Queenhill Medical Practice Patient Participation Group 

Annual Report 2014/2015

Since the publication of the Annual Report 2013/2014 in March 2014, the Queenhill Medical Practice Patient Participation Group has met six times.  These meetings were open to all registered patients and every meeting was attended by patients representing the patient population (volunteers) and at least one member of the practice staff.  The chair and secretary were appointed from the volunteers and the Group and its activities were structured according to its written constitution.  
The focus of the Group meetings always was to communicate information between the patients and the practice, to discuss and, where possible, implement actions for the mutual benefit of both parties.  
Achievements 2014/2015: (not in chronological order) 
Some initiatives which were introduced during 2013/2014 were maintained.  

Meetings    
Held meetings regularly.  
Minutes were recorded and published on practice notice boards and on the practice website. 
N.A.P.P.
Maintained affiliation to N.A.P.P. (National Association for Patient Participation) which was initiated during 2013/2014.

NHS Enhanced Service  

PPG and practice regularly reviewed patient feedback received by the practice. This feedback was acted upon where possible.

Fulfilled the NHS Enhanced Service requirement to formulate an Action Plan for the Group.  
Identified four areas for consideration (growth of the PPG, the practice appointment system, inappropriate use of hospital A & E departments and fund raising).  
Developed and regularly reviewed the action plan (ongoing).

Action Plan:  growth of the PPG     
(a) Promoted the existence of the PPG and extended invitations to potential new members including representatives of specific care groups.
(b) Increased the number of members of the PPG (‘real’ and ‘virtual’).           
(c) Increased patient awareness of the services offered by the practice.  
(d) Increased awareness and promoted the usefulness of the practice website (www.queenhillmedicalpractice.nhs.uk).
Items (a) – (d) inclusive, were achieved through face-to-face contact with patients by practice staff and group members at clinics, through the practice website, newsletters, leaflets and notice boards (ongoing).

Action Plan:  the appointment system

Reviewed the appointment system with particular reference to the significant number of ‘did not attend’ appointments and how this number might be reduced.  Due to patient confidentiality, direct action by the Group in this matter was prohibited.  
Recommendations were made to encourage patients to take responsibility for their appointments by promoting the use of online services.  As the telephone is the most favoured route of contact, it was suggested that messages heard when waiting for the receptionist to answer could include a ‘Keep it or cancel it’ slogan to encourage attendance and the need to cancel unwanted appointments.  Message information about the practice’s vision online appointments service with direction to the practice website for further information and sign up was also recommended (ongoing).   

Action Plan:  inappropriate use of hospital A & E departments  

The main focus of the PPG is the relationship between the Queenhill Medical Practice and its patients however it was agreed that the Group should also address the issue affecting the wider community especially regarding the inappropriate use of hospital A & E departments.  
To encourage patients away from thinking that A & E offers the quickest and best treatment, action was taken to promote patient ‘self-help’. 
(a) Successfully ran two First Aid Courses (initiated during 2013/2014 and instructed by the British Red Cross)
i Course 1 - for those caring for babies and/or young children.  

ii Course 2 - for those caring for the elderly.  

Both courses considered worthy of repeat (ongoing).

(b) Recommended patients might use one of the alternative local public health services e.g. Pharmacists, GPs, GP-led walk-in services, minor injuries units at Parkway Health Centre and especially the newer unit at Purley Memorial Hospital, Edridge Road Health Centre and the Urgent Care Centre at Croydon University Hospital, NHS telephone 111 medical service which operates an out-of-hours service, etc.  
To guide patients towards choosing the right service, information is now available in the waiting areas of the surgery and on the practice website (ongoing).

Action Plan:  fund raising
(a) Set up a bank account to hold funds raised by donation.  Two PPG members (volunteers) were confirmed as signatories of the account.  
(b) As part of the patient ‘self-help’ initiative, raised funds, purchased and installed a Blood Pressure Monitor for patients’ use in the downstairs waiting area (complete).  

(c) It was agreed that the Group will continue to raise funds so that more items, which are not usually provided by NHS funds, may be purchased (ongoing).   

Surgery/Practice environment    

(a)  Addressed the problem of congested notice boards in the two waiting areas.

Recommended transferring some general information from notice boards to folders.  Folders have been prepared and are now readily accessible to patients in the waiting areas.  New information has been added as and when required (ongoing).  
(b)  Addressed the difficulties experienced at the surgery by patients with reduced mobility.   

i The suggestion that a grab rail be fixed as an aid to some patients wanting to access the first floor of the practice premises was rejected for two reasons.  Firstly, the construction of the narrow stairway does not provide a safe point of attachment for a grab rail and, secondly, any patient can request to be seen by practice staff in a room on the ground floor.  
ii The provision of a wheelchair for patient use is under review (ongoing).  
(c)  Recommended soundproofing one of the ground floor consulting rooms.  

In response to information that consultations held in the rooms used especially by the phlebotomist and nurse practitioner could be overheard it was recommended that these rooms should be soundproofed.  
Necessary building work was scheduled and funded by practice partners (complete).
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