2024

	Objective
	Action
	By whom
	By when w/c
	RAG

	A) Improved health outcomes and publish results
	Produce a range of communication on patient triage (PT) and the benefits and publish on all platforms 
	PP and TM[footnoteRef:2] [2:  PP – Parm Panesar; TM – Tracy Madge; MM – Mel Maddock; AC – Anne Chapman (new PPG member, solicitor); MMy – Martin Maynes; BB – Bob Barrett] 

	04-03-24
	

	
	Produce a video of explaining the PT to patients and publish on all platforms 
	TM
	04-05-24
	

	
	Letter to all non-mobile phone/paper prescription users updating on (Appendix 1)
	TM
	30-04-24
	

	
	Publish CQC assessments
	PP
	30-04-24
	

	B) Increase public confidence in the service
	Enable PPG access to IMG social media e.g., Facebook (FB) page to enable rapid sharing on village FB pages 
	PP/MM
	26-02-24
	

	
	Agree procedure for first contact response to social media complaints and social media policy (Appendix 2 & 3) and upload on website 
	TM
	30-04-24
	

	
	Publish one positive story per quarter on system and process e.g., anonymised complaint resolved, Libby’s story
	AB/TM
	30-03-24
	

	
	Publish roles and human stories of staff/patients (Appendix 4)
	AB/TM/MM
	30-04-24
	

	
	Change phone message to ‘go online; save time’; shorten the message and 48 hour waits except weekends
	MM/MMy
	30-04-24
	

	
	Arrange open public meetings every quarter with Dr Panesar 
	TM/PP
	30-04-24
	

	C) Increase complaints through the practice process with published outcomes of changes
	Reception training to include patient and staff involvement to share experiences
	MM
	06-05-24
	

	
	Reception staff to offer all telephone contacts training in how to use online support and the NHS App for clinical requests 
	MM
	30-04-24
	

	
	Change website under submit request add for access to appointments and remove appointments tile 
	PP
	26-02-24
	

	
	Publish a quarterly ‘you said we did’ based on complaints and patient engagement sessions
	MM/TM/MMy
	30-04-24
	

	
	Publish a PPG chairs letter in Parish Magazines and other portals on the activity undertaken and positive stories (inc. health insights as required e.g., cancer awareness) 
	BB
	30-04-24
	

	D) Improve wider patient engagement with co-production of services
	PPG drop-in sessions x4 a year for public to come and meet the members with focus on PT training. Offer to attend local groups on request 
	TM/MMy
	26-02-24
	

	
	Publish “you said we did’ quarterly on all platforms 
	TM/MM
	30-04-24
	

	
	Agree social media responsibility based on TM input
	PP/MM
	30-04-24
	

	
	Guiding and scout support to deliver key messages at schools and local shops – with ‘badge’ to demonstrate their input 
	CL
	30-05-24
	

	
	PPG members to provide listening sessions in surgery waiting rooms and at local groups 
	All PPG
	30-05-24
	


Appendix 1

Dear patient/carer 

Re: Use of technology by Ivy Medical Group

I am the principal partner and the senior Doctor at Ivy Medical Group. I am writing to ask you about how you want us to communicate with you or someone who may be helping you. 

I am aware that you and many of my patients may find it hard to use health technology or choose not to use it. Technology is becoming a bigger part of medicine and we want to keep you up to date with what is happening with the practice and how the latest health technology could help you. 

We have noted that you do not have a registered mobile telephone with the practice and/or that you are still using the paper prescription service. We would like to understand why this is your current position. 

We would very much like to ask if you would kindly complete the form below so we can understand your preferences with regard to using technology and how we communicate with you. 

If you wish to discuss using health technology please call Dina, our NHS social prescriber, on 07826898588, or join one of the monthly NHS social prescriber meetings. These are held in Burton Joyce Carnarvon Rooms, 5 Chestnut Grove NG145DP (next to the Old School Building). They are all 1pm-3pm and the dates are as follows: 
14 May
18 June
23 July 
20 August 
20 September
22 October
19 November 
17 December 
Please return the form below to us at your earliest convenience. 

Thank you and with my kindest regards

Dr Panesar 
Ivy Medical Group 
Patient technology and communication preferences 
Return Form
Please return this form to the one of the practice receptions or email it to ppg@ivymedicalgroup.co.uk
	1. Name (please use space below) 

	

	2. Address

	

	3. I do DO NOT have a mobile phone 

	PLEASE GO TO QUESTION 11

	4. I consent to Ivy Medical Group using my personal mobile phone number to contact me with health messages and/or other practice information

	YES/NO (please indicate your option) 

	5. My mobile number

	

	6. I consent to Ivy Medical Group using the following mobile phone number to contact me with health messages and/or other practice information, this number belongs to someone I trust and/or is my carer

	Please enter their mobile number 

	7. I would like to be supported to move away from paper prescriptions and can be contacted by the patient support volunteers by the mobile number above

	YES/NO (please indicate your option)

	8. I do not want to be contacted by my mobile phone or that of anyone else

	YES/NO (please indicate your option)

	9. I consent to Ivy Medical Group using the following email address to contact me with health messages and/or other practice information

	Please enter the email address below: 

	10. I would like to use technology but need help, please give my details to the social prescriber and/or patient support volunteers so they can contact me

	YES/NO (please indicate your option)

	11. I do not want to be informed what is happening at the practice 

	YES/NO (please indicate your option)

	12. Please use the space below and/or the space overleaf to enter any message or feedback you wish to give the practice

	

	Signature - patient if possible:
Signature carer/trusted person:
Date:


Appendix 2: Negative Social Media Response Procedure Standard Statement (please see practice website)
If you are frustrated and are thinking of using social media, such as Facebook, to complain about our service we would kindly ask you to firstly contact the Patient Participation Group (PPG) of Ivy Medical Group. The PPG are patients, just like you, who volunteer their services and are free to act without the permission of the practice. They can help you to navigate the complaints process and support you with your concern. Please email ppg@ivymedicalgroup.co.uk. Alternatively, please use the practice complaint email which will be reviewed by the practice manager within 3 working days. The email is: nnicb-nn.ivymedicalgroup@nhs.net
Standard Statement – to be posted after negative feedback on social media
Ivy Medical Group and our PPG appreciate some people may choose to directly air their concerns regarding our services on social media. We support freedom of speech, but we would ask you to consider the impact as comments posted on social media can be of a negative nature which have unintended consequences. 
Unintended consequences include defamation of the practice which can result in high anxiety and loss of trust in vulnerable patients reading the post. This increases requests for appointments and takes considerable time to rebuild trust in the service. After such posts our reception staff face increased negativity over the telephone and face to face. 
We would kindly ask you to firstly contact the PPG of Ivy Medical Group. The PPG are patients, just like you, who volunteer their services and are free to act without the permission of the practice. They can help you to navigate the complaints process and support you with your concern. Please email ppg@ivymedicalgroup.co.uk. Alternatively, please use the practice complaint email which will be reviewed by the practice manager within 3 working days. The email is: nnicb-nn.ivymedicalgroup@nhs.net
We welcome all feedback – positive and negative, as it gives us the opportunity to review the services we provide and learn lessons, so we avoid repeating any errors. Where necessary we will actively make changes or improvements and undergo training as needed. We publish ‘you said, we did’ quarterly which includes all anonymised complaints that have been through an investigation. All patients who complain receive a full written report on the findings. We are held to account for complaints by NHS England. Our patients have the right to raise complaints with others – please see our complaints policy available on our surgery notice boards and on our website 
Please note that the practice reserves the right to remove a patient from the surgery list and report them to the social networking site if they are found to have made libellous statements or defamatory comments about the surgery or a member of the surgery staff or another patient. 
You would not expect to read derogatory comments about yourself online and neither do we.
Ethical Social Networking
The GMC’s guidance, ‘Doctors’ use of social media’ states social media sites should never be used to discuss individual patients or their care. If a GP is contacted by a patient through their private profile for medical advice the patient will be asked to direct their query to the surgery.
Appendix 3: Social Media Privacy Policy for Patients, Staff and Third Parties (please see practice website)
The Practice recognises that social media provides unique opportunities to engage and share Practice and general health information with patients and interested third parties. However, social media can pose risks to the Practice’s reputation. To minimise these risks and to ensure that social media is only used for appropriate and positive purposes, we expect all staff, patients and third parties interacting with the Practice through social media to comply with this policy.
This policy sets out rules in relation to the use of all forms of social media. Failure to comply could result in the Practice issuing warnings or taking appropriate action to social media users regarding their conduct and the impact on the Practice/Patient relationship, this could include removing access to the Practice’s social media.
Definition of social media
Social media is a type of interactive online media that allows parties to communicate instantly with each other and allows the sharing of data in a public forum. Social media covers, but is not limited to Twitter, Facebook, LinkedIn and You Tube.
Scope
This policy covers all individuals and third parties who have access to the Practice’s Social Media sites. Examples of social media misuse may include (this list is not exhaustive):
· Posting offensive or critical messages/comments on Practice or supplier/third party organisation sites
· Posting content that could breach patient, staff or Practice confidentiality 
· Posting derogatory or inappropriate pictures or comments about staff, patients or third parties 
· Reposting or sharing material of an offensive, sexual, political or religious nature and linking such content to the Practice
· Any perceived misuse of social media should be discussed with the Practice Manager.

Use of social media
You may contribute to the Practice’s social media activities by possibly providing information. This will need to be approved by the practice and who have administration rights. If you are unsure about the suitability of a ‘post’ or ‘comment’ you should discuss this with the Practice Managers. Circulating or posting commercial, personal, religious or political beliefs or promotion of organisations unrelated to the Practice’s business on the Practice social media is prohibited.
Responsible Use of social media
You should ensure the communication has a purpose and is intended for public benefit. We welcome constructive criticism and suggestions can be made via the Practice Manager. 
Use your common sense before you comment, or post anything and think about what you are saying to the public and how you are representing yourself or your organisation.
Ensure that you do not post any disparaging or defamatory statements about The Practice, Staff (current and past), Patients (current and past) other Practices and organisations within the NHS or connecting areas. You should not post Images or links to inappropriate content. Many images available online are copyright protected and should not be used without permission.
· You must not breach confidentiality in any way.
· You must not use social media to bully, harass or to discriminate against any party.
· You must not express any strong religious or political points.
· You must refrain from any illegal activity.
· You should not enter into any personal attacks or hostile postings
· The golden rule is to ask yourself whether what you are about to post could cause offence to anyone. If the answer is yes, then do not make the posting.

Monitoring
If you see anything that concerns you, this should be highlighted to the Practice who will agree what appropriate action to take. The Practice could potentially contact patients who are critical of the Practice on social media and invite them in to discuss their concerns, if this continues the Practice may need to advise them of the risk of a breakdown in the Practice/Patient relationship. 
The Practice will also remove posts from social media if necessary and we will contact the admin team of any other social media platform and remind them they are liable for what is stated on the page and ask for posts to be removed. Libel laws apply to social media as they do to any publication. In the event of misuse being found, the Practice may limit your access rights in addition to any other action deemed necessary.
Providing Feedback/Raising a Concern
If you would like to provide feedback or have a concern about the service you have received from the Doctors, or any of the team working at the practice, please let us know as soon as possible, by either talking directly to one of the management team. 
We will:
·   Listen to your comments and concerns
·   Consider feedback and take appropriate action
·   Try and resolve any concerns as quickly as possible
·   Put you in contact with the right person to help you further.
Formal Complaints
We hope that most problems can be resolved easily and quickly. If your problem cannot be resolved in this way and you wish to make a formal complaint so your issues can be investigated, it should be addressed to the Practice Manager at:
4 Wheatsheaf Court, Burton Joyce, Nottingham,NG14 5EA
Or emailed to the Practice Manager on: nnicb-nn.ivymedicalgroup@nhs.net
We will acknowledge your complaint within three working days and aim to have responded within 30 working days.
Please note that some complaints are complex and may require longer than 30 days for a response. For example, when other NHS organisations may be involved, we are reliant on their responsiveness. 
Support
If you are unsure about any of the contents of this policy or want to discuss the Practice’s social media, please firstly contact the Patient Participation Group on ppg@ivymedicalgroup.co.uk
Appendix 3: Staff spotlight framework
You are invited to meet Anne Butler, PPG support for staff communication. 
The PPG have developed this framework to capture who the team are, what they do and their human stories to share with patients. The aim is to improve relationships between the team and the wider public and to reduce the number of complaints aired on social media. 
The PPG will highlight the human side of the team to share with patients so they can understand how social media can affect others. 
Anne will ask for your consent to share your experience of working at Ivy Medical Group. Your story will only be shared on social media and the practice website with your permission. If you do not want to be named, we will anonymise your feedback but if you are comfortable with this, we can include a photograph. 
Staff will have an informal coffee/tea with Anne, and she will ask staff questions about their role at Ivy using the following questions:
1. What is your first name
2. Tell me a bit about yourself outside of work
3. What is your role at the surgery and how long have you been there
4. What is your favourite or most rewarding part of the job
5. What are you most proud of at work and at home
6. What one thing do you wish people knew about your job
7. How do you feel when you get complaints or complements  
8. What would your superpower be
9. If you had three wishes, what would they be
10. Is there anything else you want people to know about you or your role 
Consent
Staff name:
I agree to my story being shared on social media and on the practice website ☐Yes ☐No
I agree to my photography being shared ☐Yes ☐No
I only agree to my story being shared anonymously on social media and on the practice website ☐Yes ☐No
Staff signature:
Date:
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