Annex C: Standard Reporting Template

Essex Area Team
2014/15 Patient Participation Enhanced Service — Reporting Template

Practice Name: The Limes Medical Centre
Practice Code: 1436

Practice website address: http://www thelimesmedicalcentre.com/

Signed on behalf of practice: @@oolxd/‘ Date: i | 03‘ INY
Signed on behalf of PPG: 9;:? Date: 2103 1S
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 and Email

Number of members of PPG: 491




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 48% 52% Practice 18 8 11 13 15 12 12 11
PRG 37% 63% PRG 2 11 27 22 15 14 7 2
Detail the ethnic background of your practice population and PRG:
White Mixed/ multiple ethnic groups
British Irish Gypsy or Irish | Other White &black | White &black White Other
traveller white Caribbean African &Asian mixed
Practice 15862 74 10 40 190 70 30 2
PRG 423 2 0 0 3 2 1 0
Asian/Asian British Black/African/Caribbean/Black British Other
Indian Pakistani Bangladeshi Chinese Other African Caribbean Other Arab Any
Asian Black other
Practice 376 144 222 76 35 77 - - - 1385
PRG 10 4 6 2 1 2 - - - -

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:

This year we have been really working on ensuring that the PPG is representative of the practice population in terms of gender, age and ethnic
background. We also felt that it was very important to keep patients up to date with all the latest news and information that is happening within
the practice and the CCG. We also have asked patients for feedback regarding the surgery and systems that we have implemented in the past

year.

We understand that our patients are so busy and life is full with so many pressures so we decided that the online Patient Participation Group fits




within the 21° century. Our aim has always been to set up a ‘virtual’ group for those people who use email and the internet, but also enable
those people who find it easier to chat in person to do so on an ad hoc and more planned basis.

At The Limes Medical Centre we have been really working on trying to get a representative of the practice population. We have taken the
following steps to try and attract as many patients as possible to join our PPG. Because the PPG is on-line and mainly ‘virtual’ we feel that we
reach out to all the practice population as they can be fully involved with the group irrelevant of age, work commitments or access to the surgery.
We also have our PPG leads that are a vital link to ensure that we communicate efficiently and effectively with all members of our patient
reference group and send out appropriate key information and encourage their friends and family who are patients at the practice to join the
surgery PPG.

1. We attach a Patient Participation Group registration form to all new registration forms so that every patient is given the option to join our
PPG.

2. We advertise the PPG on our website clearly encouraging all patients to join so we get a truly representative sample. We clearly display

the PPG group on a dedicated noticeboard in the reception asking patients to sign up to the group.

We advertise on our Amscreen, which is located in all surgeries the Patient Reference Group again asking patients to sign up.

4. We send to the care and nursing homes, attached with the registration forms a copy of the Patient Participation Group registration form
so that they can ask their residents if they would like to join the group, or their relatives to keep them informed of all our latest news and
information.

w

We encourage Carers to join our PPG group for their feedback on The Limes and to become involved in the group on our website Carers
Section. When a Carer completes a Carers Form at the practice we also hand them a PPG registration form and encourage them to join so that
we get feedback from all patient groups in our practice.




Are there any specific characteristics of your practice population which means that other groups should be included in the
PPG?

e.d. a large student population, significant number of jobseekers, large numbers of nursing homes, or a LGBT community?
YES

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

We have a large number of patients in care and nursing homes in the Epping locality and this is why we ensure that we send the Patient
Participation Group registration forms along with the patient registration forms to the homes.

We also have a large number of patients, who live in the community but work in London and surrounding areas and this was a key reason why
we wanted to make our PPG on-line, so these patients could be involved with their surgery and healthcare but still manage their work lives.
Families are a specific characteristic in our patient population and again we felt that an on-line PPG worked efficiently and effectively for them.
We have targeted these patients to join our PPG by clearly advertising on our website that we have an on-line PPG group, as we have
researched that these patients actively use the website on a regular basis.

We feel that by targeting these key groups we have added further to our ever growing PPG and in the past year have increased our members by
a further 154 patients.

2. Review of patient feedback

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

We have tried to co-ordinate all of the views of our patients this year, i.e. many emails, friends and family survey, face to face meetings with
patients and the PRG Leads to influence:




1. What local patients to our North Weald branch surgery felt was important if we received funding to improve the surgery.

2. The use of patient feedback on Patient Access and how this should be implemented and any information that was needed when this
new system went live.

The use of patient feedback on our re-organisation of the reception team.

4. The production of this annual report and action plan for 2015.

w

How frequently were these reviewed with the PRG?

Regularly throughout the year, with regular email updates and meetings with the PRG and PRG leads.




3. Action plan priority areas and implementation

Priority area 1

Description of priority area:

1. On-line booking appointments

What actions were taken to address the priority?

In November 2014 we switched on Patient Access an on-line booking appointment service. Patient Access also allows patients to see a
limited section of their medical history.

Patient Access has proved to be very successful with patients with over 150 patients joining in the first few months of the service becoming
available. We have found that this is starting to reduce the number of patients that were kept waiting on the telephone lines ringing in to either
book, check or cancel their appointment.

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

We listened to the PPG group and the PPG Leads who felt that more appointments needed to be put on-line as there were times only
appointments 2-3 weeks in advance were still available. This is now being regularly checked and the Reception Lead makes sure this service
is running effectively and efficiently.




Priority area 2

Description of priority area:

1. Re-structuring the Reception Team

What actions were taken to address the priority?

We are currently in the process of re-structuring the Reception Team as we had received a lot of feedback from the PPG group and the PPG
Leads that the telephone lines are regularly very busy in peak times, feedback about reception staff and privacy issues in the reception area

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

New reception staff are being recruited to reduce the waiting times on the telephone and allowing more staff to be able to work on the front
desk. Clearer signs letting patients know that there is a designated ‘private room’ available if needed will be implemented all in the coming
months. The Limes are also currently looking into upgrading their current telephone system allowing a faster and more efficient service for
patients, again cutting waiting times.




Priority area 3

Description of priority area:

1. Keeping the website up to date

What actions were taken to address the priority?

The website is regularly updating allowing patients to see all the latest information and news regarding the practice

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

We listened to the PPG group and the PPG Leads when they informed us that they were not always aware of the latest news or information
regarding the practice and relative information about their healthcare.




Progress on previous vears

If yvou have participated in this scheme for more than one year, outline progress made on issues raised in the previous

year(s):

Update on Actions from Past PRG report

2. On-line booking appointments

In November 2014 we switched on Patient Access an on-line booking appointment service. Patient Access also allows patients to see a limited
section of their medical history.

Patient Access has proved to be very successful with patients with over 150 patients joining in the first few months of the service becoming
available. We have found that this is starting to reduce the number of patients that were kept waiting on the telephone lines ringing in to either
book, check or cancel their appointment.

We listened to the PPG group and the PPG Leads who felt that more appointments needed to be put on-line as there were times only
appointments 2-3 weeks in advance were still available. This is now being regularly checked and the Reception Lead makes sure this service is
running effectively and efficiently.

3. Re-structuring the Reception Team

We are currently in the process of re-structuring the Reception Team as we had received a lot of feedback from the PPG group and the PPG
Leads that the telephone lines are regularly very busy in peak times, feedback about reception staff and privacy issues in the reception area.

New reception staff are being recruited to reduce the waiting times on the telephone and allowing more staff to be able to work on the front
desk. Clearer signs letting patients know that there is a designated ‘private room’ available if needed will be implemented all in the coming



months. The Limes are also currently looking into upgrading their current telephone system allowing a faster and more efficient service for
patients, again cutting waiting times.

4. Keeping the website up to date

We listened to the PPG group and the PPG Leads when they informed us that they were not always aware of the latest news or information
regarding the practice and relative information about their healthcare.

The website is regularly updating allowing patients to see all the latest information and news regarding the practice

4. PPG Sign Off

Report signed off by PPG: YES

Date of sign off: 31/03/15

How has the practice engaged with the PPG:

How has the practice made efforts to engage with seldom heard groups in the practice population?

Has the practice received patient and carer feedback from a variety of sources?

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

How has the service offered to patients and carers improved as a result of the implementation of the action plan?
Do you have any other comments about the PPG or practice in relation to this area of work?

We have tried to co-ordinate all of the views of our patients this year, i.e. many emails, friends and family survey, face to face meetings with
patients and the PRG Leads . Our PRG is primarily an on-line group, as we understand that our patients are so busy and life is full with many
pressures, and we felt that an on-line Patient Participation Group fits within the 21% century. Our aim has always been to set up a ‘virtual’




group for those people who use email and the internet, but also enable those people who find it easier to chat in person to do so on an ad hoc
and more planned basis.

We therefore send out specific information that we feel is informative and useful and we also asks patients for their feedback and input on
decision that influence The Limes. This information is sent out by email.

We also felt that it was important to have a link with community and our Patient Participation Group Leads are met with approximately every 3-
4 months to discuss various current and ongoing topics and they have given very helpful, constructive feedback on many matters. The Leads
have also kept us informed of any matters they feel are important for patients to be updated on.

Please see below some examples of emails that have been sent out to the PPG group in this past year. You will see that there is a mixture of
information that is sent to our members but we always try to ensure that it is relevant and interesting to patients.

Improvements to North Weald Surgery

Dear Patient Participation Group

We are currently in the process of trying to receive funding to improve North Weald Surgery. This would include internal refurbishment and
improved patient access.

We would really like to hear from you as patients, as to what you would like to see improved at North Weald. This is your chance to express
your opinions on how we can make any appropriate changes or improvements to this branch surgery.

We look forward to hearing from you. Please can you send your replies to s.tanner@nhs.net by Friday 20 February 2015.

Kind regards

Debbie Bodhanya
Managing Partner

Age UK Essex Project called Smart Life




Dear Patient Participation Group

The Limes Medical Centre is one of four GP practices working with an innovative Age UK Essex Project called Smart Life.

A Personal Independence Co-ordinator (PIC) from Age UK Essex will be working closely with the practice staff to identify high intensity users
of hospital services and/or GP services and/or social care services. The PIC will work with these individuals and a team of volunteers (10 per
surgery), to establish a personal care plan to support their self-management, maintain independence and ensure that the voluntary and
community sector is considered as part of the individuals on-going holistic care. Volunteer time commitment is estimated at 3-4 hours per week
for approximately 3-6 months per client.

The service is available to anyone over the age of 16 years so volunteers of all ages are welcome. This will be a very satisfying and rewarding
role. Volunteers will have travel expenses reimbursed and there will be a structured training programme.

Please take a look at the attached flyer for contact details if you are interested in becoming a volunteer.
Kind regards

Debbie Bodhanya
Managing Partner

NHS Friends and Family Test Survey
Dear Patient

The NHS want you to have the best possible experience of care. The NHS Friends and Family Test is a way of gathering your feedback , so we
can continually review our service.

It is based on one simple question :




'how likely are you to recommend our service to friends and family if they needed similar care of treatment?"
To complete our Friends and Family Test survey please follow the link below.

http://fft.mysurgeryintranet.co.uk/surveys/3576/take-our-survey

Kind Regards

Debbie Bodhanya
Managing Partner

The Limes Medical Centre Telephone Access Information

We sent patients a copy of the latest Telephone Access Information for The Limes Medical Centre

Please find below a copy of two meetings that have taken place with the PPG Leads in the past vear:

The Limes Medical Centre

Online Patient Participation Lead Meeting

23 May 2014

Present: Debbie Bodhanya, Managing Partner
Sarah Tanner, PA to Debbie Bodhanya
Mark Evans, Patient and PPG Lead
Caroline Law, Patient and PPG Lead

PPG Report
DB let ME and CL know that the report has been published on the website for all patients to access.




Telephone Access Information
DB asked both ME and CL to look at the information and asked for their feedback to be emailed to ST.

Patient Access

We are due to go live with Patient Access a new online booking system in August 2014. DB explained Patient Access with ME and CL and
how patients will be able to routine non-urgent doctor appointments online or via a mobile app. Patient Access will also allow patients to see a
limited amount of their medical records.

DB explained that by the end of the year patients will also receive their test results via email and have the choice to opt out of this service if
they want. A simple text will be sent either asking a patient to contact the surgery or to let them know that the results were normal. DB stated
that she would need to take this to the Partnership Meeting to discuss all the final details of how this would work but wanted ME and CL
feedback. ME and CL felt that it all sounded very interesting and felt that patients would really enjoy and benefit from have an online booking
system available. There were concerns that patients might try and book inappropriate appts with the system but Debbie stated that we do not
have this problem with our telephone online booking system and hoped the same would apply.

ME asked how patients would know that the Patient Access was available and DB and ST let him know that they would advertise it online, at
the surgery and on the Amscreen in all practices.

Wifi Connection
DB informed ME and CL that free Wifi would be at Waltham Abbey and Epping very shortly. Both ME and CL felt this was great news and that
patients, in this modern day, could then carry on working or read their emails whilst waiting in the surgery.

Practice Booklet
ME suggested that would it be possible to put the practice booklet into Chemists and Libraries and other public places. DB felt this was a good
idea.

Pharmacies to U




CL brought up the fact that Pharmacies for U a new pharmacy that delivers to patients doors was being advertised and Theydon Bois
residents were worried this would put Silesh (their local pharmacist) out of business. Though DB understood their concern she did state that
some patients/residents would benefit from a home delivery service but this had nothing to do with The Limes so was unable to help or
comment further.

Patient Survey
DB let ME and CL know that a Patient Survey had been available for patients to complete on line or in the practice.

NHS England
NHS England and the changes that were taking place in general practice was discussed with DB highlighting that a quarter to a third of most

general practices income was to be reduced. This was to have a huge impact on the surgery.

CQC Visit
Debbie let the PPG leads now that at present we have not had the CQC visit but could have at any point and we are given two weeks notice.
DB asked if ME and CL were happy to come in if possible and chat with the CQC inspectors. Both were happy with this.

GP’s Running Late

ME asked if it was possible when GP’s are running extremely late, with big delays that these details can be updated on our Amscreens? He
also mentioned would there be any possibility of a coffee machine. DB stated that in the past the practice had trialled coffee machines and it
had really not worked well. DB to look into the Amscreen and GP’s running late.

Next meeting due October 2014.
ST to contact ME and CL

The Limes Medical Centre

Online Patient Participation Lead Meeting

30 March 2015




Present: Debbie Bodhanya, Managing Partner
Sarah Tanner, PA to Debbie Bodhanya
Mark Evans, Patient and PPG Lead
Caroline Law, Patient and PPG Lead

CQOC Report

DB asked if Mark and Caroline had received a copy of the CQC. They both agreed that it was a very good report. Mark mentioned that there
was a bad newspaper article about The Limes in the newspaper. DB confirmed that the CCG had apologised over the article and stated the
information that was provided was out of date.

NHS Choices Website
DB mentioned that on the NHS Choices Website we are receiving quite a few negative reviews. Cards have been created asking patients to
visit NHS Choices Website and leave feedback on their visit.

Friends and Family

Friends and Family has been implemented at the surgery with patients being asked to complete them. Caroline told DB that someone in
Theydon Bois had been asked to complete a Friends and Family card and she had felt like she had been ‘picked out’ and she wasn’t quite
sure why. DB confirmed that no one is ‘picked out’ and that any patient that attends the surgery for an appointment is asked to complete the
survey.

Staff Changes
Dr Ashford has reduced his time by half this is due to family illness.

Dr Abouharb will be taking over as Clinical Lead Partner on 1 August 2015.
Dr Riches is leaving the end of July and moving to Wiltshire.

LMC are currently recruiting a full time salaried GP to replace Dr Riches.

Dr Bridges is currently on maternity leave and a GP has been recruited to cover her maternity leave.




We have employed the following new staff to start work commencing 6 April 2015,
2 new Nurse Practitioners and 1 Physician Associate who will be working 3 days a week.

New HCA has been recruited to start work in the near future.

DB is recruiting a new PA to replace Sarah. ST is leaving LMC on 31 March 2015. DB will be in contact when she has replaced ST with the
name and contact details of her new PA.

Reception Revamp
The reception team at LMC Epping is currently being revamped with new reception staff being recruited to increase the amount of staff during
the AM and PM busy periods, helping out with the front desk and telephones. Interviews to take place over the next two weeks.

Liz Del Molino, Reception Lead is being moved out of reception to work more managerially, with more experienced reception staff being
trained to cover Liz on the reception floor, running reception.

A customer service programme is being run in July 2015 for reception staff where they will receive a NVQ Customer Service qualification.
LMC conducted a survey of local pay for reception staff and we pay the best salaries locally.

DB suggested that she drafts a newsletter for patients to update them on all the recruitment changes at The Limes and both Mark and
Caroline felt this was a good idea. DB to draft the newsletter and send out to Mark and Caroline for approval before distributing.

Local News
Stellar Healthcare has been successful in their 2.6m Prime Ministers Challenge Fund with the contract to start in July 2015. Stellar will be
providing 4 hubs that will open and provide a GP service Saturday and Sunday and after Christmas a GP service from 6.30pm — 8.30pm.

There will be a press statement being released this coming week with further plans being released within the next 2-3 weeks.

DB will be staying on as Chief Executive of Stellar for the near future.




Theydon Bois Parish Council
Theydon Bois Parish Council is unhappy with The Limes Medical and the fact that at present there is reduced timetable at Theydon Bois
branch surgery on a Thursday. A notice has been put on the website and also at the branch surgery informing patients of the current position.

DB has advised Theydon Bois Parish Council and Caroline that she is happy to attend the next parish meeting with Dr Abouharb to explain
the situation and how it stands at present. Caroline is going to liaise with the Chair of the Council and try and get the next meeting date for DB
and TA.

Theydon Bois Pharmacy
Caroline reported that a couple of her repeat prescriptions have been delayed in being sent to the Theydon Bois Pharmacy. ST to investigate
this and see where the problem is. ST to report back to DB and Caroline.

On-Line Appointments

Mark tried to make an appointment on-line and discovered that he could book an appointment on-line for three weeks’ time, he felt his
appointment was more urgent than three weeks so called The Limes and was offered an appointment in 1 weeks’ time. Mark asked DB why
this was the case, and DB agreed that though appointments within 48 hours would not be available on line, that there should be more
appointments put on regularly for 72+ hours.

DB to discuss this with the Reception Lead who makes appointments available on line and make sure that in future these appointments are
available whenever possible.

Branch Surgeries
Caroline asked if patients are allowed to use the branch surgeries, if this was more convenient for her or any other patient. DB agreed this
was absolutely fine and that patients could select which surgery to attend.

The Limes Medical Centre is appealing a decision for improvement funding for North Weald branch surgery. DB stated that North Weald
patients are so supportive of the branch surgery, even though they are aware the surgery needs updating and are very grateful to the patients




for this.

Elderly Patients

DB confirmed that all patients aged over 75 have been allocated a named GP. And that all patients aged over 75 in nursing, care or sheltered
homes have had a care plan created for them and put on their electronic medical records.

The plan is from May 2015 all patients will be allocated a named GP so that they get continuity in care.

Next Meeting
DB asked if Mark and Caroline would be happy to review the website in the next meeting, with them giving feedback, suggestions and ideas
regarding the content of the site.

Next meeting
ST to contact ME and CL






