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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, Email, Other (please specify)   Face to face and e-mails


	Number of members of PPG: 15


	Detail the gender mix of practice population and PPG:

%

Male 

Female 

Practice

53
47
PPG

26.6
73.4

	Detail of age mix of practice population and PPG: 
%

<16

17-24

25-34

35-44

45-54

55-64

65-74

> 75

Practice

20
13
20
16
12
7
5
5
PPG

7
7
14
28
21
0
28
0


	Detail the ethnic background of your practice population and PRG:
 ( Data currently unavailable – when researched/ audited information obtained by the practice within clinical system is  inconclusive and therefore is unreflective of our practice population)
White

Mixed/ multiple ethnic groups

British

Irish

Gypsy or Irish traveller

Other white

White &black Caribbean

White &black African

White &Asian

Other mixed

Practice 

PPG

Asian/Asian British

Black/African/Caribbean/Black British

Other

Indian

Pakistani

Bangladeshi

Chinese

Other 

Asian

African

Caribbean

Other Black

Arab

Any other

Practice

PPG



	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:

We consistently are actively encouraging patients to be part of our PPG, we have advertised this group within the practice with posters, on our text message reminders, we e-mailed and SMS text messaged all patients who were over 16 years of age. We have also incorporated an invite to join our PPG into our registration packs that are supplied to all newly registered patients. We have also detailed the details of the group and invited patients to engage with the practice on our website www.acocksgreenmedicalcentre.org.uk, you are also able to change the language within our website and therefore the information could be read in your desired language.


	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? NO

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




2. Review of patient feedback

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

We reviewed all types of feedback; e-mails, comments within the comments box, previous ‘ Practice Questionnaires’ , face to face, NHS choices, Friends & Family Test, written comments and verbal feedback.


	How frequently were these reviewed with the PRG? Every 3 months



3. Action plan priority areas and implementation

	Priority area 1

	Description of priority area: Number of appointments available daily


	What actions were taken to address the priority? 
We carefully reviewed our current appointments system and made positive changes, for example, extended HCA clinics, offering specific Disease management Clinics e.g. Diabetes / Asthma etc, recruitment of locum GP offering regular sessions, appointments being able to be booked online and advertising this service. We have also embraced the ‘Unplanned Admissions’ care plans and offered an additional contact number to patients on this register, this assists us with offering a triage or arranging a visit for the specific patient in addition to our daily appointments. A member of the PPG group also suggested that on our ‘call waiting messages’ we include a message advising of the current wait time for a pre-booked appointment.


	Result of actions and impact on patients and carers (including how publicised):
 Increase in appointments available at the practice daily. Alternative methods available to book appointments, this has assisted in the reduction of telephone calls to the practice requesting for an appointment.  I feel all of our actions have positively impacted on the patients experience and offered assistance with booking appointments.



	Priority area 2

	Description of priority area: Accessing on the day appointments


	What actions were taken to address the priority? 
Enabling, advertising, educating and encouraging access to our ‘Vision Online services’. We completed a whole campaign about advertising and encouraging patient to access our online services, we offered telephone and/ or face to face assistance and computer stations and computer support with the individual set- up of patient’s online accounts. We did a ‘visual display board’ within our waiting room offering this service, providing educational materials explaining the service, offering assistance and registration forms. We also advertised this service on our website with a link to the registration form and online website to assist with the registration process. We also obtained visual educational materials from our clinical system provider – Vision to supply to patients, this consisted of posters etc. We also added the ‘registration forms for online services’ to our registration packs for newly registered patients and encouraged this as part of our ‘new patient’ appointments.


	Result of actions and impact on patients and carers (including how publicised): 
As a result of these actions we have had an increase with patients registering and accessing the online services, this has assisted with the reduction of daily calls to the practice to book appointments and has had an increase of amount of appointments booked online.



	Priority area 3

	Description of priority area: Improvement / expansion of premises


	What actions were taken to address the priority?
As a team we discussed and made individual contributions for a Practice Infrastructure Fun application for funding for improvements and expansion to the premises. This included an increase of consulting rooms, improvement for access to the building to include ramps / electric doors etc, and cosmetic improvements to communal areas to assist us with meeting CQC recommendations, improvements to enhance patients experience and assist us for future requirements and help us to meet patient expectations. Our application was submitted on the 16th February 2015 and we have recently been advised that our expression of interest has been supported in principle as a priority project for 2015 – 2016 having clearly demonstrated that the investment will support the key objectives of the funding specifically improving access to general practice and enhancing services to support patients to manage their conditions in community settings with a measurable reduction in emergency attendances or admissions to hospital and we are awaiting an official outcome.


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

This process enabled us to engage within our group, brainstorm improvements and ideas to be put forward in a positive manner to improve patient experiences. This was a great involvement process for the group and our patients allowed ideas to be put forward. As mentioned above it is suggested that we may have a positive outcome and improvements work will be carried out between 2015 – 2016.



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/NO

Date of sign off: 



	How has the practice engaged with the PPG:

How has the practice made efforts to engage with seldom heard groups in the practice population?

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

Was the PPG involved in the agreement of priority areas and the resulting action plan?

How has the service offered to patients and carers improved as a result of the implementation of the action plan?

Do you have any other comments about the PPG or practice in relation to this area of work?




We have had a positive PPG running at the practice and have increased our members within this year. Previously we completed a practice questionnaire and this has assisted the group with planning our priorities for the year, enhanced suggestions with our application for funding  and enabled us to gather valuable feedback on our service.








