	
	
	



PPG Meeting: 17 July 2024 
Practice Performance Quarter 2: April 2024 – June 2024
Complaints, compliments and public feedback

Introduction
Firstly, THANK YOU, to all the patients/carers who wrote to or contacted the practice or Patient Participation Group (PPG) with compliments, complaints or concerns, we welcome all. 

This report includes the numbers and themes from these sources, and we will publish a ‘you said: we did’ at least twice a year.

Purpose
The purpose of gathering complaints and compliments:
· Identifies areas of good practice
· Identifies areas for improvement, lessons learned and changes that need to be made
· Demonstrates we value patients and others’ concerns and comments about our service by making the changes we can based on your feedback

The PPG receive a quarterly and an annual report on all the feedback from a range of sources. This is shared at a public PPG meeting and the outputs published on our website, notice boards and on all available media forums.

Please see the separate paper on PPG meetings which is also shared with the practice. The PPG meet with the practice manager every quarter to look at all the feedback and to ensure any required actions are taken forward.

Summary of feedback in quarter 2
· 5 written/emailed formal complaints
· 2 written/emailed informal complaints
· 10 compliments/thank you

Patient highlight



Hi all, please have a read of this amazing successful patient outcome story provided by the amazing service at OUR practice…
I was on triage on 22nd may, requested an image from a pt re a leg lesion, she sent it back straight away. Looked at it and it looked like a potentially dangerous skin cancer, called her, she thought it was an insect bite, rapid growth over 3 to 4 weeks. Told her I thought was a skin cancer, did 2 week wait that day. Yesterday, 6 weeks later, she came to have her stitches out after it was removed last week. (5 weeks after contact with us)


Themes from the feedback
The themes and numbers of compliments and formal complaints from quarter 2 were the same:
· Clinical services 
· Triage
· Quality of staff




Social Media
In Quarter 2 – April – June 2024 there was 1 Facebook post on Burton Joyce (BJ) Village  
Only one post in this quarter which was a positive post and liked by 72 people. 
My husband had suspicious looking skin lesion I sent a picture in the next day referred and having lesion removed in 1 week, I call that a good service”. 
Comments on this post included:
· “the team down there are absolutely ace” 
· “I used online and was contacted in a couple of hours with a face-to-face appointment. All very efficient”
· “The fast action has been life saving for us”
· “Sounds like the have changed the procedure my dad had to wait ages for an appointment….I’m glad they have changed this”

Practice level and NHS website
The practice has received 6 compliments directly, 1 thank you card and 3 comments via the NHS website (see below). All were positive about the service.
· ...sorted urology concerns and got a review with the consultant. Impressed the process and the staff.
· Dr was so thorough, didn't feel rushed and felt heard
· Dr was lovely, listened to my concerns and dealt with them professionally
· Practice nurse is lovely 
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Super efficient, so impressed

Jokk ok ok

Rated 5 stars out of 5
by Anonymous - Posted on 11 June 2024

Problem with a hand wound healing and another personal problem,
requested on line help and sent a photo. Within one hour had an appt
that day with the nurse and a link to book a GP appointment.
Appointment made for 2 weeks later! 2 weeks! Incredible. Rang and
asked if it could be brought forward a week and it was. Saw GP,
prescribed medication and had it dispensed all within an hour. Thank
you to them all!

Visited June 2024
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Great practice

Jokk ok ok

Rated 5 stars out of 5
by Sally scothern - Posted on 23 May 2024

Ivy have never let me or three generations of my family down. | had
recent fall with ongoing problems- pain and need for a scan. | had a
swift and comprehensive response via the triage service and liaised
with a GP resulting in a proactive plan and referrals to relevant
services. They are under huge pressure and work very hard.

Visited May 2024
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Prompt response
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Rated 4 stars out of 5
by Steve - Posted on 22 May 2024

Pleased with a swift and reassuring response enabling me to obtain a
specialist appointment within the next two weeks.

Visited May 2024

Report as unsuitable
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