Ingleton Avenue Surgery Patient Participation Group Report

April 2017 to report on work carried out from April 2016- April 2017
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 twice during 2016-2017. Despite the removal of the necessity to host a PPG from the National Contract, the Practice has agreed that the PPG provide a valuable insight into the patient experience and the practice remains committed to hosting and supporting the PPG.  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. 

The membership is reviewed at each meeting and it was felt that this remains reflective of the patient demographic although new members were welcome to join the group at any time. One of the main roles of the PPG is to enhance the Patient experience and this is done through analysing Friends and Family report, compliments and complaints, annual survey reports and NHS Choices feedback.
Progress on previous priority areas
Online Services
The new target from NHS England is to aim for 10% of patients signing up to online services. The Practice has been encouraging patients to sign up but uptake has been slow and there are currently around 1.8% of patients signed up to the service. The Practice has been working with the CCG to increase these figures by looking at different ways of promoting the services. The numbers continue to increase and this is to be carried forward as a priority area for 2017/18.

Staff Training

The Practice commitment to training had continued through regular structured team meetings. This has worked well and allows staff to refresh their knowledge and for management to cascade training throughout the practice. Refreshers are provided on appointment booking and allowed for discussion to evaluate current procedures and enable change where it was deemed necessary. Patient feedback is discussed and evaluated to ensure that patient’s are receiving the best service. Where issues are identified, a root cause analysis is performed to identify what happened and to prevent recurrence. 
Working with Voluntary Services

The Practice had made some successful referral through the Social prescribing schemes during the year. 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 continue with the scheme for patients who meet the criteria for referral. 

Priority areas for 2017-2018
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. The online services registration form has been placed on the NHS Choices website and all staff have been briefed to offer patients the opportunity to sign up.
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. Members of reception staff have recently received training on Basic Life Support and some team members have attended Customer Care and Telephone Triage training. Further role relevant training modules are available to staff via the Bluestream Suite of online training. 
Upgrade of seating in the Waiting Room

Some of the seating in the waiting area has become aged and worn. It is proposed to upgrade this seating to meet infection control guidelines with all seating to be wiped down. This will improve the appearance of the waiting room for patients.  
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