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Annex D: Standard Reporting Template

Shropshire and Staffordshire Area Team 

2014/15 Patient Participation Enhanced Service – Reporting Template

Practice Name: 
Brinsley Avenue Medical Practice
Practice Code: 
M83601
Signed on behalf of practice:      [image: image3.jpg]England



      






Date: 19/03/2015
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Date: 20/03/2015
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

	Number of members of PPG: 6 (1 member put attendance this year due to family commitments but still receives notes)


	Detail the gender mix of practice population and PPG:

%

Male

Female

Practice

49
51
PRG

33.4
66.6

	Detail of age mix of practice population and PPG: 
%

<16

17-24

25-34

35-44

45-54

55-64

65-74

> 75

Practice

15.8
6.5
8.6
12.4
15.7
11.1
14.5
15.4
PRG

0
0
0
50
0
0
0
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 

81%
1%

0%
0%
1%
1%
1%
1%
PRG

100%
0%
0%
0%
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%
1%
1%
1%
1%
0%
1%
1%
0%
0%
PRG

0%
0%
0%
0%
0%
0%
0%
0%
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 current PPG is a long standing group membership is advertised within the practice

· The clinical team are encouraged to invite participants to join – this is evidenced in our clinical meeting notes this year and last


	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/NO

If you have answered yes, please outline measures taken to include those specific groups and whether those measures were successful:

· We have over 350 patients who are residing in nursing and residential homes with this is mind a member of our existing PPG works at one of our nursing homes and provides valuable feed back to the practice from this patient perspective.


2. Review of patient feedback

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

· The group have reviewed early in 2014 the GP patient survey
· Compliments received by the surgery have been shared and discussed with the PPG

· Feedback from patients who have spoken to PPG members has been shared

· More recently a summary of the Friends and Family Test responses has been shared



	How frequently were these reviewed with the PRG?

· The PPG group met 4 times this year and at each meeting feedback has been on the agenda and discussed.

· A patient congress rep attended the group this year and commended the practice on how the group was run and how we shared feedback




3. Action plan priority areas and implementation

	Priority area 1

	Description of priority area:

Continuing to offer excellent services as clearly appreciated by patients from the feedback received this year.


	What actions were taken to address the priority?

· Ensured high standards of customer service have been maintained in reception this has been noted by patients and visitors
· Continued to offer patients high quality services such as;

· EMIS Web functionality.

· Online appointment booking.

· This year we were the first surgery in Stoke to go live with EPS which really benefited our patients particularly in the Nursing Homes.



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

· Complaints are at an all-time low and patient satisfaction according to the Friends and Family cards is high.
· The list size is continuing to grow.

· All changes in technology this year have been advertised to patients on the website and in the waiting room.




	Priority area 2

	Description of priority area:

Clarify opening hours on website and in surgery


	What actions were taken to address the priority?

· Clear notices are on display in the practice
· The website has been redesigned and updated and opening hours are clearly visible

· NHS choices is continually updated particularly during holiday periods.



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

· Clear information means patients and their carers can access the practice
· Patients are fully aware of how and when to access the practice

· This is published in surgery and on the website




	Priority area 3

	Description of priority area:

Place a limit on online appointments


	What actions were taken to address the priority?

· The PPG expressed concerns when we moved to EMIS web and could offer online appointments that more elderly patients (which make up a large proportion of the patient demographic) may be disadvantaged if too many appointments were offered online and there was potential for inequity as they were not online.  The PPG group also highlighted that interaction with reception was important to ensure patients saw the most appropriate member of the clinical team.
· The PPG endorsed the continuation of the vast majority of appointments being booked by phone on the day

· A number of appointments were made available to book in advance online and for book on the day appointments.  The book on the day appointment open after 21:00 the night before so patients can book them before retiring for the evening in the certain knowledge they have an appointment the next day.



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

· For patients who have online access they have been highly complementary of the service and specifically the ability to book online and the volume of appointments offered appears to be the right.
· However, we have noticed that despite online booking the vast majority of appointments are booked over the phone.




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: 20/03/2015


	How has the practice engaged with the PPG:

· The practice has regular (quarterly) PPG meetings which have an agenda and are minuted.
How has the practice made efforts to engage with seldom heard groups in the practice population?

· We discuss at each meeting the wider patient population and their needs

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

· Yes we discuss feedback from numerous sources and reflect on this as a group
Was the PPG involved in the agreement of priority areas and the resulting action plan?

· We discussed the action plan at the last PPG meeting of 2013 and the first meeting of 2014

How has the service offered to patients and carers improved as a result of the implementation of the action plan?
· As PPG members we as patients are kept up to date with developments within the practice and NHS along with other organisations connected with health.  The work of the group this year has continued to build upon the excellent work already undertaken and the technological improvements have made a significant difference to patients and the operation of the practice.
Do you have any other comments about the PPG or practice in relation to this area of work?
· “In this practice we have a helpful and dedicated staff and an active PPG membership.  I say as an 84 year old ‘If it’s not broke don’t fix it!’”



New clinical system to cope with online appointments and texting patients


This was put in place this year and patients now have access to a full range of online services and receive text messages (if they have provided their mobile number) advising of appointments and reminders.





Improve the phone system to ensure that callers know it is the surgery calling them


We changed phone provider this year and they have removed call barring so callers can see the practice number when we have tried to contact them.  This has proved beneficial and patients have commented that they prefer this.





Improve the telephone system to ensure patients can get through


The practice has three incoming phone lines.  The reception team have a target to answer calls within 4 rings 








