
                                                    Report – March 2012
Introduction – Developing a structure for a patient Participation Group (PPG)
Having already established a Patient Participation Group (PPG) in 2010, it was felt by the Group and the Practice that we should advertise again to ensure and encourage representation of our registered patients on the group, and to increase the numbers as part of the original group had diminished due to other personal commitments.
We advertised in the following ways in order to encourage as many patients as possible to join the PPG:

· Posters were put up in the practice 

· Chairperson of the PPG attended the surgery at various times to talk to patients and to encourage their involvement 

· The Practice Manager and the Chairperson handed out leaflets to patients coming into the practice to explain what the PPG is about

· We advertised on the Jayex board in the practice
· The Healthcare Assistant spoke to newly registered patients at their “new patient healthcheck”
and gave them information about the group
· The Doctors spoke to patients during their consultations and handed out leaflets explaining what the        
PPG was all about 

· Any patient who had make a complaint about the practice or it’s services in the previous couple of 

months was asked to join

· Posters were given to the local chemists 

· A Somalian community worker who came to talk to the Doctors was asked to help us recruit a Somalian patient for the PPG 

As a result of the above we had 7 patients express an interest in joining the group.

On the 7th July 2011, we invited the interested parties to an informal event at the Practice, where upon the Chairperson of the PPG did a presentation to the group explaining what the PPG is, the commitment involved, how it can help the practice, how it can engage with the NHS, how it can be instrumental in deciding along with the Partners new services/hours etc. As a result of this event we had 7 patients join the group. 
The make up of the group is as follows:

White/British
: 29%
Asian or Asian British – Indian: 29%



   Pakistani: 14%
Black Caribbean: 14%
Other ethnic Group: 14%
In January 2012 we also advertised on the “myhealthlondon” website the PPG and also a questionnaire for patients to complete on the practice and services offered. There is also the opportunity for patients to leave comments if they wish to instead.

Our practice demographics are as follows:

White/British: 49%

Asian or Asian British – Indian: 21%  




    Pakistani: 13 %

Black Caribbean: 3%
Other ethnic Group: 14%
12% of our patient population is aged over 65 years old.
7% of our practice population is aged under 5years old.

25% of our practice population was born in a country outside the UK.

More than 100 different languages are spoken in Hillingdon.

Townfield has over 40% of its pupils attending maintained schools in Hillingdon who speak English as an additional language. 

The Practice Survey – Agreeing area’s of priority with the PPG
We conducted the Practice Survey in August 2011 after agreeing with the PPG the priority questions that we wanted to gain opinions/views upon. The questions were discussed in one of the PPG meetings and some of the members had gained feedback from friends, neighbours who are patients of the practice, as well as having their own views/opinions and it was agreed and decided in particular three areas we wanted to gauge/measure the response of our patients.

They were:

a) How easy patients thought is was to phone through to the practice

b) The availability of getting an urgent appointment on the same day
c) Satisfaction with opening hours

The reasons for choosing these areas were as follows:

- We had recently installed a new phone system and wanted to gauge the response from patients about it.
  We had also received a few complaints from patients with regards to how long it took them to get 

  through and wanted to see whether this was the general feeling of the users of the system.

- We run an “emergency clinic” each morning for patients and therefore offer appointments on the same 

  day for patients with an “emergency” problem. However this was not translated in the MORI poll 

  results that the practice had previously.

- In order to ensure that we were meeting the needs of our patients, we wanted to see what our patient 

  population thought about the opening hours as we had a GP retiring in the New Year and would have 

  have the opportunity to make changes if need be.

Our current opening hours are as follows:

Monday 
8.45am - 6.30pm

Tuesday
8.45am - 7.15pm

Wednesday     8.45am - 7.15pm

Thursday 
8.45am - 7.15pm

Friday 

8.45am - 6.30pm

When the practice is closed patients can attend the Hayes Walk-in Centre, which is open from 8am to 8pm, 365 days a year. The address is: 52 Station Road, Hayes UB3 4DS. Tel: 01895 486020

Or alternatively phone Harmoni Out of Hours on 1-1-1.

The GP’s also wanted to include questions on their consultations e.g. availability of seeing a particular doctor, the patient understanding their health problem and being able to deal with it. This was so they can develop the patient/doctor relationship if need be, see how they are perceived by patients and reflect on their consultation style if appropriate.
The questionnaires were handed out over a 3 week period, by members of the reception team when patients attended for an appointment, members of the PPG and by the Doctors when they visited patients in the nursing home.

We handed out a total of 150 questionnaires and received 119 back. The results were collated by a work placement student and a Practice Report was produced, along with individual results for each GP.
We felt that it was appropriate as a Practice that we wanted the views of the “users” of the practice and hence gave out the questionnaire to only those patients who used the surgery during this period of time. In the past the results of the MORI poll survey indicated that a lot of the patients that responded to their survey were patients who had not visited the surgery in the past 6months and therefore it was felt that their comments were not representative/outdated of those patients who had visited the practice. This was agreed with the PPG.
Action Plan setting/implementing changes
The Practice Report with the findings from the survey was discussed with the PPG group and an action plan produced.
The Practice Report is attached.

The Action Plan is attached.
The Practice Report and Action Plan have been put on the noticeboard in the patient waiting area. It has also been placed on the Practice Website.

We will continue to seek the views and comments of our patients and will endeavour to encourage more patients to join our PPG. We aim to continue to encourage the PPG to challenge and engage with the practice to improve the services that it offers its patients and will gauge our patient’s views on a wider level through the annual Questionnaire and will continue to work through the current Action Plan agreed with the PPG. 
(References: LBH Equality and Diversity Policy, NHS Townfield Ward Profile)
