Ingleton Avenue Surgery Patient Participation Group Report

April 2016 to report on work carried out from April 2015- April 201
Background

Ingleton Avenue Surgery is a training practice based at 84 Ingleton Avenue Welling. The practice offers the following clinics by appointment: Asthma, Diabetes, Hypertension, Heart Disease, Minor Surgery, Contraceptive, Travel, Smears, Childhood Health and Antenatal. 

SURGERY OPENING HOURS

	MONDAY 
	8.00am - 6.00pm

	TUESDAY 
	8.00am - 6.00pm

	WEDNESDAY 
	8.00am - 6.00pm

	THURSDAY
	8.30am - 2.00pm

	FRIDAY
	8.00am - 6.00pm


The practice offers a limited number of appointments outside of core hours. The majority of these appointments need to be pre-booked and priority is given to those unable to attend during normal surgery hours. The times are as follows:

Tuesday – 6.30pm – 7.30pm

Wednesdays 7.30am – 8.00am

These sessions are covered by a doctor or a nurse with the latest available appointment at 7.15pm.

Out of hours services apply between 6.30pm and 8am. During these times, all telephone calls are handled by Out of Hours and any emergencies are dealt with in the usual way.

Development of the PPG Group

The Ingleton Avenue Patient Participation Group (PPG) has been meeting since November 2011. The group is chaired by Lucia Kendall. The group hold face to face meetings and met three times during 2015-2016 with PPG representation at the Care Quality Commission (CQC) Inspection on 29th September 2015. Interest was sought from patients via the PPG Newsletter published in September 2015, however no expressions of interest were received. The Group currently has four members who were selected following an analysis of the patient demographic. All members of the PPG are from a white British background and the majority of patients fall into the White British category and within the 15-64 year age group. 

Initiatives were held during the year to raise the profile and membership of the group, these included advertising for new members via the PPG newsletter and the doctors approaching possible candidates. Membership is reviewed at each meeting and it was felt that Although there had been no expressions of interest, views of patients were considered at each meeting through our commitment to feedback in analysing Friends and Family report, compliments and complaints, annual survey reports and NHS Choices feedback.
Progress on previous priority areas
Text messaging Service

The text messaging service had been well received by patients. The service provides a reminder for appointments and allows patients to cancel appointments if they are no longer needed. The mobile penetration (number of people signing up to the text messaging scheme) has also increased to almost 60%. During the year, the text messaging service was expanded, as agreed in the previous year priorities, to include health service promotion e.g. flu clinics, smoking cessation services and patient recall.

Staff Training

The Practice introduced a structured quarterly whole team training afternoon dedicated to training Practice staff. This has worked well and allows staff to refresh their knowledge and for management to cascade training throughout the practice. Refreshers were provided on appointment booking and allowed for discussion to evaluate current procedures and enable change where it was deemed necessary.

Patient Communication

The Patient Participation Group produced a newsletter highlighting changes at the Surgery and the work of the PPG.and also took time to meet with Care Quality Commission inspectors to highlight their work.
Priority areas for 2016-2017

Online Services

The Practice is committed to providing online services and has publicised online appointment booking and repeat prescriptions and the Practice will endeavour to get more people registered to use online services.
Continue with Staff Training

The dedicated afternoon to training will continue and this allows protected time for staff to complete mandatory training and aids communication within the team.

Working with Voluntary Services
A Social prescribing pilot has been undertaken within the borough and this has been successful and is being rolled out to all Practices. Social prescribing enables GPs and nurses to refer patients with social, emotional or practical needs to a range of local services which are often provided by the voluntary and community sector. The Practice intends to participate with the scheme for patients who meet the criteria for referral. 
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