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North Yorkshire and Humber Area Team 
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                                            Date: 10/3/15
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Date: 10/3/15
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 and email


	Number of members of PPG: 34


	Detail the gender mix of practice population and PPG:

%

Male 

Female 

Practice

4733
4721
PRG

11
23

	Detail of age mix of practice population and PPG: 
%

<16

17-24

25-34

35-44

45-54

55-64

65-74

> 75

Practice

1563
818
900
904
1599
1372
1222
1076
PRG

0
1
1
1
6
11
11
3


	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 

96.7%
0.1%
2%
0.05%
0.1%
0.05%
PRG

97%
Asian/Asian British

Black/African/Caribbean/Black British

Other

Indian

Pakistani

Bangladeshi

Chinese

Other 

Asian

African

Caribbean

Other Black

Arab

Any other

Practice

0.025%
0.05%
0.05%
0.4%
0.2%
0.02%
0.05%
PRG

3%


	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:

Membership of the PPG is open to all patients registered at Glebe House Surgery. Currently the group is over represented in gender terms by females, in age terms by over 55s. Various recruitment initiatives aimed at recruiting younger members have been tried by the group including advertising in the local Leisure Centre and pleas for more younger members on the practice website and in the practice waiting room. Two PPG members, including the chairman, attended the surgery on weekday mornings in order to stimulate interest amongst patients attending the surgery and collected email addresses to add to the email list of PPG members who may not be interested in attending meetings, but would nevertheless be interested in joining a “virtual” group, receiving information about the group and commenting via email. 

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

We have a significant number of patients in Nursing Homes/Residential Homes. GPs have approached these homes during home visits to make residents aware of the group and to encourage feedback to the group. The Patient Group were successful in an application to the CCG for funding to engage residents through afternoon teas at the homes. Patient Group members have arranged a tea event at the Millings Care Home as a pilot to engage residents. 
A standing item on the PPG agenda for meetings is representation on the group so that during discussions the needs of unrepresented groups are taken into consideration when decision making.



2. Review of patient feedback

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

Patient Complaints (anonymised)
Patient Suggestions and Comments (from comments box)

Significant event reviews (when appropriate)

Family and Friends Test comments

CQC benchmarking
GP Survey

PPG Survey and Action Plan


	How frequently were these reviewed with the PRG?

At PPG meetings which took place throughout the year but not on a strict time scale. There were five meetings during the year.

The documents were also emailed to all group members for comment and feedback.




Action plan priority areas and implementation

	Priority area 1

	Description of priority area: Installation of an Automated Front Door.


	What actions were taken to address the priority?
This topic was a recurring theme during past PPG Surveys. The partners agreed to a PPG request to install automation to the front door and this was completed in February 2015.


	Result of actions and impact on patients and carers (including how publicised):
Feedback form patients to the automation of the front door has been overwhelmingly positive. Elderly patients, wheelchair users and patients with pushchairs and small children have all commented positively since the introduction of this.



	Priority area 2

	Description of priority area: Re-decoration of patient areas.


	What actions were taken to address the priority?

Following the installation of new flooring in the corridors at Glebe House the PPG felt that the interior decorating required improvement. Several quotations were obtained and a firm retained to complete the work of painting the corridor areas, the waiting room and reception areas.



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

This project is currently ongoing, but feedback has so far been positive, many patients commenting that the whole building feels much more like a clinical setting.



	Priority area 3

	Description of priority area: Improving Communication with Patients


	What actions were taken to address the priority?

In an attempt to improve communications with the practice population as a whole, the PPG outlined several areas for improvement that could be made by the practice.

These areas included:

· Possible Facebook page: this was rejected by the partners as being too “risky” due to the nature of social media being interactive. It was felt that whilst offering a good opportunity to communicate with patients who may not normally engage with the surgery, the risks and time commitment involved outweighed the possible benefits.
· Installation of Patient Group Notice Boards: These have been erected in the reception area and notes from PG meetings, the latest Action Plan and a “you said-we did” document are all displayed.

· A reworking of the Practice Brochure which is mainly aimed at new patients to the surgery. The current brochure was emailed to all PG members and comments are being collated with a view to a re-launch in May.
· Updating and re-printing of the Patient Group leaflet. The group were asked to comment on the original leaflet which was then amended and updated and has now been reprinted.

· PG visits to Care/Residential Homes. The PG is planning a series of visits to Care Homes to engage patients who reside there. The first of these is planned to take place at the Millings Care Home in April 2015.

· Improvements to the surgery website. Several improvements to the website were suggested and this has now been updated. It is planned that there will be a page dedicated to the work of the PG.

· Electronic Prescription Service. As a result of requests from patients the practice agreed to implement this in conjunction with local pharmacies.


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

Some members of the PG were disappointed that the partners had declined a Facebook page but have decided to investigate alternative social media avenues which may offer less risk and time commitment from the practice and they will present their proposals at a future partners meeting.
Feedback to the updated PG leaflet has been good and it is available in reception.

A PG page on the practice website is dependent on PG members compiling material for it. As yet, nothing has been forthcoming.

The electronic prescription service is well publicised in the practice and in the community and is proving to be very popular.
It is too early to comment on the impact that the visits to residential homes may make, but this initiative is supported by the CCG which has made a small amount of funding available to the group as a pilot study.




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):



3. PPG Sign Off

	Report signed off by PPG: YES
Date of sign off: 10/3/15


	How has the practice engaged with the PPG:

How has the practice made efforts to engage with seldom heard groups in the practice population?
See above regarding advertising for younger group members in the Leisure Centre, on the practice website and within the practice, arranging visits to Residential/Care Homes, PG members attending the practice at surgery times to actively recruit for the group.
Has the practice received patient and carer feedback from a variety of sources?

Yes, patient surveys, comments box, complaints and, more recently, Family & Friends comments.

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

Yes, the PG suggested several areas for action some of which were amalgamated into one action point and these were prioritised by the group into three priority areas.

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

Please see comments above regarding feedback to improved access by the automated door, improved perception of cleanliness from the re-decorating and improved communication with patients.

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

It is hoped that the PG will continue its excellent work acting as a critical friend to the practice.



Action Plan from Previous Year:





Please see the detailed action plan for 2014 available on the practice website at � HYPERLINK "http://www.glebehousesurgey.nhs.uk" �www.glebehousesurgey.nhs.uk� and note the following comments:





Localised Flooding: it was not possible to purchase a pump to drain away rainwater collecting in front of the building during periods of heavy rainfall due to logistical problems accessing the drains. The filter on the pump would need to be located well under the level of the drain and this is not feasible. An alternative solution to the soak-a-ways is being sought.





Egress onto Firby Road: Highways have replied to the group stating that it is their belief that as the tree is a healthy specimen, they are not prepared to remove it.





Waiting Room: fans have been purchased for the waiting room to circulate air during hot days.





Online Appointment Booking/Online Prescription Ordering: this is now well advertised and well used, as is the electronic prescription service recently introduced.





Opening Times: the early opening times, initially instigated as a pilot project have now become permanent.








