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Patient Participation Reporting Template 2014-2015
Practice details: LOVEMEAD GROUP PRACTICE
Practice code: J83008
	Stage one – validate that the patient group is representative


Demonstrates that the PRG is representative by providing information on the practice profile:


	Does the Practice have a PPG YES/NO








YES    


	Practice population profile
	PRG profile
	Difference

	Age 

	% 18 – 24 – 8%
	% 18 – 24 -  2%
	6%

	% 25 – 34 – 13%
	% 25 – 34 -  4%
	7%

	% 35 – 44 – 13%
	% 35 – 44 – 6%
	7%

	% 45 – 54 – 15%
	% 45 – 54 – 14%
	1%

	% 55 – 64 – 13%
	% 55 – 64 – 24%
	+11%

	%65 – 74 – 11%
	%65 – 74 – 27%
	+16%

	%75 – 84 – 7%
	%75 – 84 – 19%
	+ 12%

	% Over 85 -3%
	% Over 85 -               3%
	0

	Ethnicity 

	White
	White
	

	% British Group -  84%
	% British Group – 94%
	10%

	% Irish – 0.1%
	% Irish – 0%
	0.1%

	Mixed
	Mixed
	

	% White & Black Caribbean – 0.1%
	% White & Black Caribbean – 0%
	0.1%

	% White & Black African – 0.2%
	% White & Black African – 0%
	0.2%

	% White & Asian – 0.1%
	% White & Asian -0
	0.1%

	Asian or Asian British
	Asian or Asian British
	

	% Indian -0.6%
	% Indian -0 %
	0.6%

	% Pakistani – 0.2%
	% Pakistani – 0%
	0.2%

	% Bangladeshi – 0.2%
	% Bangladeshi – 0%
	0.2%

	Black or Black British
	Black or Black British
	

	% Caribbean – 3%
	% Caribbean – 2%
	1%

	% African – 0.2%
	% African – 0%
	0.2%

	Chinese or other ethnic Group 
	Chinese or other ethnic Group 
	

	% Chinese – 0.1%
	% Chinese – 0%
	0.1%

	& Any Other – 6%
	& Any Other – 4%
	2%

	Gender 

	% Male – 49%
	% Male – 44%
	6%

	% Female – 51%
	% Female -56%
	+6%


	Differences between the practice population and members of the PRG

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:
	Despite continued recruitment,our group does not fully reflect the practice population age/sex and ethnicity.  We have managed to recruit a few more members during the year.  Our group continues to have representation from a cross section of the community.  

	Are there any specific characteristics of your practice population which means that other groups should be included in the PPG? Eg 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 these specific groups and whether those measures were successful:



	Is the group virtual or face-to-face?
	Virtual

	How many members are there on the PRG?
	145


	Step 2 – Review Patient Feedback 

	Outline the sources of feedback that were reviewed during the year:
	We have asked our PRG for their input as well as looking at responses from Friends and Family surveys completed, together with GPAQ patient survey responses and suggestions made by email or on our website.


	How Frequently were these reviewed with your PRG
	We have communicated on a regular basis with our PRG, at least quarterly, throughout the year.  


	Priority Area 1 

	Describe the priory area:
	Temporary Closure of the Practice List


	Why was this priority identified:
	Considerable growth of the Trowbridge population led us to feel a strain on the services we offer our existing patients in the surgery premises we currently occupy.
We wished to request a temporary closure of our practice list for a period of 12 months to all new registrations, apart from existing family members of existing patients. 



	What actions were taken to address this priority
	We emailed and mailed our PRG to ask for their views on this request to NHS England.  We waited for a period of 4 weeks to allow responses to be received.  Of the 145 members contacted we received responses from 22 members.


	What were the results of the actions and what impact on patients and carers.
	The responses received from the group were overwhelmingly in support of the practice’s decision to make this request.  Many were concerned about a lack of development of health facilities in the town, despite considerable housing being built in the area.  Some asked about the possibility of us extending our existing property or converting administration areas into clinical space.  Some were concerned about pressure being placed on other general practice surgeries within the town by taking this action, but all supported the general need to take this action and knew this had been done as a last resort.  


	How was this publicised. 


	We responded to our patient group by email and post after the responses had been received to circulate this information.  


	Priority Area 2 

	Describe the priory area:
	Consideration to expand the online services offered at Roundstone Surgery


	Why was this priority identified:
	With ever changing and developing IT available in the practice, we wished to look at this area with our PRG and seek their views on the expansion of the services already offered to ensure that we are conforming with NHS regulations and offering the best possible online service to our patients.
We also asked our patients for their views on the SMS text service we currently offer.  This was identified as an area as this service is due to be changed in the forthcoming months and we wished to know how valued this service was for our patients.



	What actions were taken to address this priority
	We contacted our patient group by email and mail to ask for their views on the services already offered online, and to ask for their input on the services they would like to see us offer online.  We received 53 responses from the survey sent out.  
Our patients are very happy with the services currently offered online and 66% of respondents use this service.  

We also asked about their use of the SMS text service and the usefulness of the service we currently provide.


	What were the results of the actions and what impact on patients and carers.
	The action plan from this survey identified the following:
We will look to increase the level of advertisement of our online services to encourage more patients to sign up for this service

We will look to extend the number of appointments available for booking online – we are due to review our current appointment system in the spring and this will form part of this process

We will investigate the possibility of extending the options available online to include viewing test results, accessing medical history etc, ensuring this is done in compliance with NHS information governance regulations.

We will look to extend the use of SMS reminders with patient consent

We will talk to our computer system supplier about how the service can be adapted to suit patient ease of use.



	How was this publicised. 


	This action plan was circulated on our website and emailed to our patient group.  


	Priority Area 3 

	Describe the priory area:
	Changes to our extended hours service for Saturday mornings.


	Why was this priority identified:
	The practice currently opens on alternate Saturday mornings for routine pre-booked surgeries and health promotion clinics, such as health checks and cervical smear testing.  We would like to extend the range of services offered, and are looking to open once a month for a longer period in order to do this.  We feel we would be offering a better service for our patients by doing this.  Urgent medical problems would still be dealt with by the 111 service who are contracted to offer this at weekends.


	What actions were taken to address this priority
	We contacted our PRG by email and mail to request their views on this subject.   We received 15 responses from the group as a result of this.  


	What were the results of the actions and what impact on patients and carers.
	Although the group were in support of offering extended services to our patients on Saturday mornings, they were concerned about the reduction in the number of Saturdays the surgery would be open.  They were concerned about accessing urgent medical attention at weekends and felt this should be a priority (although as explained we are not currently contracted to offer urgent medical services at the weekends).  These particular issues are still under discussion by the partnership and the PRG group’s views will be taken into consideration.


	How was this publicised. 


	The responses from this request were emailed and mailed to the members of the PRG.  

	Progress on previous years

	If you have participated in this scheme for more than one year, outline progress made on the issues raised in the previous year (s)

	Year 1  (Telephone System)  - The practice installed a new telephone system as a result of the feedback from the patient group that allowed access to the practice using a local telephone number, rather than a premium rate number.  We also included facilities on the telephone system that had been requested by the patient group, ie their place in the queue expressed as a number, different options for different departments, ie option 1 for appointments, 2 for prescriptions etc.  We also included more available online bookable appointments.
Year 2 (Reception and the Waiting Room) – As a result of patient group feedback, the practice installed new automatic opening doors at the entrance of the surgery to allow easier access for wheelchair users and pushchairs.  We also moved the self-check in screen away from the reception desk to allow easier access for patients.  We purchased a clock for the waiting room and provided high backed arm chairs for infirm patients to use.  We were not able to install a water dispenser nor were we able to secure funding for improved reading material for the waiting room.  
Year 3 (Customer Service) – we were able to provide more customer service training for our front of house staff and have increased staffing levels in reception at the busiest times (where possible).  We have looked at how we can improve access to our appointment system without having to ask excessive questioning when booking and will offer the side room in reception to patients who wish to discuss issues confidentially.  


	


	PPG Sign Off 

	Has the report been signed off by the PPG 
	Yes 

	What date was this report signed off:
	March 2015


	How has the practice engaged with the PPG 

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

We have found the use of email and post a satisfactory way to engage with our practice group, who can respond when convenient to them and without the need to convene meetings.  We have Facebook and Twitter pages available to encourage membership from our younger patients and have sent translations of our recruitment posters to local European supermarkets to encourage membership from this cohort of patients.  


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

We have received feedback from a variety of sources, including our website, Facebook and Twitter, in writing and verbally.  We use our Jayex screen in reception to request feedback as well.  


	How was the PPG involved the agreement of the priority areas and the resulting action plan?

Feedback is always requested when we contact our PRG and this is done either by email or by post.  We always allow a period of time for responses to be received, before we take any further action.  


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

By consulting with our patient group we have closed our practice list for a period of 6 months (with NHS England approval).  This has enabled us to continue to offer a high standard of service for our existing patients without the demands of additional patients being placed on the surgery.    We will increase the services offered to our patients online, empowering patients to book their appointments, review their test results and view their summary care record at a time convenient to them, without being constrained by the surgery opening hours.  We will also consider and review our extended hours opening to enable working patients the ability to be seen on Saturday mornings for routine matters and chronic disease management clinics.  


	Do you have any other comments about the PPF or practice in relation to this area of work?
We have been very grateful for the support and feedback we have received from our PRG group.  


	Name of Individual Completing this Document:  Suzanne Petty


	Role: Administration Manager


	Email Address:  s.petty@nhs.net
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