Patient Participation Enhanced Service 2014/15 Annex D: Standard Reporting Template

London Region South London Area Team
Complete and return to: nhsch lon-sth-poci@nhs ned by no later than 31 March 2015

Practice Mame: Drs P T Hudson and partners

Practice Code: HB4017

Signed on behalf of practice: P-IIL_%J.,VH Date: L5 [3hir
Signed on behalf of PPG: &W&.{ W Date: ish (e

1. Prerequisite of Enhanced Service — Develop/Maintain a Patient Participation Group (PPG)

Does the Practios have a PPG? YES

Miethod(s) of engagement with PPG: Face o facz, Emal, Other (please specily) Face to face, Ema and lelter when sppeopiate

. Mumber of members of PPG: 16

Page 1of 11



Patient Participation Enhanced Service 2014/15 Annex D: Standard Reporting Template

Dedal the: gender mix of prachice populaiion and PPG: Detad of age mix of practice population and PPG:
% Mae | Female 1] % <16 [17-24 | 2534 (3544 [4554 |5564 |B6574 |>TH
Practice 44 § 51 | || Pracice |20 10 13 17 15 10 ] 7
PRG =2 | 56 | || PRG ] |12 13 19 19 25

Detail the ethnic badoground of your practice population and PRG:

Whee Maed’ mubple ethrc

Britsh | kish Gypsy or kish | Other White &btack | White &black While | Other
" Practice 7419 | 214 3053 51 234 an | 202
' PRG 12 | 1 I |
| Indian | Pakistani Bangiadeshi Chinese | Other | African Caribbean Other |[Amb | Any
I Asan | Bizck | other
| | Practice 252 | 73 33 138 435 | 234 33 34 g | 1170
| | PRG | 1 | 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 GPs explain the role of the PPG when visiing house — bound patients and those in a Care and Residential home for people with
leaming difficulties, and ensures patients understand they are not disadvaniaged by not attending meetings as we communicate also
by telephone, letter and email.  Patients are also invited to join the group at new patient check or at consultation. The praciice
displays leaflets in reception and the receptionists often invite patients to join the group. We also ensure that posters are clearly
visible in the room used by the health visitor and midwife. Additionally the practice nurse has begun to advertise the PPG at
appointments for travel vaccinations. The practice has a good understanding of its patient population in terms of demographics and
ethnicity and is proactively continuing in our efforts to improve our representation in certain areas.
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Are there any specific charactenistics of your practice population which means that other groups should be included in the PPG?
e.g. a large student population, significant mamber of jobseekers, large numbers of nursing homes, or a LGBT community?

NO

If you have answered yes, please outiine measures taken to include those specific groups and whether those measures were
successful:

2. Feview of patient feedback

Qutiine the sources of feedback that were reviewed during the year: Healthwatch Enter and Review reports, Practice suggestion
box, FFT, ad hoc comments from patients and staff

AR comments are aiso reviewsd by e whole pracios team as well 35 our pabient representatives
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| How frequently were these reviewed with the PRG? Agreed intervals throughout the year and at specific times, for example the
publishing of the Healthwaich Enter and View reports

L ——
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3. Action plan priority areas and mplementation

Pricuity area 1

Description of priority area:

Compilete Seymour House refurbishments to the direct benefit or our patients
Practice cleanlinessiminor works

What actions were taken to address the priority?
At Seymour House the automated entrance door and patient iift are now in place and the reception refurbishments completed.

The practice has now engaged a handy man at both surgeries. Minor works are now logged in a book and signed when
comipleted in order fo keep a check on the time delay.

At Seymour house we gave nofice to our previous cleaning company and have now engaged a cleaner with an improved cleaning
schedule and specification.

The water cooler has been removed from the waiting room as a result of discussion with the PPG. Unfortunatedy this had proved a
hazard as was played with by children and water constantly spilt on the floor was an unacceptable nsk.

At our Lock Road surgerny the condition of entrance slip road, although not the property of the practice, is a cause for concemn. It
has proved difficult in the past to confirm exact ownership. With the help of one of the members of our PP'G we have now just
eslablished ownership and have a clearer way forward by which to achieve improverment.
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Result of actions and impact on patients and carers (including how publicised):

The automated entrance door at Seymour House has been universally welcomed by our patients and we have recenved many
appreciative comments. |t is of particular benefit 1o wheelchair users and those with prams/pushchairs who have been highly
satisfied with thes improvement.

There has been an immediate result as regards the cleanliness of Seymour House, which although not specifically commented
upon i evident to ws all.

Minor works have been completed promptly, thus minimising the incormenience to patients.

The PPG have been kepl up to date throughout the year with the improvements and the wider pafient population adwised of the
changed cleaning arrangements and the appointment of a handyman by means of a poster.

FEer information taken o nursing and residential homes.

QOur Ham patients hawve been advised of the progress regarding improvement to the slip road by a poster in the waiting room.
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Prionty area 2

Descrption of peority area:

Imemal patient healthcare information— including other languages,
improved information regarding services provided by the surgery
improved signage re opening times of the surgery

What actions were taken to address the priority? |

The practice has added to and improved both healthcare and surgery specific information provided at both surgenies. Leafiets are
now stored predominantly in clear plastic containers, for ease of cleaning. A poster is displayed advising patients of the availability
of information in different languages. A thorough review of all paper information was conducted in 2014, updated issues of
keaflets were ordered, unnecessary or outdated imformation removed and new material ordered. Larger and more effective display
boards were purchased for both surgeries and the nurses at the Ham surgery promoted a different health topic as a montihly |
theme. Mofices reganding surgery senvices and information were displayed separately for ease of reading and the breadth of |
patient surgery information was increased.

The opening times of the surgery are now more clearly displayed intemally at both surgeries, including ouwr increase in Friday
opening hours until Gpm. The practice website has been altered accordingly. The practice has received favourable comments
| from patients who find this extended opening very convenient.

l Due to the refurbishment at Seymour House the external sign displaying opening times had to be removed. This has now been re- |
| designed prior to being replaced.
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Result of actions and impact on patients and carers {(including how publicised):

Progress has been reported to PPG throughout the year and publicised on the surgery website and by way of the self-evident
posters. Additionally we are asking our patients and carers at reception whether they feel they hawve the mformation, both
healthcare and regarding the sungeny's senices and opening times, they reguire.

The exdension of our opening howrs ko 6pm on Friday was agreed with PPG.

Fliers containing pertinent sungery information are available to take to those who are unable to visit the surgery.
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Priority area 3

Description of priority area:
Rewview of appointment availability Clear information re appointment access and O0OH services

What actions were taken to address the priority?

We piloted an intemal appointment arrangement at Lock Road, whereas a doctor is left almost un-booked each day. This has
improved the daily flow of appointments and we now plan to continue this asrangement. At Seymour House we ftriafled a system of
leaving appointments at the beginning and end of each day to be avaitable to book in advance. This again proved most
satisfactory and was weicomed by our patients.

We advised our pabients on the alternative methods of making an appointment by means of clearer and mone visible displayed
information, in person at the reception desk and on our surgery website. This included our Saturday moming exiended hours. As
well as the abdity 1o book in person, on telephone, when the surgery is closed using our Patient Partner automated system, the
practice had relatively recently infroduced on line booking. We proactively advertised our on line booking throughout 2014 and the
uptake amongst our patients has subsegquently increased.

We have also displayed improved information on how to contact a doctor out of hours and the role of 111; particulardy importand
due to the change in Qut of Hours provider in 2014.
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Result of actions and impact on patients and carers (including how publicised):

-mmﬂﬁﬁmmhawek@!ﬂﬁPPGMDfmpmgmss. The improved waiting room notices have been self-evident
to patients, although we also have paper information to take to those who are house bound and in a nursing or care home.

This entire report will be published on our website, in reception and be avaiiable in hard copy at reception and taken fo residential
homes.

-

Is this the first year your practice has participated in this scheme? NO

If you have participated in this scheme for more than one year, ocutline progress made on issues raised in the previous year(s):

Owr 201372014 action plans concerned the following issues

Proportion of same day/book in advance appointments:-. We are pleased to report that our curment appointment rafio is proving
sal'tsfat:tﬂ'_t_.ﬁrecerrtl—!ealh'-'-'a‘ldtsuwermpmﬁhat“ﬂ&ma}uﬂtynfpaﬁentsﬁﬁmﬁmt%mumamgﬂwmm
they needed them'. Wenmeaﬂips'h-naﬂannaweeﬂyhasisina:mﬂanmuﬂmmecummmand.mmmedmammshad
an adequate number of pre-bookable appointments available by extending clinics were possible.

Method of booking appointment:- We continued fo review our Patient Partner automated booking, including liaison with BT regarding
the initial set up which had caused problems for some patients when dialling in to the surgery. We have continued to advertise our on —
Iin-ehmkingfac:ilyrwhicﬁﬂsrrm-rmadl:wagmdmrtmnfaurpaﬁ&nts.ﬂsmhavedimmedﬂmPPﬁmmwmﬂw
upgrading our computer system. When this has taken place we will further advertise our line booking facility as the funclionafity will be
more robust.

Practice Opening times:- We have extended our opening times 1o Gpm on Friday this year and as a direct result of patient preference
we have continued with our Saturday surgeries which prove most convenient to our patiens. Additionally we now often have two nursing
staff on duty to increase the availability of nursing appointments for owr patients.

Telephone Triage:-During the year we have further exiended our moming triage avaitability o meet demand, firstly on Monday and
Friday and latterly every day of the week. This addition has proved of great benefit to our patients.

Practice Premises - At Seymour House the automated entrance door and patient list are now instalied and our reception
refurbishments completed. There had been a delay in the avtomated door at Lock road, due to the suitability of the entrance Eay out.
However this has now been overcome.
E-urgaryWehes'rte:-WehavemnﬁnuedMMmmwmeWmﬁhﬂMQmmmwmﬁsmﬂe
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4 PPG Sign OFf &M—MW

Report signed off by PPG:
YES

Diate of sign off. 24™ March 2015

How has the practice engaged with the PPG:

' How has the practice made efforts to engage with seldom heard groups in the practice population? &£
Has the practice received patient and carer feedback from a vanety of sources?

Was the PPG involved in the agreement of priority areas and the resulting action plan? 49
. How has the service offered to patients and carers improved as a result of the implementation of the action plan? {e‘a“{?#{,
| Do you have any other comments about the PPG or practice in retation to this area of work? 0

Complete and return fo: nhsch. lon-sth-pec@nhs. net by no later than 31 March 2015
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