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Introduction 
The Department of Health (DOH) introduced a Patient Participation Direct Enhanced Service for General Medical Services in 2011/12 which rolled over into 2012/2013. 
The key objectives are “The purpose of the PPG DES (Patient Participation Group Direct Enhanced Service) is to ensure that patients are involved in decisions about the range and quality of services provided and over time, commissioned by their practice…..”
The purpose of this report is to show how Crossfell Health Centre continued in 2012/13 to engage with our successful Patient Participation Group that involves a cross section of patient’s views across a diverse, patient group.
The main focus of the Patient Participation DES is to enable patients to have a better communication format to express their views and help structure the services provided at Crossfell Health Centre.

Doctors at Crossfell Health Centre are committed to providing a high standard of care to the local population and are encouraging Patients to provide their views on how the standards may be improved not just on a clinical basis, but the infrastructure of the premises and communication links with Patients.

1. Develop a structure that gathers the views of patients 
The practice continued to develop the PPG throughout 2012/13.  Crossfell Health Centre tries to ensure we gather and reflect on the views of our registered patients and obtain feedback from a cross section of the practice population which is as representative as possible.

To do this we had to have an understanding of our practice profile and considered the following factors:
· social factors such as working patterns of patients 

· levels of unemployment 

· number of carers 

· black and minority ethnic groups 
· elderly patients

· patients with learning disabilities.
· Younger patients

Practice Profile:

	Age Range
	Male 
	Female
	Total
	Percent
	PPG group

	  0 - 16
	1220
	1173
	2393
	23.3
	0

	17 – 35 
	1274
	1377
	2651
	25.8
	3

	36 - 50
	928
	1073
	2001
	19.5
	6

	51 - 65
	922
	978
	1900
	18.5
	3

	65+
	597
	718
	1315
	12.8
	5

	Totals
	
	
	10260
	
	17


Process used to recruit to our PPG
We used the following method to try to recruit members

· Put up Posters in Practice 

· Offered leaflets to all patients attending practice 
· Emailed patients 
· PPG application form on the web site 
· GP opportunistically spoke personally to patients attending consultations 
· Members of the PPG group spoke to their friends and neighbours

· Receptionist handed out forms

The Practice tried to engage and encourage feedback from patients that extended to a mix of age/sex and ethnic origin. These included patients from marginalised and vulnerable groups such as elderly patients, patients with a learning disability or other disability and those with various social factors such as working patterns, employment status and carers etc. Again we used the ‘flu clinics’ as our forum to promote the PPG to these groups.  

The group under-represented were in the 0 – 16 years and 17-35 year age group and slightly over-represented in the 36-50 year groups. This was addressed by requesting front desk staff to offer the PPG application forms to all patients but to specifically target these age groups. As we have a ‘self check in’ machine this was not always an easy task.  
We gave the midwife a bundle of PPG forms to hand out to her young mums and young mums to be, but crèche facilities may be a future problem if we get any applicants. As yet we haven’t received any.
Again this year we continued to involve our “virtual” patient group as well as a face to face PPG. The website continues to display pages promoting the PPG. We promote the PPG to our patients via notice board that is strategically placed and is specific only to PPG information. 
Once again during the autumn and winter period we promoted the PPG by running a tombola and raffle during the ‘open flu clinic’ days.  We hope to hold an Easter egg raffle in March.  The raffles often attract interest in the PPG group, as well as raising funds to be spent on improving patient experience within the surgery.  

We also tried to encourage patient minority groups ie patients with a disability via the raffle day, but once again we were unsuccessful.
Patients do appear to be interested in the raffle and tombola but less interested in joining the PPG!!
As of 7 February 2013 we have 17 patients in the PPG group and have increased our numbers by 3 since last year. 
The group includes 6 males and 11 female members. All age groups are represented apart from 0-16 years.
We plan to continue to promote the PPG in our ante-natal, post natal and any ‘catch up’ child vaccination clinics we may hold.

2.  Agree areas of priority with the PPG

Following on from the success of 2011/12 patient survey and building on what we learnt from it, we once again approached the virtual and face to face patient participation group to ascertain their thoughts on what should be included in this year’s patient survey. 

The face to face members of the PPG discussed with the Practice the questions to be used in the PPG practice survey.  These were jointly agreed based on key inputs including the identification of: 
· Patients priorities and issues 

· Practice priorities and issues including any themes from complaints 

· Government priorities
PPG had the following as their areas of Priorities
· Access to appointments
· Internet booking
Practice Priorities:

· Practice recommendation

· Attendance of WIC

· DNA’s

Government Priorities

· Attendance at A&E a
· Attendance at Walk in Centre
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Collate Patient views through use of survey

We sent out emails and letters and put up posters in the Surgery with possible questions we could use for the patient survey.  

Unfortunately we did not receive any responses to participate in the construction stage of the survey other than those from the face to face PPG members. 

We therefore discussed survey question options with the face to face group members and the survey questions were agreed.

The receptionists handed hard copies to the patients, hard copies were left in the general reception area for patient to complete and post into the collection boxes.

We emailed the survey or posted it to the all the PPG group members.  
We handed out/emailed/posted/placed in the surgery 150 surveys.  We only had 51 returned.  3 surveys were later returned but the survey had already been analysed.
The Practice Manager analysed the 51 surveys with the formula 

	Scaled down points calculator 1 to 4 scale used

	Poor     Satisfactory    Good    Excellent    N/A
	

	
	


Any comments that were made were displayed on the collation and graph of results for the group to view.  (see appendix 1) 
The patient survey was distributed in the waiting room 10th October 2012 and sent to the PPG members 20th October 2012
	
	
	
	
	
	


The data was collated and put into graph form 25.01.13
 (Appendix 1, copy of questions and results survey).
4. 
Provide the Patient Participation Group (PPG) with the opportunity to discuss survey findings and reach agreement with the PPG of changes to services. 
1st February 2013 the PPG ‘face to face’ members met to discuss the patient survey findings.
We discussed the Action plan from last year and agreed that we had met all the actions on that plan which included:

· Not enough pre-bookable appointment – we added 1 extra per morning and afternoon
· DNA’s – we now send messages to patients to remind them of the date and time of their appointment

· Patient call system – Patients couldn’t always hear their name being called so we had an electronic visual patient call board installed

· Speed of answering the telephone – 4 staff (4 telephone lines) now answer the telephones each morning 

The PPG were please with the achievements may by the Practice.
Action Plan suggestions for 2012/2013 were discussed.
Telephone Access

Once more it was agreed that access to the Surgery via the telephone was a problem.  We did achieve the action stated in 2011/2012 Action Plan ie 4 receptionists per 4 telephone lines but patients are still unhappy with the telephone appointment system.  
The PPG group members were uncertain as to what more we could do to improve this.  It was agreed that piloting internet booking may help and this was incorporated into the Action Plan.
DNA’s

Concerns were raised that patients were not cancelling their appointment when it was no longer required.  Too many appointments were wasted when other patients could utilise them. 
We had already implemented the sending of text messages to patients as a reminder of their appointment as per action plan 2011/2012, and suggestions were made regarding a text message sent to inform patients that they had missed an appointment (DNA). This was an agreed action plan.
Under utilisation of patient electronic call board.  
It was suggested we could use the electronic patient caller to electronically display information to patients regarding number of DNA appointments and minutes wasted in the month.  This was an agreed action plan.
5. 
Agreeing an Action Plan with the Patient Participation Group (PPG) 
See Action Plan 2012/2013 Appendix 2
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 The Practice is required to provide details of where the Participation Report has been published (include the link to the Practice website) 
www.crossfellhealthcentre.co.uk   The PPG notice board display the results and the PPG News Letter.
7. Practice Declaration 
The Practice confirms that the above report is a true and accurate reflection of the work undertaken as part of the Participation DES 2012/13. 
Signed and submitted to the PCT and published on the Practice website on behalf of the Practice by: 
Name: Gillian Nodding  


Signed: G Nodding
Designation:
Practice Manager Date: 7 February 2013 
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	Patient Questionnaire Questions asked

	

	Access

	1.  How are your requests handled by the reception team?

	2.     How quickly can you get an appointment with any doctor?

	3.     How quickly can you get an appointment of your choice?

	4.   How easily is it to pre-book an appointment ie book an appointment in the future?

	5.     How easily can you get through on the phone?

	6.     How easily can you get advice from the Doctor or Nurse on the telephone?

	7.     How easily can you get a home visit if required?

	8.     How do you rate the appointment times currently 8.30am – 8.30pm Monday; 8.30am until 6.00pm Tuesday to Friday; 9.00am – 12.15pm Saturdays? 

	9.     When you saw a Doctor or Nurse how well did they listen to your concerns?

	10.     When you saw the Doctor or Nurse how well did they put you at ease if you needed to be examined?

	11.    If you needed a referral how efficiently did this happen?

	

	12.   How well did the Nurse or Doctor explain your symptoms?

	

	13.     How involved did you feel about the decisions made about your care?

	

	14.     How well did the Doctor or Nurse deal with ‘keeping you healthy’?

	15.     Overall how do you rate the quality of care provided by the Practice?

	16.     Would you recommend this Practice to other people moving into the area?

	WE ARE INTERESTED IN WHY OUR PATIENTS USE WALK IN CENTRES AND A&E DEPARTMENTS

	17.     In the last 12 months have you used a Walk in Centre?

	18.     In the last 12 months have you used the A&E department?

	

	

	

	Q1 Requests handled by reception

74.00%

Q2 Speed obtaining appointment with any doctor

66.50%

Q3 Booking appointment of your choice

63.00%

Q4 Booking an appointment in the future

66.00%

Q5 Getting through on the phone?

58.00%

Q6 Advice from the Doctor/Nurse on telephone

68.00%

Q7 Obtain home visit if required

67.50%

Q8  Appointment times offered & Extended hours 

71.00%

Q9  Did Dr/Nurse listen to your concerns

76.00%

Q10 Did Dr/Nurse put you at ease during examination

76.00%

Q11  Referral- how efficiently did this happen

71.50%

Q12 Did Nurse/Doctor explain your symptoms 

78.50%

Q13  Decisions made about your care ? Involved sufficiently

75.50%

Q14 Did Dr/Nurse deal sufficiently with ‘keeping you healthy'

77.00%

Q15 Overall rate quality of care provided by the Practice

79.00%

Q16 Recommend this Practice to other people moving into the area

76.00%

Q17 Use of Walk in Centre in last 12 mths

62.00%

Q18 Use of A&E department in last 12 mths

54.00%

Comments

	Good Surgery x 2

	Do you have internet booking

	More telephone lines @ 8.30am

	Patients request to see the same doctor all the time

	Very helpful

	order prescriptions on line

	Do you have a web site

	Good Doctors

	Drs and Staff V polite and helpful

	Working ? Book on internet

	don’t always get continuity of Dr

	internet booking

	order prescriptions on internet

	I don’t go often

	Very good

	Great

	My friends doctors do internet booking

	Can we start requesting our prescriptions on line

	Receptionists are very nice

	Go back to old appointment type

	Would not recommend this practice x 2

	


Appendix 2
CROSSFELL HEALTH CENTRE

PPG ACTION PLAN 01.02.2013
	CONCERN
	CAUSE
	COUNTERMEASURE
	WHO
	WHEN


	WHAT WILL SUCCESS LOOK LIKE

	Access to appointments 
	Working patients have difficulty booking appointments
	Internet booking trial initiated 4th February 2013 
	Dr Godavarti, Lisa, PM
	04.02.13
	Improved patient satisfaction in survey next year

	System for requesting medication. 
	Working patients have difficulty ordering prescriptions
	Trial of internet ordering for prescriptions 
	Dr Godavarti, Lisa, PM Office Manager
	Discussions to be held in practice meeting march 2013
	Improved patient satisfaction

	Shortage of appointments caused by non cancellation of appointments 
	Patients not cancelling their appointment when not required.  Too many appointments wasted when other patients  could utilise them
	Set up and use SMS service to send out to patients who DNA 
	IT staff - Lisa
	impending
	Fewer DNA’s

	Under utilisation of patient electronic call board
	Continued DNA’s 
	Electronic display of number of  DNA’s per month and wasted minutes
	Lisa
	immediately
	Reduction in DNA rate
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Patient satisfaction survey

		Patient Questionnaire Calculations		Poor		Satisfactory		Good		Excellent		N/A		Total		Percentage

		Access

		1.  How are your requests handled by the reception team?		2		16		14		18				50

				5		15		17		12		1		50

				9		15		17		9				50

				4		21		14		11				50

				11		17		12		9		1		50

						18		18		12		2		50

						14		13		18		5		50

						18		12		18		2		50

						15		18		17				50

						13		22		15				50

						10		22		15		3		50

				1		9		15		23		2		50

						13		13		22		2		50

						15		16		19				50

				1		10		19		20				50

				3		9		16		21		1		50

		WE ARE INTERESTED IN WHY OUR PATIENTS USE WALK IN CENTRES AND A&E DEPARTMENTS				No appointment available		Suited the time I wanted		Never been		Patient choice

												10		10

												14		14

				Poor		Satisfactory		Good		Excellent

		Comments

		Good Surgery x 2

		Do you have internet booking

		More telephone lines @ 8.30am

		Patients request to see the same doctor all the time

		Very helpful

		order prescriptions on line

		Do you have a web site

		Good Doctors

		Drs and Staff V polite and helpful

		Working ? Book on internet

		don’t always get continuity of Dr

		internet booking

		order prescriptions on internet

		I don’t go often

		Very good

		Great

		My friends doctors do internet booking

		Can we start requesting our prescriptions on line

		Receptionists are very nice

		Go back to old appointment type

		Would not recommend this practice x 2





Calculations

				N/A		Poor		Satisfactory		Good		Excellent				N/A		Poor		Satisfactory		Good		Excellent		total		Percentage

																		1		2		3		4

		Q1				2		16		14		18						2		32		42		72		148.00		74.00%

		Q2		1		5		15		17		12				-1		5		30		51		48		134.00		66.50%

		Q3				9		15		17		9						9		30		51		36		126.00		63.00%

		Q4				4		21		14		11						4		42		42		44		132.00		66.00%

		Q5		1		11		17		12		9				-1		11		34		36		36		117.00		58.00%

		Q6		2				18		18		12				-2		0		36		54		48		138.00		68.00%

		Q7		5				14		13		18				-5		0		28		39		72		139.00		67.50%

		Q8		2				18		12		18				-2		0		36		36		72		144.00		71.00%

		Q9						15		18		17						0		30		54		68		152.00		76.00%

		Q10						13		22		15						0		26		66		60		152.00		76.00%

		Q11		3				10		22		15				-3		0		20		66		60		146.00		71.50%

		Q12		2		1		9		15		23				-2		1		18		45		92		156.00		78.50%

		Q13		2				13		13		22				-2		0		26		39		88		153.00		75.50%

		Q14						15		16		19						0		30		48		76		154.00		77.00%

		Q15				1		10		19		20						1		20		57		80		158.00		79.00%

		Q16		1		3		9		16		21				-1		3		18		48		84		153.00		76.00%

		Q17		10				7		12		21				-10				14		36		84		134.00		62.00%

		Q18		14				6		10		20				-14				12		30		80		122.00		54.00%

				0		1		2		3		4

				Scaled down points calculator

				1 to 4 scale used

				TOTAL to be divided by 200 (scale of 1-4) minus N/A

				Because there were 50 questions and 4 possible answers ie 50 x 4 = 200
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		Q1 Requests handled by reception		74.00%

		Q2 Speed obtaining appointment with any doctor		66.50%

		Q3 Booking appointment of your choice		63.00%

		Q4 Booking an appointment in the future		66.00%

		Q5 Getting through on the phone?		58.00%

		Q6 Advice from the Doctor/Nurse on telephone		68.00%

		Q7 Obtain home visit if required		67.50%

		Q8  Appointment times offered & Extended hours		71.00%

		Q9  Did Dr/Nurse listen to your concerns		76.00%

		Q10 Did Dr/Nurse put you at ease during examination		76.00%

				71.50%

		Q11  Referra l- how efficiently did this happen		71.50%

				78.50%

		Q12 Did Nurse/Doctor explain your symptoms		78.50%

				77.00%

		Q13  Decisions made about your care ? Involved sufficiently		75.50%

				76.00%

		Q14 Did Dr/Nurse deal sufficiently with ‘keeping you healthy'		77.00%

		Q15 Overall rate quality of care provided by the Practice		79.00%

		Q16 Recommend this Practice to other people moving into the area		76.00%

		Q17 Use of Walk in Centre in last 12 mths		62.00%

		Q18 Use of A&E department in last 12 mths		54.00%
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