PPG Engagement/Communications Quarter 2: April to June 2024

1. Your PPG has volunteer patients who hold at least 4 open meetings per year to gather views of registered patients and to provide information and updates. These meetings are advertised widely, and a text message is issued to all patients who have a mobile phone registered with the practice.

2. The PPG are independent of the practice, and they feedback and represent your views, good and not so good! They also feedback from issues raised on social media.

3. The PPG hold at least 4 public meetings a year for registered patients. Patients can drop-in and the meeting includes a Q&A and information sharing. The table below is the summary from the on 6 June 2024, italics are issues that were also raised at the April meeting. 20 patients attended. 

4. The PPG meet with the Practice Manager every month to go through all the complaints, compliments (anonymised) and the outputs of the PPG engagement. An action is agreed against all the issues and the PPG formal meeting included a performance report on what progress the practice has made.

5. In addition the PPG update the surgery notice boards twice a month and listen to the views of patients. In June the practice invited the PPG to the team time out to learn about our work and how we can help maintain a high quality service. The slides are attached at Appendix 1.

Table Quarter 2: April – June 2024 PPG feedback

	Theme/Area
	Compliments
Examples 
	Concerns
Examples
	We did/are doing

	Staffing
	Two compliments on how good the receptionists are 
Positive about clinical care given
	Who are the team? Who are the doctors? 
Not confident in care and continuity  
	PPG are meeting with all staff to produce a who’s who which will collate the specialisms of the team
PPG by July 2024


	Prescriptions
	
	Repeat prescriptions not on time
	The pharmacists at Lowdham and Burton Joyce can use Patient Triage to query all prescriptions, they need the patients permission. IMG will respond within 48 hours (Mon-Fri only)
PT updates provided to pharmacies 
Complaints help the surgery investigate specific issues. 
Advise patients to write to the surgery and communicate via ‘you said we did’ and at all public meetings
IMG and PPG by May 2024
Hold clinical protected learning time event to focus on prescriptions 
IMG by Sept. 2024

	
	
	Items missing or incorrect 
	

	
	
	Posted paper prescription in box lost  
	

	
	
	Confusion over prescriptions
Dr blames pharmacy; pharmacy blame Dr
	

	
	
	Missing items, not all together 
	

	
	
	Not in stock 
	

	
	
	Mistakes being made on prescriptions and no response from surgery, requests for changes not completed
	

	
	
	
	

	Appointments
	Simple problems dealt with promptly 
	Text message sent for appt but no time or date 
	Reviewing the system to ensure this is prevented
IMG by July 2024

	
	New patient who joined the practice in Jan 24 - impressed with service compared to previous surgery.
	Wait too long
	Communicate waiting times as IMG has better than local and national average to be seen 
IMG and PPG by Sept. 2024

	
	
	Urgent request and still no reply since 17/05/24
	

	Telephone appointments
	
	Window for the practice to provide a telephone conversation
	The demand for urgent care can mean that a precise time is unable to be accommodated.
Communicate via ‘you said we did’ and at all public meetings
IMG and PPG by July 2024

	
	
	
	

	Access to medical records
	
	Delay in access to medical records requested - 7 weeks/3 months ago 

	IMG to confirm process and PPG to produce communication 
IMG and PPG by July 2024

	
	
	
	

	Triage
	Telephone call from clinician, referral onwards and all done in 5 days .
Triage works well!

	Not a good service for chronic conditions and cancer. One patient ended up in hospital due seriousness of COPD. Pre covid patients were ‘flagged’ 
	Flag cancer and long term/chronic conditions so they are prioritised when requesting urgent appointment 
IMG by Sept. 2024

Assess increasing text box limits within triage 
IMG by Sept. 2024


	
	
	Sections are word limited with not enough space for more detail 
	

	
	
	
	

	Housebound
	
	X2 carers unable to get covid jab at home

	IMG to communicate housebound access for vaccinations 
IMG by July 2024

	
	
	
	

	Physio service
	
	Wrong referral form issued by Dr and receptionist not allowed to directly book

	IMG to confirm process and PPG to produce communication 
IMG and PPG by July 2024

	
	
	
	

	Clinical follow up
	
	No follow up with results or hospital appt when GP required to act
Letters and tests done in hospital not communicated e.g. when follow up required
	Patients must use the complaints system to raise this issue to help the surgery investigate specific issues. IMG and PPG to communicate widely.
IMG and PPG July 2024
CQC check this by directly accessing the GP records. They monitor that letters are acted upon within a set timeframe and they regularly check the waits. IMG are within the agreed timeframe for all letters
IMG to communicate by May 2024

	
	
	
	

	Health checks
	
	Over 70 and not been seen for 7 years, can health check appts be issued
	IMG to review and inform patients of process. PPG to communicate 
IMG and PPG by Sept. 2024

	
	
	
	

	Complaints
	
	Not addressed in a timely manner. One patients had no reply 6 weeks after sending in.
One patient had no further information since Jan 2024

	IMG to review complaints process and revise as necessary. Publish outcome on website 
IMG by Sept. 2024









Practice Premises

The PPG has been in regular contact with the Practice, ICB and Assura to ascertain progress regarding the development of new practice premises for the Ivy Medical Group. Although there is no immediate news on whether a site has been located and secured we understand that this is still being taken forward as a priority by all concerned. Regular discussions between the parties are actively taking place and we are hopeful that there will be more definitive announcements made in the coming months. The PPG stands ready to assist in this development by providing a patient voice throughout the commissioning of new premises.

Health Awareness

As for Health Awareness workstream, there have been three Insight articles, covering Kidney health, the Prostate and more recently Diabetes.
PPG has had a presence at some Social Prescribing meetings and is launching a poster campaign around Online Health requests (Tracy's infographic), plus seeking assistance from IMG reception to try and get the message out to phone callers via workshops - to be planned. Changes to the Triage forms and feedback messaging has also been initiated. Finally, a flowchart has been drafted to clarify the blood testing process, awaiting input from IMG; face to face meeting to resolve being considered.
Two feedback workshops have taken place and themes from patient feedback has been collated with proposed solutions.

EOLC update

Survey completed at IMG and Plains Surgery. 
There was parity on most questions, however where the family had a quality experience more detail was provided in the plains survey.
The outcome is results will be presented at the ICB EOLC board by Kate Martin ( Notts Hospice) 
Dr Ahmed will discuss findings with the PCN to consider funding a role for signing posting and support for patients and carers when a patient is deemed in the last year of life ( Gold Standards Framework)
To address findings of the survey, families needing signposting to services and a perceived lack of support in bereavement,  I’m in the process of planning a community conversation event to explore ‘advance care planning and facing bereavement’- I hope to do this with the support of Rev Anna Alls, Dina Social Prescriber and Tracy- anyone else from the PPG who wishes to support is welcome. We will be aiming for a date in Sept- depending on how it goes we may well repeat it.




Appendix 1: PPG and IMG Learning Event
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