Waterloo LINK Group  -     Patient Participation Report  12 13
Objective for PPG:
· To create a Group that worked closely with the practice and would represent the views of a balanced yet varied cross section of the registered population.

Age, sex, ethnicity would all be considerations, alongside looking for the involvement of care group representatives or other local communities.

· .To gain feedback from patients that could be used to create a service that strives to match patient needs and expectations.

· To involve the group in aspects of the practice through a phased approach.

· To also consult at certain stages with the wider practice population.

The timing and subject of this wider involvement would be driven by the      results of the consultation process with the LINK group as to their views on the key practice issues.

Attracting LINK Group Members

Participation was encouraged in a number of ways. WLG was widely advertised in the practice waiting room since May 11. Details were posted on our website and also via the messaging facility on our prescriptions. This is an ongoing invitation.
Newly registered patients are also given the invitation to participate.
Uptake

We had early responses from 28 patients year 11 12 with a further 7 this year 12 13 
Pleasingly all age ranges and both sexes are represented with varying interests and employment status.
More than one carer is represented plus we have the involvement of a local government representative. 
The ethnicity of each member is white British. We are keen for other ethnic groups to be represented.

Actions implemented as a result of 11 12 Survey findings

Telephone system.

Action
· We moved to a system with a “front end menu” that gives patients the option of direct access to the department of their choice.

The new introduction also has a facility for call recording. This will be used as a training facility for new and existing staff as well as providing supportive evidence should this ever be needed. 
The system was finally fully installed in DECEMBER 2012 and is new to all of us.

Patients have responded very well to the system so far with only the odd comment in the early stages of implementation. 
The results of the 12 13 survey will not include the new phone system as this was installed after the survey was completed.
Appointments – Advanced booking

Action:-

Patient newsletter was issued informing patients of the facility to book ahead.

The in house survey that was run mid summer 2012 showed a slight increase in awareness.
Survey 12 13
As in year 11 12
It was decided to again offer patients a wide ranging general questionnaire.
This would also give us comparison to last year and we would have individual “focus” in house questionnaires for specific issues throughout the year.

Areas covered:-

Reception/ Telephone system

Appointments system

Parking

Clinical Care

Links with other services

Friendliness of staff

Welcome given 

Practice listening to patients

Comments from Patients as to how we can improve the level of service.

Survey results
Please find survey results and comments attached.
Findings and Actions:-
We were pleased that the patients who responded felt welcomed and listened to.

Areas highlighted for improvement were discussed then prioritised .
It is our intention to change the survey questions this year to concentrate more on patient care/experience and intend to meet group members in an attempt to drive this forward.. 
We have concerns that the amount of feedback we get is poor and need to address
Involving more of the patient population to gain a more true picture.

The practice newsletter will be used to highlight practice changes and raise awareness of the way the appointment system works, the benefits of the new phone system and other areas of patient concern.

Feedback

The results of the second round of LINK surveys is available on the website and they have been emailed to each of the LINK group members .

We have printed small booklet sized copies of both the Patient Participation Report and also the survey findings which are available throughout the waiting room for patients to read or take with them.
