PPG report/action plan 2015/16
Rosemary Medical Centre
	Practice Population:
	
· Practice Population = 7895
· For Public Health summary of our practice please access the following link: http://fingertips.phe.org.uk/profile/general-practice/data#mod,2,pyr,2015,pat,19,par,E38000045,are,J81036,sid1,2000005,ind1,-,sid2,-,ind2,-
· 3.2% of our Practice population is registered as a carer  

	Membership of PPG:

	
[bookmark: _MON_1517900297]The ethnicity of the PPG in comparison with the Practice population is as follows:

	Information Analysed:

	The following channels enable patients to provide feedback/suggestions about our practice which helps inform the discussions with our PPG and identify areas for improvement:
· Friends & Family Test - feedback forms are available for all our patients in the Reception, Waiting rooms, Practice website, Carers Corner, Child Health clinics and Nasal Flu clinics
· Comments on NHS Choices Overview - Rosemary Medical Practice - NHS Choices
· GP Patient Survey GP Patient Survey
· Long Term Conditions and over 75’s Practice patient survey
· Practice Significant Events & Complaints


	Areas for improvements identified:
	From the feedback given three areas of improvement were identified:
 
· Accessing the correct patient details – 
Through our significant event finding it has shown that on occasions the incorrect patient details have been accessed due to Patients not only having the same name but also D.O.B.
· Entertainment in the waiting room – We have received comments through our patient feedback questionnaires that some patients would like music in the waiting room
· Handling of Complaints – This was highlighted through a Healthwatch mystery shopper exercise used to test our complaints procedure.  It was felt by the mystery shopper that certain aspects of the Practice’s complaint procedure were not followed.

	
Action plan:

	



	
Summary of change:

	


	Description of how patients have been engaged with this:
	All patients have been encouraged to engage with this via information posted on the ‘Did You Know’ notice board in our main waiting room and in the Practice newsletter which is also posted on our Practice Website with any comments noted through the Family & Friends test. In addition the  PPG was engaged in discussions regarding both the original action plan and the progress to date at the six month update (please see attached) 
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Rosemary Medical Centre PPG: Action Plan 2015/16

		Number

		Title

		Description

		Aims

		Completed by whom

		Timescale



		Theme:  example Communication, Premises etc



		

1



		Accessing the correct patient details



		Through our significant event finding it has shown that on occasions the incorrect patient details have been accessed due to Patients not only having the same name but also D.O.B.



		· Speak with the Practice’s clinical system provider to see if a pop-up alert is available to help with this issue.

· Hold a Practice meeting to discuss and reiterate to all departments both clinical and non-clinical when booking appointments or accessing a patient record to check name. D.O.B. and address so that the correct patients details are accessed

		LH- PM

SB – Admin Manager

		6 months  



		

2



		Entertainment in the waiting room

		We have received comments through our patient feedback questionnaires that some patients would like music in the waiting room



		· Will run a specific survey of patients in the waiting room asking if they would or would not like background music to be played. Or as an alternative to have a TV display detailing Practice information

		LH- PM

SB – Admin Manager

		1 year



		

3



		Handling of Complaints –

		Through a mystery shopper report which was to test our complaints procedure it was felt that certain aspects of the Practice’s complaint process were not followed

		· The Practice complaints procedure will be reviewed

· All patient information leaflets will be reviewed to ensure that it is both up to date and clear for patients to understand.

· A procedure board for reception will be introduced where main procedures such as the complaints procedure are placed so that they are easily accessible for all.  Thus ensuring that the complete process is followed for the benefit of the patient.  

		LH- PM

KD – Reception Manager

		[bookmark: _GoBack]6 months 
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[image: ]Rosemary Medical Centre

Outcomes of PPG Action Plan 2015/16

		Priority areas to be actioned

		Recommendation

		Progress so far



		Accessing the correct patient details – 

through our significant event finding it has shown that on occasions the incorrect patient details have been accessed due to Patients not only having the same name but also D.O.B.



		· Speak with the Practice’s clinical system provider to see if a pop-up alert is available to help with this issue.

· Hold a Practice meeting to discuss and reiterate to all departments both clinical and non-clinical when booking appointments or accessing a patient record to check name. D.O.B. and address so that the correct patients details are accessed

		· A pop up alert has been found that we can utilise for this purpose in ensuring everyone is aware of patients with the same name and in some cases also same D.O.B.

· This matter was discussed at the next quarterly significant event meeting which the whole Practice attended.

· The matter is still raised and discussed at significant event review meetings due to two incidences having recurred in the last year.



		Entertainment in the waiting room – 

through our patient feedback questionnaires music in the waiting room



		· Will run a specific survey of patients in the waiting room asking if they would or would not like background music to be played 

· Or as an alternative to have a TV display detailing Practice information

		· As we were more than happy to review and to gauge patients current interest we worked with our CCG Locality Patient Involvement Officer to both promote the Practice’s Patient Participation Group and to run a survey with patients in the waiting room to ascertain if patients truly wished to have entertainment in some form in the waiting room and their preference as to what format that should be

· The outcome of the survey showed that opinion has changed and a high number of patients would now like an information screen in the waiting room.  

· The Practice installed an information screen in the waiting room in November 2015 which silently show a series of rolling screen presentations containing information that is of interest to patients 



		Handling of Complaints – through a mystery shopper report which was to test our complaints procedure it was felt that certain aspects of the Practice’s complaint process were not followed.  

		· The Practice complaints procedure will be reviewed

· All patient information leaflets will be reviewed to ensure that it is both up to date and clear for patients to understand.

· A procedure board for reception will be introduced where main procedures such as the complaints procedure are placed so that they are easily accessible for all.  Thus ensuring that the complete process is followed for the benefit of the patient.  

		· The Practice’s complaints procedure has been reviewed along with the associated patient information leaflets.

· The procedure board for reception was discussed and it was agreed with the reception manager to create a file containing all the main procedures which is then readily available for all receptionists and staff alike.





[bookmark: _GoBack]
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Text for Spring Newsletter 2015Have Your Say …………..

Usually at this time of year we run our annual patient survey to capture your views on the services we provide.  

From this year onwards we will no longer be running a formal annual survey.  However we will have forms continually available for you to be able to ‘Have Your Say’ and provide us with your comments.  Your feedback is very important to us as we very much welcome and appreciate  your views in seeing how we could improve on the services we provide to you and all our patients.   Forms are available from reception, in the waiting room, in the Carer’s corner and on our website.                                        

We look forward to hearing from you and thank you for your time.  

 [image: ]
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PPG GROUP – ACTION PLAN REPLIES / COMMENTS





NO. OF REPLIES:  10 – agree to action plan







COMMENTS: 



Music/tv in waiting room:



· Seems Ok to me, though I am not too keen on your TV proposal such things seen elsewhere seem very boring if you have to wait for any length of time and I suspect that few people actually read them. Still worth a try 'possibly'.



· Thank you for your email and for your efforts to keep Rosemary ahead of the rest. I am pleased that you are addressing the items mentioned but would not personally vote for music, I go to the supermarket to hear that.



·  My opinion on music or info media in the waiting is rather biased against after experiences in other clinics of being unable to control volume of the service although my dental practice has visual only information media which is fine



·  I agree with this action plan. One point is in regards to a tv displaying practice information is that it can get quite repetitive and a little irritating as in practices it is played over and over on a roll. I personally would welcome background music playing in the waiting room more so than a tv.



·  My only comment – I thought it had been agreed not to have music in the waiting room as most prefer the silence especially if you have a headache.  There is so much noise in the world today a little silence is welcome.





Similar name patients:



· Regarding patients being mixed up with others I personally have experienced being questioned by a Doctor that confused me somewhat and it was only after leaving the Centre that I realised I was being mixed up with my son ( same name ) so “flagging” should eliminate this.



Other comment:



· May I propose another factor that could warrant a “flag” situation which is for Blood Tests, both my wife and myself struggle to get to the Centre and when we call for an appointment, at the request from a Doctor, and we are always told we must go to the hospital for these tests despite using the Centre for tests for several years.  This could be “flagged” for patients who are unable to attend the hospital.
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Patient 6 month update-waiting room - sept 15.pub
Have Your Say …………..
As you are aware in previous years we ran an annual patient survey to capture your views on the services that we provide.  
Earlier in the year we informed you that we would no longer be running a formal annual survey for this year  however we would still like to capture your feedback by having forms continually available for you to be able to ‘Have Your Say’ and provide us with your comments.  Your feedback is very important to us as we very much welcome and appreciate your views in seeing how we could improve on the services we provide to you and all our patients.   Forms are readily available from reception, in the waiting room, in the Carer’s corner and on our website.  
For this year the Practice looked at patient feedback received from a variety of sources; our patient ‘family and Friends’ questionnaire, significant events, complaints, a mystery shopper exercise, national patient survey and the feedback section on our website and from that feedback there were three main areas that were raised for us to address.  Below we have detailed the areas that have been prioritised and the recommendation we made at the time on the action to be taken.  As six months have now passed we would like to take this opportunity to feedback to you as to the actions that have taken place to address the issues which were important to all our patients and these are detailed below in the ‘progress so far’ column.    

We hope the actions we have taken meet with your approval and should you have any further comments on the above please do not hesitate to contact me. 

























Priority areas to be actioned
 
Recommendation
Progress so far
Accessing the correct patient details –
through our significant event finding it has shown that on occasions the incorrect patient details have been accessed due to Patients not only having the same name but also D.O.B.
 
Speak with the Practice’s clinical system provider to see if a pop-up alert is available to help with this issue.
Hold a Practice meeting to discuss and reiterate to all departments both clinical and non-clinical when booking appointments or accessing a patient record to check name. D.O.B. and address so that the correct patients details are accessed
A pop up alert has been found that we can utilise for this purpose in ensuring everyone is aware of patients with the same name and in some cases also same D.O.B.
This matter was discussed at our quarterly significant event meeting which the whole Practice attends
Entertainment in the waiting room –
through our patient feedback questionnaires music in the waiting room
 
Will run a specific survey of patients in the waiting room asking if they would or would not like background music to be played
Or as an alternative to have a TV display detailing Practice information
As we were more than happy to review and to gauge patients current interest we worked with our CCG Locality Patient Involvement Officer to both promote the Practice’s Patient Participation Group and to run a survey with patients in the waiting room to ascertain if patients truly wished to have entertainment in some form in the waiting room and their preference as to what format that should be
The outcome of the survey showed that opinion has changed and a high number of patients would now like an information screen in the waiting room
The Practice will look to introduce an information screen in the waiting room in the coming months which will silently show a series of rolling screen presentations containing information that will be of interest to patients 
Handling of Complaints – through a mystery shopper report which was to test our complaints procedure it was felt that certain aspects of the Practice’s complaint process were not followed.
The Practice complaints procedure will be reviewed
All patient information leaflets will be reviewed to ensure that it is both up to date and clear for patients to understand.
A procedure board for reception will be introduced where main procedures such as the complaints procedure are placed so that they are easily accessible for all.  Thus ensuring that the complete process is followed for the benefit of the patient.
The Practice’s complaints procedure has been reviewed along with the associated patient information leaflets.
The procedure board for reception was discussed and it was agreed with the reception manager to create a file containing all the main procedures which is then readily available for all receptionists and staff alike.
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Rosemary Medical Centre


PPG Action Plan 2015

For this year the Practice looked at patient feedback received from a variety of sources; our patient ‘family and Friends’ questionnaire, significant events, complaints, a mystery shopper exercise, national patient survey and the feedback section on our website and from that feedback there were three main areas that were raised for us to address.  Below we have detailed the areas that have been prioritised and the recommendation we made at the time on the action to be taken.  As six months have now passed we would like to take this opportunity to feedback to you as to the actions that have taken place to address the issues which were important to all our patients and these are detailed below in the ‘progress so far’ column.    

		Priority areas to be actioned




		Recommendation

		Progress so far



		Accessing the correct patient details – 


through our significant event finding it has shown that on occasions the incorrect patient details have been accessed due to Patients not only having the same name but also D.O.B.




		· Speak with the Practice’s clinical system provider to see if a pop-up alert is available to help with this issue.


· Hold a Practice meeting to discuss and reiterate to all departments both clinical and non-clinical when booking appointments or accessing a patient record to check name. D.O.B. and address so that the correct patients details are accessed

		· A pop up alert has been found that we can utilise for this purpose in ensuring everyone is aware of patients with the same name and in some cases also same D.O.B.


· This matter was discussed at our quarterly significant event meeting which the whole Practice attends 






		Entertainment in the waiting room – 


through our patient feedback questionnaires music in the waiting room




		· Will run a specific survey of patients in the waiting room asking if they would or would not like background music to be played 


· Or as an alternative to have a TV display detailing Practice information

		· As we were more than happy to review and to gauge patients current interest we worked with our CCG Locality Patient Involvement Officer to both promote the Practice’s Patient Participation Group and to run a survey with patients in the waiting room to ascertain if patients truly wished to have entertainment in some form in the waiting room and their preference as to what format that should be

· The outcome of the survey showed that opinion has changed and a high number of patients would now like an information screen in the waiting room.  

· The Practice will look to introduce an information screen in the waiting room in the coming months which will silently show a series of rolling screen presentations containing information that will be of interest to patients 



		Handling of Complaints – through a mystery shopper report which was to test our complaints procedure it was felt that certain aspects of the Practice’s complaint process were not followed.  

		· The Practice complaints procedure will be reviewed


· All patient information leaflets will be reviewed to ensure that it is both up to date and clear for patients to understand.


· A procedure board for reception will be introduced where main procedures such as the complaints procedure are placed so that they are easily accessible for all.  Thus ensuring that the complete process is followed for the benefit of the patient.  

		· The Practice’s complaints procedure has been reviewed along with the associated patient information leaflets.

· The procedure board for reception was discussed and it was agreed with the reception manager to create a file containing all the main procedures which is then readily available for all receptionists and staff alike.





We hope the actions we have taken meet with your approval and should you have any further comments on the above please do not hesitate to contact me. 

I would also like to thank you for your recent comments regarding our locality application for clinical pharmacists and your response regarding representing PPG’s on the new federation that our Practice is now a part of.  The clinical pharmacy application has been submitted and we will keep you updated with any news. 

Kind Regards 


Lorraine Hunt


Practice Manager

Sept 2015
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PPG Membership Ethnicity – 2015/16



		

Detail the gender mix of practice population and PPG:



		%

		Male 

		Female 



		Practice

		50.4

		49.6



		PRG

		39.8

		60.2











		

Detail of age mix of practice population and PPG: 



		%

		<16

		17-24

		25-34

		35-44

		45-54

		55-64

		65-74

		> 75



		Practice

		18.5

		10.4

		12.5

		11.5

		14.9

		12

		10

		10.2



		PRG

		0.8

		8.8

		19.9

		17.9

		13.9

		10.7

		15.6

		12.4









		

Detail the ethnic background of your practice population and PRG: 



		

		White

		

		Mixed/ multiple ethnic groups



		

		British

		Irish

		Gypsy or Irish traveller

		Other white

		Polish

		White &black Caribbean

		White &black African

		White &Asian

		Other mixed



		Practice 

		57.7

		0.2

		0.0

		5.9

		1.2

		0.1

		0.1

		0.2

		3.3



		PRG

		65.2

		0.4

		0.0

		1.6

		3.4

		0.0

		0.4

		0.4

		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

		0.5

		0.0

		0.1

		0.2

		0.4

		0.1

		0.0

		0.1

		0.0

		29.9



		PRG

		1.2

		0.0

		0.0

		0.8

		0.4

		0.4

		0.0

		0.0

		0.0

		25.8









		

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 PRG membership has representation from both sexes. All age groups are represented and continuing from last year there is still much more of a balance across the board.  In the last couple of years the over 55 year age range has reduced from 75.4% to 54.3% to currently 38.7% which shows there has been a considerable improvement in terms of age representation.  Although once again the Practice has not found it possible to gain representation from all ethnic groups the overall majority of the PRG being White has reduced from 98.8% to 92.6% to currently 70.6% which is reflective of the Practice Population.  However, although not all Black and Minority Groups are represented it once again demonstrates that this is an improving picture for representation of all ethnicities within our PRG.  We have ensured the feedback forms are also available on the website, carer’s corner and child health and nasal flu clinics to aid this.

Historically work was previously undertaken with LINKs to engage with ethnic minority groups in the area who were not well represented in 2011/12 & 2012/13. A poster advertising the Practice PRG was displayed in local shop windows. The poster was also translated into Polish to display in local Polish supermarkets. Additionally, an advert was published on the Dorset Race Equality Council website. In a proactive attempt in 2011/12 to ensure the PRG had representation from all groups, a search for patients from ethnic minority groups was completed on the clinical system and a PRG invitation letter was posted to these patients.  Responses to the letters were not as high as the Practice had hoped, but the Practice did gain some support from these patients.  In the subsequent years as the figures show the ethnic representation in the PRG has improved we continue to focus on the ethnic categories that still have no representation and we continue to send letters to our ethnic minority groups inviting and encouraging participation.








