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August 2019
Eastwood Primary Care Centre (EPCC)
Patient Participation Group (PPG)
 Annual Report 2018 - 2019
EPCC PPG Members:
Shelagh Andrews
Susan Bagshaw	
Pauline Beech
Andrew Bexton
Richard Biscoe
Teresa Burgoyne 	
Cynthia Finking
Brian Griffin
Carol Hall
Nora Harper
Joan Morley
Geoff Newton
Peter Pickering
Suzanne Sheils 	
Mick Wagstaff
Rosemary Weir

The above members are active members/supporters /participants of the following groups and organisations;-
· Age Concern
· [bookmark: _GoBack]British Lung Foundation Support group Notts West
· Broxtowe & Eastwood Town Council
· Eastwood Memory Cafe
· Eastwood Volunteer Bureau
· Greater Notts Patient & Public Engagement Committee (GNPPEC).
· Nottingham Cardiac Support Group
· PPI University Dementia & Palliative Care Research Council
· The South Notts IPC Quality group


Background
Before the merger in May 2018, both Church Street Medical Centre and Church Walk Surgery had active Patient Participation Groups. The 2 groups were informed of the proposal to merge before it was formally announced, to ascertain feedback on the idea. The 2 groups met together with the 2 practices before the merger. This was a most useful exercise – the PPG helped the Practice anticipate the upcoming issues from a patient’s perspective, assisting the service design and management. The PPG have been instrumental in guiding the Practice to help fulfil its service requirements.
EPCC PPG meets regularly approximately every 6 weeks.


Role
The PPG, in preparation of the merger and the 2 PPGs merging themselves, revisited the following document – to confirm their sense of purpose.

https://www.napp.org.uk/GPP_21Ways_acc.pdf

PPG Evaluation of the EPCC PPG role 
Meeting 12th September 2018

Discussion of the 20 points in the National Association for Patient Participation “Growing Patient Participation” document’ - The PPG agreed that 7 points were what we already do and consider realistic;
1. Our prime purpose - “building 2-way relationships between patients & the practice”
2. Conducting patient surveys
3. Advising the practice & patients on new systems (news)
4. Sharing good practice 
5. Raising awareness of key public health messages
6. Distributing regular newsletters
7. Co-ordinating with other PPGs to improve wider healthcare delivery.

The remaining 13 points were considered as IDEAL or LONGER-TERM or wish list functions. 
Early 2019 was regarded as the earliest time when it would feel reasonable to ask patients for their opinion regarding the newly merged practice. 


Dissemination of Merger Information to Service Users
The PPG helped inform the local population of the merger of Church Street Medical Centre and Church Walk Surgery and the reasons why this was happening. Due to the cost, the Practice did not do a mail shot to all of its patients. It relied on communicating this through opportunistic mailings (i.e. when a letter was being sent, a merger information leaflet would be included in the same envelope), its website, email communications, newsletters, posters, press releases and, of course, by word of mouth. The PPG played a significant role in this.
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Please refer to the hyperlink below for further Merger information which was disseminated by the PPG.

FAQ - Proposed Merger.docx
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Influenza Vaccination Campaign and Clinics
The PPG support the practice’s flu campaign each year. Saturday clinics held on 30th September, 27th October and 17th November 2018 were all supported by almost each EPCC PPG member. 
Having almost 6000 patients to vaccinate, the practice arranged clinics outside of usual surgery hours in order to focus solely on the flu jab clinics. The PPG assisted the flow of patients on the day, distributed information leaflets (regarding the flu vaccine and 2 different flu jabs and other topical information) as patients entered the building, provided refreshments for all the staff involved in the clinic and managed the traffic in the car park preventing congestion. This made the clinics very efficient – much positive patient feedback has been received regarding how the flu clinics are administered. Each clinic accomplished vaccinating 1300 – 1700 patients during a 4 hour session. 


GP Services Online Registration
Information leaflets were distributed by the PPG during the flu clinics (large accessible target audience) to promote the registration of GP online services among patients. This proved very effective, increasing EPCC’s total number of patients registered for online services. The practice currently has one of the highest numbers of patients registered for online services in Nottingham West (over 35% of its patient population).


Addressing the Issue of Non-Attendance/Wasted Appointments
The number of wasted appointments has concerned the PPG for a while and this has been a regular item on the meeting agendas. Non-attended appointments impacts on the length of time patients have to wait for appointments.  The PPG has asked for this issue and the rate of failed appointments to be published in the practice newsletter, displayed in surgery and texts/letters sent to patients who have failed to attend an appointment explaining the effects of failing to attend a booked appointment. They raised the matter with the local press in a bid to raise awareness of the issue among the general public. Many patients were shocked to learn how many appointments are wasted each month and how that impacts on the length of time they have to wait for an appointment.

[image: ]

The PPG campaigned to obtain MJOG (Patient Messaging Service) which would reduce the practice’s non-attendance rate. One of the PPG members contacted the company directly. This culminated in this being discussed at practice management level and with the Clinical Commissioning Group. Eventually, this resulted in the CCG purchasing MJOG for all the Nottingham West practices. EPCC is enjoying significant benefits of this system and a marked increase in its cancellation rates, allowing the appointments to be offered to other patients. 

Self-care Promotion Event
This event was promoted by PPG members in the waiting room of the Surgery – to raise patient awareness, with the aim of contributing to achieving a healthier population and so reducing the pressure on health services.
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Newsletter
Newsletter content for articles is discussed at meetings with the PPG. The PPG make recommendations/suggestions and all newsletters are passed by them for approval.
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Patient Survey – July 2019
A survey was conducted this year, just over a year after the merger to allow for patients to experience the service and understand the changes (particularly to the previous appointment system). The PPG designed this survey, wishing it to be direct and simple but informative to the Practice. The Friends & Family Test (FFT) question was included – “How likely is the patient to recommend the practice to friends and family”, and open questions “What does the Surgery do well?” and “What can the Surgery improve?”

The PPG also suggested an information leaflet describing the roles of the different clinicians be created for them. The PPG distributed this to patients while conducting the survey. If patients understood the role of each clinician, this would help ensure patients make appropriate appointments (assisting the reduction of wasted appointments/ patient dissatisfaction etc).

Patient Questionnaire
[image: ]


Patient Information Leaflets – Roles of the Clinicians
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Results of Survey
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Distributing the Questionnaire
Following the issue of printed copies of the patient survey, the PPG arranged for its members to attend daily over a 2 week period both at the Planned Care site and the Urgent Care Site. They distributed questionnaires to patients in the waiting room, advising them to post the completed form in the internal mail box. The forms were anonymous. This was also an excellent opportunity for the PPG to liaise with patients regarding the Practice’s service and obtain constructive feedback. The PPG provided support as required to assist obtaining feedback.
A total of 259 surveys were completed over a period of 2 weeks. The main themes have been identified in patients’ comments (see Patient Survey Report July 2019 ..\PPG July 2019\EPCC PPG Patient Survey Jul2019.pdf). The 2 sites were also analysed separately as the feedback from each site differed.
						



Looking Forward

2 PPG members have been approached to attend the GNPPEC.
PPG wish to facilitate more Health Promotion campaigns.

This has been a challenging year. The Practice is a result of a merger. The PPG groups of each practice have merged and very successfully so, despite there being challenges and soul-searching in the earlier stages. This has been a very proactive year and the PPG have much to show for all their efforts, of which EPCC is very appreciative. The relationship between the Practice and the PPG is a very positive productive one which brings benefits to both the Practice and patients.



“Change is often a subject we often do not care to do but change done, time needs to take place. It is just above a year since Church Street Medical Centre and Church Walk Surgery became Eastwood Primary Care Centre. During this year of change, many additions to benefit our patients have taken place within the medical centre. At all times, patient care is paramount.
The future for the Practice will continue to be progressive to provide for the care of our patients. 
EPCC encourages patient participation and feedback at all times. It is important t be involved during this time of change – and to be valued. This is important to the progress of the Practice. Change is Progress”. 
Brian Griffin




















Compiled by EPCC and the PPG Aug 2019.
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Church Street Medical Centre

D N Akinson - Dr D Smith + Dr P Scullrd - Dr ¥ Akbari
11b Church Strest - Esswood - Nottingham - NG16 385
Tel: 01773 712085 + Fax: 01773 534295
wwnw.churchstreetmedicalcentre.com

Church Walk Surgery

DrKLim » Dr' Sivan o Dr M Dickson o Dr T Dickson » Dr HM Vaghela » Mrs A Rounce.
Church Walk  Ezstwood e Nottingham e NG16 3BH
Tel: 01773 712951 » Fax: 01773 534160

Weare delighted toannounce that Church Walk surgery and Church Street
Medical Centre are proposing to merge to form a ‘super-partnership’. We have
begunto make arrangements to merge on 1* April 2018.

This mergerwill give us the opportunity to providea greater range of services
and appointments for all our patients.

Frequently Asked Questions
Weappreciate patients may have many questions regarding the merger of the
two practices. In order to help patients understand how the new organisati
will operate please look at our fact sheet by:

»  Picking up a copy from the waiting room of either surgery

» Downloading a copy off either surgery website.

The two practices have a history of working closely together and we believe that
this mergerwill enable us to offera greater variety of servicesto our patients.

‘Whilstour name will change, we will continue to work to our shared valuesand
ethos, placing patientsat the centre of our combined service. Patients willstill be
able to see theirnamed GP for routine care appointments but we will be able to
provide improved access for urgent care appointmentstoo.

There will be many benefits to all our patients includingavailability of earlierand
later appointments and medical staff with a wider pool of knowledge and s!

Have your say

‘Wevery much welcome your feedbackon our plans. If you have any specific
queries or concerns please email noweccg.eastwoodmergerfeedback@nhs.net
or post to one of the surgeries. Open meeting sessions at Church Walk and
Church Street practices will be arranged. Details will be published in due course.

ES

Please provide us with your email address so we can send feedbackand keep
You updated:

EMBI oo s

Name. DoE;

Please refurn s siip to yoir sirgery

Page:Tor2 | Woras 370 | <5 |
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Friday Januay 25,2019 wirwsastwoodsdiertisorcouk.

‘Cancel GP slot

BrAnorewTorring
endronoopngaiinedacouk
Aloppinglumo

Doctorsand patientsatapop-
ular Eastwood medicalprac-
ticohavewarned residents

nottomiss GPappointments.

It comes as NHS data shows
that missed appointments
scmsnhermum_rynm’msting
thehealthservicomillions,

Eastwood Primary Care
Centre, in Church Stret, has
revealed that 534 people did
notattendtheirappointments
atthecentre during October,

Itsuggoststhestatisticsare
aboutthesame everymonth,
with missed appointment
costing the centre £30 - or
more than £16,000in Octo-
beralone,

Staffat the centreare now
urging residents to make a
newyear's resolution'to can-
cel their appointments or re-
arrangeiftheycannotattend,
in turn helping doctors'sur:
geries ‘survive duringouts’

AnitaSmith,practiceman-
ager, said: “Wefecl we needto
raise this locallyand make
peoplemoreawarethatitdoes

‘matterifyoudon't cancelyour.
appointment,

*GP andmurse appoint-
‘mentsare precious and vul-
nerable people with chronic
conditionsmaybedeprivedof
anappointmentifanolonger
needed appointment is not
cancelled;

“Wothink patients can do
their bit by makingita New.
Yearsresolutiontolet thesur-
gery knowifyou can'tattend.
anappointment,

“Weneedaplanto try and
reduce our high rate, as we
cannot strike people offour.
listor charge them per every
donot attend, but charging
likedentistsmayhaveto come
inthefuture

Teresa Burgoygne, mem-
berof the patient participa-
tion group, added: *We think.
bookingan appointmentisa
privilege, and if people abuse
thessystem, then should we
notbethinkingabout taking
that privilege away by notal
lowing patients to beable to
book?

““This couldmean patients
havingto comeandsitin the
surgeryandwait tobeseen:

“Ifthe problemis urgent
andpatientneedsanappoint-

Il

Staffat the Eastwood Primary Caro Centreand members of he patient

69 It does matter
ifyoucannot
attendyour
appointment
andyoumissit’

e e —

\

ment after speaking to the
doctor, they then also might
have towait. Its not fairon
‘anyone,andshouldn't beare-
ality,
“Weneedtoremindevery-
one, thisis your money that.
is being wasted, your Nl con-
tributions, Makethat resolu-
tion, ifyou cannot get to your

particpationgroupoutsidothe contre,

appointment-letsstoptheno
showsnow”

Aspokesman for NHSEng-
land added: “Our message is
clear. Ifyou cannot makeit to
yourappointment ornolong-
erneed a consultation, let
‘your GP practiceknowin ad-
vancesotheappointmentcan
befilled by another patient.

e

s if you can’
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Home

4 sarah petter@nhs.net
3 mbox (1339
2 orats 161
5 sent tems
@ Detetea tems (22

3 Reminders:2 |

/Receive  Folder  Vie

4 Today

_{ PETTER, Sarah (EASTWOOD PRIMARY CARE.
RE: Fiends and Family responses for Resp.
4 PETTER, Sarah (EASTWOOD PRIMARY CARE.

3 PETTER, Sarah (EASTWOOD PRIMARY CARE.

3 PETTER, Sarah (EASTWOOD PRIMARY CARE.

3 PETTER, Sarah (EASTWOOD PRIMARY CARE.

[

3 PETTER, Sarah (EASTWOOD PRIMARY CARE.

3 PEITER, Sarah (EASTWOOD PRIMARY CARE.

[

4 Yesterday

] PETTER, Sarah (EASTWOOD PRIMARY CARE.

] PETTER, Sarah (EASTWOOD PRIMARY CARE.

] PETTER, Sarah (EASTWOOD PRIMARY CARE.

3 PETTER, Sarah (EASTWOOD PRIMARY CARE.

3 PETTER, Sarah (EASTWOOD PRIMARY CARE.

3 PETTER, Sarah (EASTWOOD PRIMARY CARE.

Sent Items - sarah.petter@nhs.net - Microsoft Outlook

RE: Friends and Family responses for Responsive domain R1
PETTER, Sarah (EASTWOOD PRIMARY CARE CENTRE)

Wed 21/082019 12:13
ROUNCE, Alson (PRIMARY INTEGRATED COMMUNITY SERVICES LTD)

MJOG went live properly for FFT mid June. We also had the PPG survey in July.
We have 100 FFT responses for August — although I've not added this as the
month isn’t over yet. | can build this each month to demonstrate its impact.

15 this ok to show what you're after (FFT & MJOG)?

Let me know if this doesn’tlook right i you cut and paste. I'll send you a different

How likely are you to recommend EPCC to
friends and family?

Namberof Submated Surveys

Month of survey Responses

@ See more sbouts PETTER, Sarah (EASTWOOD PRIMARY CARE CE.

Allfolders are up to date. (5] Connected to Microsoft Exchange | [[T] 3 100% ()

« Augusta09 )
Mo TuWe Th Fr Sa Su

123 4
5678 910M
1213 14 15 16 17 18

19 20[21]22 23 24 25
26 27 28 29 30 31

Tomorrow
Water Temp test

Friday
Water Temp Testing

29 August 2019

Pete Kirkman - ACP Interview.
12:30- 1330
PCC Conference Room; PETTER, Saraf-

Arrange By: Flag: Due Date| -

4 ¥ Today
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