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Signed on behalf of PPG:




B O’T, PPG Chairperson                Date:
23rd March 2015
1. Prerequisite of Enhanced Service – Develop/Maintain a Patient Participation Group (PPG)

	Does the Practice have a PPG? YES (2 in Total ) One at APMC and one at The University of Warwick Health Centre)


	Method of engagement with PPG: FACE TO FACE PPG MEETINGS ARE HELD MIN 3 TIMES PER YEAR (University by Email and Virtual PPG)


	Number of members of PPG: 12 at Allesley Park (AP) and 18 at University of Warwick Health Centre (UWHC) 


	Detail the gender mix of practice population and PPG:

%

Male 

Female 

Practice

49.68%
50.32%
PPG

11 (3+8)
19 (9 + 10)

	Detail of age mix of practice population and PPG: Excluding roundings
%

<16

17-24

25-34

35-44

45-54

55-64

65-74

> 75

Practice

9%
48%
12%
7%
8%
5%
4%
4%
PPG

0%
8%
0%
8%
8%
8%
59%
8%


	Detail the ethnic background of your practice population and PPG: 

White

Mixed/ multiple ethnic groups

British

Irish

Gypsy or Irish traveller

Other white

White &black Caribbean

White &black African

White &Asian

Other mixed

Practice 

96%
0
0
<1%
0
0
0
0
PPG

9 (8+1)
0
0
4 (1+3)
0
0
0
0
Asian/Asian British

Black/African/Caribbean/Black British

Other

Indian

Pakistani

Bangladeshi

Chinese

Other 

Asian

African

Caribbean

Other Black

Arab

Any other

Practice

<1%
0
0
0
0
<1%
<1%
0
0
0
PPG

3 (1+2)
1 (0+1)
0
7 (0+7)
2 (0+2)
2 (1+1)
1 (1+0)
1 (0+1)
0
0


	Describe steps taken to ensure that the PPG is representative of the practice population in terms of gender, age and ethnic background and other members of the practice population:

The existing patient panel members promote membership of the panel by word of mouth within the Allesley Park (AP) community and particularly by our Chair lady who is well known within the community.  

In addition we also promote the PPG panel 

1) on our website where patients can apply to join the panel by simply sending us their details on line.

2) Via the seasonal newsletter which can also be accessed on line via our website.

3) The practice manager encourages patients to join the panel when handling concerns or queries raised by patients

The practice demographics are predominantly white/British and our panel members reflect this albeit we are over represented at AP in the 65 – 74 age bracket and understated in the 17-24 age band. This is the opposite and is compensated by the separate Patient Panel Group at The University of Warwick Health Centre (UWHC) where the 18 panel members fall predominantly within the 17-24 age band (See the details above and the separate comments and priority areas identified). 

All University patients are invited to join the PPG at time of registration via the Health Information form.

	Are there any specific characteristics of your practice population which means that other groups should be included in the PPG? 
e.g. a large student population, significant number of jobseekers, large numbers of nursing homes, or a LGBT community? 
YES please see below. 
If you have answered yes, please outline measures taken to include those specific groups and whether those measures were successful:

We have a student population at UWHC (which is approx. 50% of our patient base). They have a separate PPG and they have completed a separate copy of their report and findings which has been incorporated in this document where indicated.



2. Review of patient feedback

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

Suggestion Box comments – This is always available in reception with comment/feedback slips on the reception desk. All the comments/feedback are reviewed with the panel members at the next available panel meeting.
Friends and Family Test (FFT) – Since December the monthly results and comment sheets are reviewed with the panel and by all staff.

Patient Letters and telephone comments – These are reviewed and if appropriate included in future PRG meetings.
The University of Warwick Health centre sources include FFT and patient comments.


	How frequently were these reviewed with the PRG?

APMC - All suggestion box and FFT feedback is reviewed with our panel members at the next available panel meeting (min 3 times per year).
UWHC - Once


3. Action plan priority areas and implementation (Allesley Park Medical Centre)
	Priority area 1 Allesley Park Medical Centre

	Description of priority area: Practice signage
Patient Panel members and general patient feedback identified the following

1) Clearer opening times were required including clarification of our extended hour’s sessions and reception time’s availability.

2) Clearer internal signage for accessing the nurse rooms and GP rooms

3) Directions to exit nurses rooms to be clearly marked


	What actions were taken to address the priority?

1) New nurse entrance and exit signs have been placed on doors including directional exit signs on the internal Nurse corridor door. 

2) New signage displaying the daily opening hours have been displayed on main entrance doors to the practice. 

3) We have Improved the communication of information to patients via the practice website and internal communications via our practice newsletter to explain what services are available post 6.30pm i.e. pre bookable appts only.
4) Practice opening times are now shown on the reception TV.


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

1) The practice newsletter clarified daily opening/closing times and what services and access was available post 6.30pm thus improving access and communication with patients.
2) The practice website was updated to make our opening times and services available pre and post 6.30pm clearer for patients to benefit on line users and bookers of appointments on line.

3) The new door and corridor signage made it clearer for patients to find their consulting room first time and exit the building 
safely. Thus improving the efficiency of our sessions.



	Priority area 2 Allesley Park Medical Centre

	Description of priority area: Improved Appointment availability


	What actions were taken to address the priority?
The structure of appointment sessions was reviewed with the Senior Receptionist to see what improvements could be made.

The partners input re the session structure was obtained particularly at the end of day to help with extended hour sessions.

The on line availability of appointments and appointment types was reviewed to increase the variety and volume available. 



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

1) ‘On the day’ GP appts are to be varied to meet the overall clinician availability e.g. Nurse Practitioner on Hols so we may need more GP ‘on the day’ appointments to meet demand.
2) In addition to nurse practitioner appointments we now make all Phlebotomy appts, Flu vaccine appts and additional GP locum appointments available for booking on line via our website. 

3) ‘Urgent’ appointments are allocated and released at key times of the day to improve patient access throughout the day for all patients via telephone and on line booking availability.



	Priority area 3 Allesley Park Medical Centre

	Description of priority area: Internal calling communication with patients
 The calling system on the TV was only visual i.e. no ‘Bing Bong’ alert tone was used.


	What actions were taken to address the priority?

1) The visual display of the clinicians name and room is displayed on the TV calling system.
2) The calling system now has an audio alert ‘Bing Bong’ for those patients who may be visually impaired.

3) Some partners preferred to continue to call patients personally and escort them to their room.


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

1) Sessions are running more efficiently due to a minimised delay previously caused by the calling system.
2) Patients with differing disabilities benefit from our calling system. 



4. Action plan priority areas and implementation (The University of Warwick Health Centre)

	Priority area 1 The University of Warwick Health Centre

	Description of priority area:  Clinicians Running Late


	What actions were taken to address the priority? 

All Doctors asked if they would like to extend their surgery time by including extra blocks

Re- wording of One Problem One Appointment posters stating the clinician will only see them for One Problem unless they have booked extra time. This should help clinicians keep to time

Receptions to keep patients informed of clinicians running late, ask are they ok to wait or would they like to re-book. 

Receptionists to inform patients they will only be seen for One Problem at the time of booking the appointment



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

On website and notice board in waiting room. 




	Priority area 2 The University of Warwick Health Centre

	Description of priority area: More appointments needed 


	What actions were taken to address the priority?

Pink Practice – From start of Spring Term (January 2015) permanent Registrar for extra session of 16 appointments up till end of Summer Term (June 2015).  Appointments to be reviewed prior to new academic year.



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

Better access




	Priority area 3 The University of Warwick Health Centre

	Description of priority area: Advertise days and times Doctors have surgeries

	What actions were taken to address the priority?

Timetable put up in waiting room



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

They know when to book if they need to see a particular Doctor




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):
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5. PPG Sign Off

	Report signed off by PPG: YES

Date of sign off: 23rd March 2015
Has the report been published on the practice website?  YES

	How has the practice engaged with the PPG: Please see the above report.
How has the practice made efforts to engage with seldom heard groups in the practice population? 
The PPG has been promoted on line via our website, verbal communication by our panel members and management and also via our internal seasonal newsletter which is available on line and in the reception waiting area.
Has the practice received patient and carer feedback from a variety of sources? 
Yes see the full report.
Was the PPG involved in the agreement of priority areas and the resulting action plan? 
Yes priority areas were discussed and agreed at our PPG meetings throughout the year prior to final sign off by the chair of the panel.
How has the service offered to patients and carers improved as a result of the implementation of the action plan? 
Please see the report. The full report is displayed on our website for on line access/viewing and a copy for patients to read is available in our waiting area.  
Do you have any other comments about the PPG or practice in relation to this area of work? 
No.



Please return this completed report template to the generic email box – england.ahwat-pc@nhs.net no later than 31st March 2015.  No payments will be made to a practice under the terms of this ES if the report is not submitted by 31st March 2015.
N/A – No issues outstanding.


This is our first year of this type of submission report. Previous years action plans have been completed and displayed on our website.








PPG Report and Comments 2014-2015
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