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PATIENT PARTICIPATION GROUP 

REPORT 2013
The patient group is a support group who liaise with Doctors Troy and Soni plus the staff. Patient Participation Group's (PPG's) bring many benefits to both Practice and the Patients.  Currently we have 15 active members who attend monthly meeting and many more patients who received minutes either through the post or e-mail.  The practice and the group has worked very hard to try and give a true representation of the whole practice population having both male and female members, English and Asian members and most recently our newest member of staff who would represent the younger population. We have set up a Virtual Patient Representation Group also, this group is made up of patients who agree to be contacted online/telephone for surveys etc. but don’t have the time to attend meetings. We feel that representation from a wider segment of the practice would very valuable and have tried moving times of meetings, leaflets etc. but so far this has as yet have been unsuccessful.  To encourage a further cross section of our practice population we have placed a message on our surgery television asking if patients would consider becoming a member.  Occasionally the partners also take the opportunity to ask patients during surgery.
Proposals Discussed With Group:

During the past year the group have discussed the following issues: - .  

PATIENT SURVEY


DNA APPOINTMENTS

 Other decisions that the patient groups input has proved invaluable are as follows:-
· Online Appointments
· Patient views regarding Saturday Morning surgery
During discussions the group are informed by Joe Ivory, Administrator, what the practice was considering.  The group are then given time to express their views which are then relayed to the partners.  To gain true feedback the doctors also asked 20% of their total surgery patients how they would feel about the above issues.  Leaflets were also made available.

Once the partners had looked at all the supporting documentation for each proposal their decision would be given to the group at the following meeting.   The group have a notice board in reception where minutes of the last meeting can be viewed.
Minutes can also be viewed on the practice website.

PATIENT SURVEY

Riverside Medical Practice produced a patient questionnaire to gather information from patients regarding their experience within and about the practice.  Although the data was favourable from the people that responded it was felt that this survey was far too long for patients to complete and this was the reason why there had been such a poor response.  The group were informed of the results and had produced a simpler straight to the point multiple choice questionnaire asking general questions.  This questionnaire is to be produced in Urdu also.  Copies of both surveys along with results can be found on the website.

DNA APPOINTMENTS
The group were particularly concerned about the number of patients that Did Not Attend (DNA) their appointments.  As a result of the groups concerns the practice has now started to calculate how much GP/Nurse Practitioner time could have been used by patients requiring an emergency appointment.  The results have been published on the T.V. screen within the practice and a notice placed on PPG notice board.  The group felt that the practice’s present plan for dealing with DNA’s wasn’t strict enough and that a more dramatic action needed to be taken.  It was calculated that on average over half a GP’s working week was being wasted per month due to “no shows”.   After discussion the group asked if it would be possible to contact each patient that did not attend an appointment and informing them that their failure to cancel their appointment meant that another ill patient could not be seen in their place.  This was discussed with the GPs and eventually decided between the group and the partners that the practice would write to patients who had DNA’d on two consecutive occasions.  The practice also set up SMS Text Messaging service with a reminder text being sent the day before a patient’s appointment. 
Details of DNA rates can be found on website.

Other Discussions – Online appointments and Saturday Surgeries

The practice informed that group that the CCG had requested we opt to use online appointments.  The group were a little hesitant at first wondering if these appointments were to be left empty if they were not booked online.  Anita Fisher, Practice Manager informed the group that these appointments could be booked by reception staff as well as patients online and that NO appointments would be unused.  The group were reassured and it was decided that the practice would trial this service for six months and see what the outcome would be.   With regards Saturday surgeries the group responded well with regards extra clinical hours but were concerned that the GPs may perhaps be more tired during their normal working week.  It was explained that this was only a pilot and to be trialled during the busy winter period until 31st March 2014.    

Future changes

Virtual group to be expanded
