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2014/15 Patient Participation Enhanced Service - Reporting Template

Practice Name: The Clift Surgery

Practice Code: J82079

Signed on behalf of practice: 5-(6,~
Signed on behalf of PPG: ()~

Date: 'L=t-. 3· \5 .

Date: 27..MItRC'h ,2015

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

Does the Practice have a PPG? YES

Method of engagement with PPG: Face to face, Email, Telephone Other (please specify) We engage with the PPG with regular 6 weekly face to
face meetings, via email and by telephone as required. PRG Virtual Group for feedback via Email.

Number of members of PPG: Up to 10 as per Terms of Reference. Currently 7 members and actively recruiting.
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Detail the gender mix of practice population and PPG: Detail of age mix of practice population and PPG:

% Male Female % <16 17-24 25-34 35-44 45-54 55-64 65-74 > 75
Practice 49% 51% Practice 23% 10% 16% 16% 17% 11% 9% 7%
PRG 1.18% 1.19% PRG 0 0 0 0 0.99% 1.60% 6.41% 5.2%

Detail the ethnic background of your practice population and PRG:

White Mixed/ multiple ethnic qroups
British Irish Gypsy or Irish Other White &black White &black White Other

traveller white Caribbean African &Asian mixed
Practice 97.08% 0.39% 0 0 0.14% 0.25% 0.23%
PRG 1.22% 0 0 0 0 0 0 0

Asian/Asian British Black/African/Caribbean/BlackBritish Other
Indian Pakistani Bangladeshi Chinese Other African Caribbean Other Arab Any

Asian Black other
Practice 0.3% 0.09% 0 0.42% 0.56% 0.25% 0.28%
PRG

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:

To ensure that our PPG is represented by the Practice population, we have changed our meeting times to evenings so that we can encourage
younger working people and parents with young children. An analysis of the PRG Virtual Group profile is currently underway as this is our main
source of new PPG members. We are currently actively recruiting for new members and the selection process will facilitate a more balanced
result in line with Practice profile, as far as is practicable. On website there is a reference to the virtual group to email interest.
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Are there any specific characteristics of your practice population which means that other groups should be included in the PPG?
e.g. a large student population, significant number of jobseekers, large numbers of nursing homes, or a LGBT community? NO

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

2. Review of patient feedback

Outline the sources of feedback that were reviewed during the year:

Improving Practice Questionnaire which is undertaken once a year by an outside research organisation. The results are discussed by the PPG
and actions added to the annual plan
Comments received from patients from lettersiemails.patientcommentsbox.Friends and Family test which begun in January 2015 and verbal
comments to members of staff.

How frequently were these reviewed with the PRG?

The PPG meeting frequency has recently changed to every 6 weeks on fixed dates and days for the year ahead. Urgent matters are addressed
by email and telephone as required. PRG is included in the review of the annual Practice Survey and increasingly when their views on important
matters are required.
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3. Action plan priority areas and implementation

Description of priority area:

Car Park Facilities

What actions were taken to address the priority?

This was discussed at PPG meetings. This is an ongoing priority, however until the Practice is extended this cannot be resolved. No staff
apart from GPs, park in the car park to free up parking space. A public recreation car park adjacent to the Practice is used as an overspill.
The Practice tries to discourage on-road parking in what is a country lane.

Result of actions and impact on patients and carers (including how publicised):

This will publicised on the website and on patient notice boards. A patient communications plan for the extended Practice building which
includes a larger car park is currently being drafted.
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Description of priority area:

Water Dispenser in patient waiting area

What actions were taken to address the priority?

This was discussed at the recent PPG meeting, however the water bottles are heavy and it is considered a Health and Safety issue .. The
alternative is a micro plumbed in system which is currently being investigated.

Result of actions and impact on patients and carers (including how publicised):

The PPG would intend to fund raise to help purchase a micro bore system if the cost is reasonable.
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Description of priority area:

Dispensary - Turnaround time for prescriptions, lack of availability for some medication and physical space difficulties.

What actions were taken to address the priority?

An Audit and face-to-face Patient Survey is to be undertaken shortly in person by the PPG. PRG feedback is being sought. Results to be
discussed, practical outcomes assessed and agreement sought with the partners for short term measures to improve the current situation.
The medium term building extension will provide more space

Result of actions and impact on patients and carers (including how publicised):

None at the moment. PPG in conjunction with the new Practice Manager is currently determining the best way to communicate the current
situation to Patients, probably via the website.
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Progress on previous years

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

Q4 - See practitioner within 48 hours
Q27 - Reminder systems
These questions have improved on last year's results.

The practice has employed more reception staff to engage with patients and give patients a better service experience.
Staff Badges have been implemented and training for all staff is ongoing.

Q8 Waiting time this is improved on last year's results.
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4. PPG Sign Off

Report signed off by PPG@NO

Date of sign off: 27.1l1 rec«. All!)

How has the practice engaged with the PPG:
With face-to-face meetings, via email and by telephone

How has the practice made efforts to engage with seldom heard groups in the practice population?
Yes, via the PRG Virtual Group.

Has the practice received patient and carer feedback from a variety of sources?
Yes via the survey, through the PPG and from patient feedback forms.

Was the PPG involved in the agreement of priority areas and the resulting action plan?
Yes

How has the service offered to patients and carers improved as a result of the implementation of the action plan?
There has been an ongoing overall improvement across most areas and in areas where specific action was required ..

Do you have any other comments about the PPG or practice in relation to this area of work?
The active participation with the NH CCG and its member Practices has provided best practice and ideas to engage more with patients. Many
of these will be implemented during 2015.

An updated Practice Business Plan is currently being drafted and the key prioritiesfor the Practice will feed in to the PPG action plan for
2015/16
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