Patient Participation Action Plan 

(As discuss with MMCPPG  20th March 2012) updated 1st May 2012

	Survey Finding
	Agreed Action
	Action by who
	Action by when
	Date completed or comments

	Problems with access to the telephone lines 

· Their busy and constantly have to radial

· Kept waiting so incur cost especially pay as you go mobile
	Improve communication to raise awareness how busy lines can be and what alternatives there are such as ringing at less busy time or using on line service if applicable

	Practice to liaise with PPG members to raise awareness  
	3 months
	April 2012 Interim FAQ has been produced and displayed in surgery 



	Appointments’ not running to schedule 
	More efficient notification in the waiting room that surgeries are running late and by approximately how much.

Notice by staff screen to remind to check time and amend the information bar.
Better information to patients on reasons why appointments may not run to time by FAQ poster 
Developing a patient information booklet


	Practice Manager

PPG & Practice
	Immediate

2 weeks FAQ

Patient Booklet 
Initial 3mths

completion 9mths  
	Staff training been undertaken situation being monitored

Monitoring response to training at moment before implementing

Completed 12.04.12
Existing booklet information being updated as a temporary stage so copies can be produced easier.  Further development on future content ongoing


	
	Possibility of booking double appointments for those who have complex needs, and better awareness of this availability by using the screen, making sure the surgery leaflet is available on reception and FAQ.
Including information in a patient booklet.

	 Practice

To check screen & leaflets available

PPG 
	Initial phase FAQ – 2wks

Booklet 9 mths
	Completed 12.04.12
Surgery leaflet is available and frequently replenished.

Screen update has been done

See above

	Survey Finding
	Agreed Action
	Action by who
	Action by when
	Date completed

	
	Raise awareness of why appointments run over time by restarting FAQs on notice board to answer questions from the DES questionnaire


	Practice & PPG
	ASAP and will be ongoing rotating FAQ’S
	Completed 12.04.12



	Just over 42% of respondents did not know about the telephone “Triage” service 
	Raise awareness of the service, what it is and how to use it. Explain what Triage is by FAQs on notice board and include in a booklet.


	Practice & PPG
	2 weeks FAQ’s

Booklet 9mths
	Completed 12.04.12

See above

	Request for blood tests to be available at the surgery
	Visible details of the places where patients can obtain a blood test near to the surgery.
Point out options by using FAQs, and the information screen.   Information is already available but needs a better profile.


	Practice & PPG
	2 weeks

Inclusion in booklet 9 mths
	Completed 12.04.12

 List Updated 30th April
See above

	Some services requested on the survey are already available 
	Better awareness of services already provided in the surgery and how to access them by having pointers on the notice boards and examples of leaflets.  To include access to free support courses in the City such as Living with Long Term Conditions, Cardiac rehab, V.I.P Carers course.  Display on the PPG notice board

	Practice & PPG
	1 week

Inclusion in booklet 9 mths
	Completed 12.04.12

Leaflets were checked. Notice of available service to be reprinted for the notice board and information screen.  This will be monitored for changes
See above

	Toy’s in the clinic room to occupy or distract children


	To look at suitable items after gaining suggestions from parents.  
	Practice
	6 months
	Some progress has been made. Further work to be done


	Review the confidentiality issues surrounding information exchanges at the front 
	Discuss issues with reception to ascertain the extent of problem and any suggestions for improvement. Notice on reception glass screen reminding patients they can ask to go somewhere private.  Personal alarms to be available for staff, protocol adopted/reinforced
	Practice manager


	4 weeks
	Staff now aware of the issue and better use of quiet space being made.  Notice for patients about the option for confidential purposes still to be produced and displayed  Completed but monitoring display to be finished May

	Survey Finding
	Agreed Action
	Action by who
	Action by when
	Date completed

	To maintain the noticed improvement in the reception staff interaction with patients
	Commend the improvement and discuss how the PRG and PPG can help maintain and improve the reception service.
Notice PPG notice board giving survey result of improvement. Letter from PPG to staff.


	PPG and reception staff 
	2 weeks

Immediate
	Completed 04.12 

Completed 06.04.12

Letter sent to staff from PPG – Future contact through PM re any issues.


	Provision of alternative therapies such as acupuncture, physiotherapy etc


	Discussions with the practice if any would be possible and if yes, develop a plan to introduce this service to the surgery.
Discussions will need to be guided by local and national NHS changes


	Practice & PPG for 


	1 year
	Reported that this is in discussion at the practice meetings but at the present time there is no capacity at the surgery to provide such services.  The physical space will not allow, however this is to be monitored for future inclusion to services.


	Improve the membership of the PRG and PPG by increasing numbers and representation of the practice population
	Create an information presentation disc to be played on screen in the surgery.

Work with the reception to increase the number of email participants in the PRG by at least 10% in the next 12 months Leaflet to go with repeat prescriptions which can also update patient contact details for the practice


	To be looked at by practice & PPG

PPG 


	Ongoing to be reviewed for progress quarterly
	In discussion as to the practicality of this and possible content
Completed 01.05.12

Small leaflet to be included in repeat prescriptions to update contact information and invite to join PRG

Review quarterly

	Automatic Entrance Doors
	Research by the practice on options available to make access to the building easier for those with mobility problems and parents of young children. Discuss findings with PPG and make recommendations for funding opportunities


	Practice Manager


	High  priority

9 months
	Has been discussed at practice meetings and enquiries being made to cost and suitability.  PPG offered to help in this process


