Annex D: Standard Reporting Template

Sandwell and west Birmingham Area Team 

2014/15 Patient Participation Enhanced Service – Reporting Template

Practice Name:                                             Al-Shafa Medical Centre
Practice Code:  M85123
Signed on behalf of practice:     Dr Zafar Ali                Date:  20/02/2015
Signed on behalf of PPG:    Dennis woods                  Date:  20/02/2015
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, Email, Other (please specify)        Face to face


	Number of members of PPG:  7


	Detail the gender mix of practice population and PPG:

%

Male 

Female 

Practice

54%
46%
PRG

5
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

2450
1011
1409
1205
740
492
234
316
PRG

1
1
2
1
1
1


	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 

14
7
70
20
57
PRG

1
Asian/Asian British

Black/African/Caribbean/Black British

Other

Indian

Pakistani

Bangladeshi

Chinese

Other 

Asian

African

Caribbean

Other Black

Arab

Any other

Practice

110
5990
1435
78
40
6
30
PRG

4
1
1


	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:
The PPG group has been in place since 2006.We have a good mix of age and gender across the group. Throughout the years the practice has used various methods to engage with all patients ensuring all are given the opportunity to join the groups. Following steps are taken to offer patients to join PPG.
· Posters displayed in patients’ waiting areas inviting patients from different backgrounds and ethnic to join PPG.                        

· Information displayed on the Practice Website for patients to join PPG

· Verbal explanation of Group to patients 

         In addition to the PPG, we also have a Virtual PPG, formed few weeks ago.   The Virtual PPG is for those patients who wish to make suggestions and engage with the Practice, but do not wish to attend meetings; although some do.           



	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:

· Paper survey

· Patient feedback box


	How frequently were these reviewed with the PRG?

· Paper survey is reviewed annually at the close of the survey period.

· The patient feedback box comments are reviewed at every quarterly PPG meeting.


3. Action plan priority areas and implementation

	Priority area 1

	Description of priority area:

· Offer online appointment booking through EMIS access


	What actions were taken to address the priority?
· EMIS training to set up online appointment bookings
· Registration and log in details on practice website

· Staff to allocate online appointments for patients on regular basis

· Support is available for patients who do not know how to use online bookings.
· Discussion with PPG about the service

· Publicise the service on practice website

· Posters displayed in the waiting area to inform patients about the service


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

· The service is improving access and responding to patients
· Gave patients 24/7 access

· Allowed patients to create, amend and cancel their appointments online

· Quick and easy to use, popular with patients who have busy lives

· Relieve workloads for reception staff

· Appointments can be cancelled easily and quickly which help reducing DNAs.
· Excellent opportunity for those who are busy in their jobs to book appointment whenever they have time.




	Priority area 2

	Description of priority area:

· Offer telephone consultation service


	What actions were taken to address the priority?

· All GPs agreed to provide this service every day after their clinical session
· Telephone consultation slots are made available on the system for GPs on regular basis

· Reception staff offer patients telephone consultations when face to face appointments have run out
· Patients are booked for telephone consultations and GPs ring them to talk after their clinics on the same day


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

· Convenience for patients e.g. no time off work and no transport issues 

· Convenience for doctors e.g. tends to be a shorter consultation and so provides better time management.

· By talking to patients before they make an appointment, doctors can ensure they only see people who would benefit from a face-to-face consultation.
· Waiting times and appointment systems can be better managed, leading to greater patient satisfaction and lower staff stress levels.
· Patients have another channel through which to access primary care. This is particularly useful for people with reduced mobility or very little spare time.
· Telephone consultations can increase the opportunity for a patient to consult their preferred doctor, reinforcing the relationship, to the benefit of both parties.
· Can improve medical access for the disable patients



	Priority area 3

	Description of priority area:

· Electronic Prescription service


	What actions were taken to address the priority?

· Contacted CCG that EPS live system need to be installed
· Staff and GP training of how to use EPS

· Ensured all staff who will be dealing with prescriptions have smartcards and the correct roles – consider nomination setting and cancellation 
·  Ensured all GP smartcards have been checked 
· Approached patients to capturing nominations

·  Prepared  repeat prescriptions 

·  Signing electronic prescriptions 

· Electronic repeat dispensing 

· Split prescriptions.


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

· Increased freedom of choice. Patients can nominate their choice of pharmacy.

· Reduced waiting times in the pharmacy
· Improving patient safety and quality of care.  
· Reduce time on phone calls to and from pharmacies
· Increase patient convenience and medication compliance.


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:    YES
Date of sign off: 



	How has the practice engaged with the PPG:  

· Regular Meetings with PPG

How has the practice made efforts to engage with seldom heard groups in the practice population?
· N/A
Has the practice received patient and carer feedback from a variety of sources?
· Yes
Was the PPG involved in the agreement of priority areas and the resulting action plan?
· yes
How has the service offered to patients and carers improved as a result of the implementation of the action plan?
· We are looking at further ways of keeping patients and carers informed e.g. new notice board

Things that could be improved via the survey suggestions have been acted upon. More awareness of Diabetes.

Do you have any other comments about the PPG or practice in relation to this area of work? 
· No






All the actions that were identified following the 2014/2015 Survey have been completed and reviewed with the PPG group at the February 20 15 meeting. The following areas were identified as needing actions. 





Patient satisfaction


Patient satisfaction surveys were carried out annually and the results showed that patients were very satisfied with the services provided by the practice.  The negative comments were addressed and efforts made to ensure that things improved where appropriate. The survey report was discussed with PPG in the meeting who appreciated and suggested to be displayed in the patients waiting area.


Surgery website to upgrade and online booking service for patients:


 Efforts were made to raise the level of awareness of the surgery website so that more patients could make their appointments on line, or order their repeat medication on line and reduce the pressure on the Reception staff at busy times. 





The website was enhanced to provide information about surgery opening hours and other useful patient information.





Practice leaflet: Practice leaflet was updated with all new information including: extended hours service, Telephone consultation service, online appointment bookings, online repeat prescription order and  electronic prescription service.


























