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1. Prerequisite of Enhanced Service – Develop/Maintain a Patient Participation Group (PPG)

	Does the Practice have a PPG? A Virtual PPG


	Method of engagement with PPG: Email


	Number of members of PPG:210


	Detail the gender mix of practice population and PPG:

%

Male 

Female 

Practice

4542 – 46.82% 
5159 – 53.18%
PRG

82 – 
1.79%
128 – 2.48%

	Detail of age mix of practice population and PPG: 
%

<16

17-24

25-34

35-44

45-54

55-64

65-74

> 75

Practice

1770 –
18.25%

646 – 
6.66%

972 – 10.02% 
1113 – 
11.47%
1324 – 
13.65%
1301 –

13.41%
1312 – 13.52%
1258 -12.97%
PRG

12 –
5.71%

18 – 

8.57%

35 –
16.67%

55 –
26.19%

58 –
27.62%

32 –
15.24%



	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 

1354
9 

6 
PRG

177
5
2
Asian/Asian British

Black/African/Caribbean/Black British

Other

Indian

Pakistani

Bangladeshi

Chinese

Other 

Asian

African

Caribbean

Other Black

Arab

Any other

Practice

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:

Our PPG is a virtual Group and is representative of our age profile.  Our recruitment is a continuous process and our PPG has increased by 14 people with 32 people having left due to moving out of area.    
Our recruitment process is 

· Notice on email acknowledgement that is sent to every email received in the Practice
· Notice on Repeat Prescriptions

· Practice Leaflet

· Practice Website

· Notice on the Patient Information Screen in the Waiting Room

· Posters in the Waiting Rooms at both Surgeries

	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 consulted with our PPG asking them what had gone well within the Practice and what could be improved and what their priorities were within the financial constraints of the NHS.  We also asked them if they were satisfied with the service that the Practice provided.  We conducted a patient questionnaire over a two week period asking patients similar questions.  

We received 146 replies from our PPG and 348 patient questionnaires.  We have a suggestion book on each reception desk and this is constantly reviewed.   Patients are encouraged to email the Practice if they have any concerns or comments to make.
We have also been participating in the Friends & Family Test and publishing the results on our website and putting posters up in the waiting room with responses.
The feedback from the PPG, the Friends and Family Test and patients as a whole is very encouraging with lots of positive comments.  Everyone seems to be very aware of the problems within the NHS and are very appreciative of the service that we are providing.  Some patients raised queries within their reply to the questionnaire and these were actioned and dealt with.  Patients were pleased with this response.   


	How frequently were these reviewed with the PRG?

Feedback is reviewed on a quarterly basis or as and when necessary if a particular issue has arisen.  Patients often use email as a means of communication to raise particular issues and these are always responded to at the time they are raised.



3. Action plan priority areas and implementation

	Priority area 1

	Description of priority area:

Provision of online facilities – obtaining test results, viewing records, booking of Nurse appointments


	What actions were taken to address the priority?

The Practice has been using online facilities for the booking of GPs appointments, requesting repeat prescriptions and amended patient details for a while which has proved very successful.  As a result of our action plan for last year, we continued to promote this service and we now have 1497 patients registered to use the online facilities – an increase of 918 patients from last year. 
However patients are requesting if they can obtain test results and view their records and book Nurse appointments.  The Practice’s computer system has been enabled to allow patients to view a basic summary of their records and this has been advertised on the website and included in the Practice leaflet.  
We are currently looking at enabling the booking of Nurse appointments but this is quite complicated as different Nurses undertake different procedures and different appointments need different length of time.  We did consider allowing blood tests to be booked but the GPs do not want patients just booking in for a blood test unless it is clinically necessary.  This is still being considered by the GPs.

The GPs have also considered allowing patients to obtain test results online but again it was thought that this could create confusion and unnecessary worry and would create more work as the patient would inevitably book a telephone or face to face consultation with the GP which may not be necessary.  Again this is still being considered by the GPs.


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

The increased use of the online facilities has been greatly received by the patients.  Last year quite a few patients said they didn’t realise this was available so we ran a promotion campaign and the numbers have increased.  From the questionnaire sent to the PPG this service received lots of positive comments and patients said it greatly improved the service we offered especially for working people although this service has proved very popular with different age ranges as listed below.  Due to the popularity of the online booking of appointments, we assessed the layout of our surgeries and increased the number of appointments available to book online.
Age range

Patient Count

0-16

91

17-24

39

25-34

132

35-44

175

45-54

261

55-64

305

65-74

328

75 +

166




	Priority area 2

	Description of priority area:

Availability of appointments at the Branch Surgery and continuity of care


	What actions were taken to address the priority?

Since the expansion of the Practice in June 2013 when we merged with another Practice and took on an additional 2300 patients, we looked at various options on how to accommodate the extra patients.  From a patient survey that we conducted in March 2014 patients were requesting more appointments be made available at our Branch Surgery to provide continuity of care.  The patients felt that Topsham was now too busy and that they couldn’t always get an appointment.  The Branch surgery was closed on a Wednesday and Friday afternoon and we therefore decided to open on a Wednesday afternoon providing another two GP clinics and Nurse clinic. 

We also amended the layout of the morning clinics at the Branch Surgery to provide more Duty Doctor/triage appointments to save patients having to go to Topsham as this was where the Duty Doctor had always been based.


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

The additional opening hours were very well received by the patients and clinics are always full.  This enabled the patients who tended to use the Branch surgery improved accessibility.  

The additional duty appointments have improved the service we have provided to patients as not everyone had transport to get to Topsham.  Often patients needing to be seen by the Duty Doctor needed a prescription and with the onsite Pharmacy at the Branch Surgery this enabled patients to get their medication quickly.
The change in opening times was advertised on the TV screen in the waiting room, in the Practice Leaflet, amended opening times on the front doors of the Surgeries and posters in the waiting room.


	Priority area 3

	Description of priority area:

The provision of additional services


	What actions were taken to address the priority?

From a recent survey, we asked patients what additional services they would like to see provided at the Surgery as we do have an elderly population and travelling is not always feasible.


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

Patients were requesting in-house diagnostics, chiropody, physio, counselling, linking in with Sports Centres to provide community classes.
This is work in progress and the Practice is liaising closely with the Estuary League of Friends who are in the process of providing a community hub where some of these services will be provided.  Westbank are also offering pre diabetes and diabetes education programmes.  With limited funding it is important that services are not duplicated.



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: The Report was sent to all members of the PPG.  

Date of sign off: 27 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?

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?

The Practice follows its recruitment process which enables us to reach all age groups through the different various methods used.   We receive feedback from a variety of sources e.g. emails, written letters, telephone calls, discussions face to face with different clinicians, Friends & Family Test and our comments & suggestion books.  The PPG were involved in the agreement of the priority areas and consulted over the resulting action plan.  The online service is proving to be very popular as this enables patients the freedom to request medication and make appointments when it is suitable for them.  Carers in particular have commented that this service is very beneficial to them.  The additional opening hours at the Branch Surgery has proved to be popular enabling more patients to be seen at the surgery of their choice.  The changes to the layout of the surgeries at the Branch Surgery have improved the service we have been able to offer the patients by giving them more accessibility.  



Action Plan from 2014





To purchase information TV screen for the Branch – this has not been done at present as we have been making alterations to create a new reception area to help with patient confidentiality which had been raised as an issue in a previous patient questionnaire.





To promote the Practice website and to ensure information is updated -  √





To promote the Practice Newsletter and ensure these are published more frequently and are more widely available to patients – unfortunately this has not been done but we have been trying to concentrate more on providing an updated website and information screen.  





To promote the use of the online system and encourage patients to sign up for this service -  √





Replace the self-check in screen at Topsham  -  √





Produce an information sheet for patients explaining the types of appointments available and what is suitable for these appointments -  √  We made use of the campaign run by the CCG and put information on the TV screen and put up posters in both waiting rooms and this was successful.





Continue to hold planning meetings to ensure service provision is met -  √ The GPs hold monthly Partnership Meetings and quarterly planning meetings which has proved very useful as the Practice has grown in size.





To look at the opening hours of the Branch Surgery -  √  We are now open on a Wednesday afternoon which has proved very successful for the patients with the additional appointments provided both for GPs and Nurses.











