PPG MEETING SEPTEMBER 2018

L.L. MEDICAL CARE LTD (AGARWAL &
AGRAWAL PRACTICE)

PATIENT PARTICIPATION
GROUP

PPG MEETING AGENDA

TUESDAY 18™ SEPTEMBER 2018

6PM TO 7.30PM

NO: TOPIC PRESENTER TIME

1 Patient Participation Group — Welcome And Introductions David 6pm
2 What is the PPG? David 6.10pm
3 Progress Made From Last Meeting - Patient Feedback, The David and 6.15pm

Practice Debbie
Website Changes David 6.40pm
5 Questions & Answer Session Dr V Agarwal 6.50pm
and Debbie
END 7pm
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PATIENT PARTICIPATION GROUP - BACKGROUND INFORMATION

1. What makes a good Patient Participation Group?

9 Accessibility is open and a good communication between the GP and PPG.

9 Buddying up with other practices in terms of space management with regards to PPG
meeting, workshops etc.

9 A good diversity in the PPG, in terms of race, age and sex.

A good sense of enthusiastic between the GP and the PPG members.

 Understanding the patients view and building good communication between the PPG
members and the GP.

9 A positive aim.

2. What information or support would be useful? E.g. guidance notes, template documents,
development/training workshops/other?

Updated JX boards.

Fundraising

Posters organised around the practice and on the GP website.
Advertisement of the GP WIFI.

=A =4 =4 =

3. How would you measure the success of your Patient Participation Group?

9 Surveys (online and in-house).
9 Survey results (graphs and backup information).
9 CClinspections.

4. What do you think this project should focus on over the next 6 months?

Keeping our GPs.

CCG communication — minutes and a publicised report available for patients.
To equalise the funding for all GPs.

Language translation (documents) for patients of all languages.

To build a network of PPGs.

=A =4 =4 =4 =9
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WHAT IS THE ROLE OF THE PATIENT PARTICIPATION GROUP?

The patient participation group consists of patients
who wish to be involved in the local practice whilst  L.L. MEDICAL CARE LTD (AGARWAL &

taking an active role in developing local health services.

AGRAWAL PRACTICE)

The purpose of the group is to facilitate patients and
the practice staff working together to share ideas to
help improve the services offered at the practice in

addition to sourcing out any local community services

N

that would help enhance aspects of the patient's lives. PATIENT PARTICIPATION

GROUP

The group will also have the responsibility of helping patients to take more responsibility for their
own health, the group also offers an avenue for patients to have a say in how services are planned,
developed and evaluated to foster a good working relationship with the practice staff and GP's.

WHAT DOES A PATIENT PARTICIPATION GROUP DO?

9 Help improve on the experience of attending the surgery
9 Help the practice decide on overall service priorities
9 Helps bring the attention of practice staff, the practice perspective of the level and standard
of the services provided
9 Acts as a channel in communicating to patients
0 How changes in the NHS will affect service provision
0 Information on the help available, support groups and networks
9 Helps patients understand more about the medical conditions/problems
9 Helps improve patients overall experience of the practice
WHY SET UP A PPG?

Research tells us that effective engagement with patients;

=A =4 =4 -4 -4 -4

Improves quality of care and patient satisfaction

Encourages patients as proactive partners rather than passive recipients of care
Improves concordance with treatment

Improves health outcomes

Informs effective targeting of resources, saving time and money

Is rewarding for professionals and improves relationships.
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WHO ARE THE MEMBERS OF THE PATIENT PARTICIPATION GROUP?

The group will comprise of;

I Chair Person

Secretary

Treasurer (if fundraising is involved)

Carer (s)

Group members (patients from across the surgery representing the practice population)
GP

Practice Manager

= —a = _a _—= —a _a

Nurse

WHAT THE PATIENT PARTICIPATION GROUP IS NOT ABOUT
The group will not dealith personal medical issues ordividual patient complaints as there is
already an existing procedure to handle such matters.

WHAT CAN ALL PATIENTS DO TO HELP THE PATIENT PARTICIPATION
GROUP?

The patient participation group's effectiveness is engineering the mutual working together of both
patients and the practice staff to achieve a common goal in the provision of the best possible
service.

To achieve this end will require patients communicating with the group and practice staff as a whole.
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ABOUT THE PRACTICE

The practice is family run with;

1

=A =4 =4 4 =4

Practice Manager (Debra Garey), Assistant Practice Manager (Humaira Sohail)

PPG/Website Administrator (David Cook)

5 doctors (Dr Agarwal, Dr V Agrawal, Dr S Agrawa, 4 new locums)

1 HCA (P Nwajagu)

2 nurses (Virginia Husaain and Ariton Boateng)

4 receptionists (Tina Brazier, Joy Greenhow, Bushra Khalid, Shadada Begum, New
receptionist x 1)

ATTACHED STAFF AT THE HEALTH CENTRE

They work in conjunction with the surgery under the NHS umbrella. They are not employed by

Langthorne Medical Centre;

Midwife - The community midwife helps to run the ante-natal clinic every week and offers
advice through pregnancy, during labour and the post-natal period.

Health Visitors - They run the clinics at the health centre and assist with child health
education, prevention of illness and childcare as an assessment of children's development.
District Nurses - They provide nursing care in the home for the disabled, bedridden and sick
that needs nursing care. They also hold clinics in the health centre where they deal with
dressing, wounds, ear syringing etc.

Chiropodists- This service is free to over 65's, children, the disabled and diabetic patients.
There is also a home visiting servic for the housebound.

Phlebotomist — This service is now booked online by the patient or booked via a kiosk in the
Phlebotomists clinic. The Phlebotomist clinics are now ran at Silverthorne, and ST James
practices. For more information on the opening times and booking online options please
visit - https://www.nelft.nhs.uk/services-wf-community-phlebotomy

Physiotherapist - There is an on-site physiotherapy service to deal with acute and chronic
muscular skeletal problems. The waiting time is shorter that than the hospital physiotherapy
service and is appreciated by patients.

Dietician - This service is for everyone who is having problems with diet and weight.

Diabetic Retinophaypy - This is a new service for diabetic patients.

Consultant Outreach Clinics - There are several clinics in the health centre for Gynaecology,
Diabetes, Orthopaedic, Paediatric, Dermatology, and MRI Scanning.

Dentist - This is only available to the elderly, disabled and children who meet the criteria.
Ophthalmologist/Optometrist - This is only available to children only.
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PROGRESS MADE FROM THE LAST MEETING

PATIENT FEEDBACK

PPG PATIENT SURVEY 2017/2018

The PPG questionnaire was explained as well as the results. All members of the PPG group were

satisfied with the results displayed on-screen and on the PPG information pack. The questionnaires

were handed out, collected from the reception desk or were completed online from January to the

beginning of March 2018.

Feedback of the of the results were published on the PPG notice board in the patient waiting area
and in a complete Yearly Patient Participation Group report. This report is also available on our

website and on our NHS Choices page.

FRIENDS AND FAMILY TEST (FFT)

The FFT’s are handed out, can be collected from the reception desk or now completed online or

patients are asked to complete whilst waiting in the patients waiting area by David throughout the

month. The results are submitted every month.

Below is a summary of the FFT comments since our last meeting.

| Apr-18|May-18| Jun-18| Jul-18 | Aug-18 | Totals

Extremely Likely
Likely

Neither/™Nor
Unlikely
Extremely Unlikely
Total

FFT SCORE

Number of comments 17

15

18

8 20

%% of Comments 05

08

78

50 77
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SAMPLE COMMENTS
EXTREMELY LIKELY TO RECOMMEND

T
1

Easier to book appointments now that the phone lines are open earlier

| always get an appointment when | need it. | get referred to special services when need. It is
easy to use the website to book appointments and to also book blood tests online

Myself and my family are extremely happy with the surgery in general. The reception staff
are very helpful, polite and considerate, the doctors make referrals easy whenever they are
needed. The only downside is booking appointments over the phone, it is almost impossible
You can always get your appointment on the same day, booing blood tests has become
easier. All the staff give good advice and | have been here for over 10 years

Professional people that treat you with respect, | feel like | actually matter and the
receptionists, doctors and nurses are trying to be helpful and informative

LIKELY TO RECOMMEND

l

T

Can you please install a self-checking screen as there are always queues at the
reception and you end up being late for your appointment

Appointments are hard to get and asking the GP for things like scans and xrays in a
task is never fulfilled. | have suffered bad backpain for friends. The GP is friendly as
are most of the staff

There needs to be an easier system for checking in for appointments which does not
involve queuing with other patients at the reception. Sometimes you have to wait 10
minutes just to check in with the result that you might be delayed for your
appointment.

UNLIKELY TO RECOMMEND

1

It is difficult to book an appointment over the phone. | have to turn up in person
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NHS CHOICES
Based on the screenshot below, taken on Monday 16" September 2018, the practice has gone up
from 4 to 5 stars, this is based on 19 responses.

i ) [

= | I Reviews and ratings - L. % ‘ 4+ v = x
&« = O o B httpsy//www.nhs.uk/Services/GP/ReviewsAndRatings/Defaultview.aspx?id=3620 ¥ = 1L '

B Suggested Sites ¥t Amazoncouk-Onli ¥ eBay ¢ HPGames ¥ WebSlice Gallery & Google ¢ O2- Accounts- My ¢ ¥ Pettitts Animal Adver ¥¢ Shopping List - IKEA ¢ Top 100 Nursery Rhyr ~

m Enter a search term

Health A-Z Live Well Care and support Health news Services near you

@ L.L. Medical Care Ltd (Agarwal &
Agrawal Practice)
020 8539 2858

13 Langthomne Road, Leytonstone , London, Greater London, E11 4HX
hitp://iwww.limedicareagarwal.co.uk/

Ratings i

5 Stars i? ﬁfk ﬁ i\k( i? NHS.UK user rating

Based on 19 ratings for this GP surgery

rirrirY  Leave review

Based on 19 ratings for this GP surgery

Telephone access Appointments Dignity and respect Involvement in decisions Providing accurate information

{20 ratings) (20 ratings) (20 ratings) (19 ratings) (18 ratings)

: = r T
E QO Type here to search i o > > 4 d D L ~EEEE g B

SAMPLE COMMENTS
A GP of compassion, dignity and where your voice is heard.

| have been a patient at LL Medical Care for many years. During times of difficulty and ill health, the
staff- both doctors and admin alike, took the time to listen to me and saw me as an individual. They
addressed my specific needs and provided any follow-ups if necessary or communicated with other
departments in the attached hospitals to arrange this, if more appropriate.

Where one would expect an impersonal, check-box experience at a busy GP like this one- the staff
took it upon themselves to offer the best possible care and incorporate best practice showing
compassion, dignity and commitment to me as a patient. Lastly, having been a patient here for a
while, | have seen the practice's commitment to better services in terms of efficiency and
organisation. In my experience, | have found the medical staff employed here to be competent and
well rounded in knowledge.

All in all- I would recommend this GP.

Visited in May 2018. Posted on 04 June 2018
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Best Dr I've ever had!

| see the Dr every week due to having mental health issues. | get a weekly prescription because Dr is
worried | will overdose which | do on occasion. She always comes through for me & recently came in
when she was ill as | was ill & needed her. She keeps an eye on me! I'm 100% happy with my Dr &
probably will always will be. She is very enthusiastic about her job & her patients. No complaints at
all :-)

Visited in June 2018. Posted on 27 June 2018
GP Patient Well Being / Reception Customer Care

The doctor | saw is a breath of Fresh Air! As soon as | entered her surgery, she made me feel
extremely comfortable, due to her bubbly and efficient manner. She took her time to read the
information and pictures of my ailment, that | had prepared for her update. She commended me on
this. She made the consultation feel so stress-less. | didn't feel rushed and she was attentive enough
to recommend basic screening and follow-ups. | would definitely recommend this pleasant GP.

The receptionists, particularly one is always so pleasant and efficient. This is whether she is speaking
on the phone, or when | visit the surgery in person.

Thank you from a very satisfied patient
Visited in July 2018. Posted on 19 July 2018
Won't change this practice at all

Very content with my gp as they are very polite, helpful and the most | can get appointment on the
same day, | can have my blood test done there and buy my medications at the same place, | don't
have to keep running all over the places.

Thanks

Visited in July 2018. Posted on 17 July 2018
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CQCVIST

The practice had it’s CQC visit on the 19" July 2018, previously, the practice had a rating of “Requires
Improvement” and from all that was discussed and highlighted, it’s clear that the practice has shown
improvements in aspects, the patients are happy, all services are safe, effective, caring and
responsive in their own right and are well led by a good management team and support staff.

The practice was given a rating of good in all areas.

CareQuality
Commission

LL Medical Care Limited

Inspection report

Langthome Health Centre

13 Langthorme Road, Leytonstone

London

E11 4HX

Tel: 020853092858 Date of inspection visit: 19 July 2018
www. limedicalcareagrewal co.uk Date of publication: 24082018

This report describes our judgement of the quality of care at this service. It is based on a combination of what we found
when we inspected, information from our ongoing menitoring of data about services and information given to us from
the provider, patients, the public and other organisations

Overall rating for this location Good @@
Are services safe? Good (@
Are services efective? Good @@
Are services caring? Good (@
Are services responsive? Good .
Are services well-led? Good (@
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THE PRACTICE

TELEPHONE LINES AND OPENING HOURS
Telephone lines/Online Access — A message was put on the NHS Choices page to reference the best
time to contact the practice via the telephone, is between 2.00PM and 4.00PM.

The practice operating times have also been adjusted to the following on a trial basis and material
has been displayed on our notice boards, reception windows, practice website, NHS website and
practice leaflets;

RECEPTION OPENING HOURS

i Monday, Tuesday, Wednesday And Friday: 8.30am — 1pm, closed from 1pm —2.30pm, re-
opens from 2.30pm — 7.30pm
 Thursday: 8.30am — 6.30pm

When contacting the practice over there phone, the patient is given several options via the selection
of a button of their choice.

BLOOD TEST APPOINTMENTS

Blood tests can now be booked online, or booked through the kiosk in the Blood Test Clinic. There is
a guide of how to use the kiosk, all staff are now trained and can assist when required.

SICKNOTES

All locums and GP’s have been issuing sicknotes. An SCT2 can be downloaded from the practice
website and our NHS Choices page for patients to complete and brought into the practice to make
an appointment with their GP to discuss.

GDPR

A GDPR statement has been introduced and is available both on the website and as a document that
can be viewed, downloaded and printed by the patient.

EREFERRALS

eReferrals are now processed online, much like the booking of a blood test. When booking a referral
online you will need your;

i Booking reference number, which can be found at the top of booking letter
9 Password you received at the time your received your booking letter

9 Year of birth

If you have been referred, and have forgotten you booking reference or password, please contact
the practice.

If you have any problems booking online, you can call the NHS appointment line on 034 5608 8888.

Phone lines are open;

Monday to Friday, from 8am — 8pm
9 Saturday and Sundays (including bank holidays), from 8am - 4pm
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You can manage your appointments online by visiting, https://www.nhs.uk/using-the-nhs/nhs-

services/hospitals/nhs-e-referral-service/

If you missed an appointment at the hospital or clinic you can request for a referral letter from the
practice or print it off and return it to the practice via the practice website.

ECONSULT

When you visit the practice website, an eConsult widget will appear on the practice homepage, this
allows the patient request advice for specific problems or conditions and there is health advice for a
number of conditions or symptoms. The patient can also request general advice from the practice
itself.

FLU APPOINTMENTS

Appointments will take place from the 24™ September 2018 from Monday to Friday. Please ask a
receptionist to book your flu jab.

There is sufficient material on the practice notice boards as well as the practice website. The
information and advice regarding the flu vaccine has been updated on the website with a link to
supported information to the patient.

WEBSITE CHANGES

1. All practice leaflets have been updated with new opening times, new staff and all practice
policies, a smaller version of the practice leaflet has been finalized and can be given to the
patient from the reception desk and can also be downloaded and printed from the practice
website and NHS practice website. This also includes a brief description of GDPR

2. The practice is now GDPR complaint and this is reflected in a GDPR policy which can be
viewed on the GDPR policy page and can also be downloaded and printed from the practice
website and NHS practice website.

3. All NHS Practice Charter documents have been reviewed and updated, if needed and were
made available on the website for patients to view and download, page and can also be
downloaded and printed from the practice website and NHS practice website.

4. All practice opening and closing times were update both on the website and on the NHS
Choices page, to reflect the closure of reception opening and closing times from 1.00pm
until 2.30pm.

5. The Spring 2018 Immunisation Schedule for all age groups has been uploaded to the
Immunisations tab on the Clinics page, with the Immunisation schedule displayed on all
notice boards and in the nurse’s room.

6. Flu appointments have also been advertised on the Homepage, Flu (Children), and Flu
(Adults) pages with copies of the poster on all doors and boards, and reception area. The
actual information has also been reviewed and updated for all aspects.

7. Allimages and poster have been updated with the new NHS logo, this has carried over to all
posters and advertising of the practice on all notice boards and doors.
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IMPORTANT LINKS

9 Our practice website - http://www.lImedicareagarwal.co.uk/

9 Our NHS Choices profile page
http://www.nhs.uk/Services/GP/Overview/DefaultView.aspx?id=36201
9 eConsult - https://limedicareagarwal.webgp.com/treatmentCategory/showAll

=

eReferrals - https://www.ebs.ncrs.nhs.uk/login

9 Fair Processing and GDPR - http://eastlondonhcp.nhs.uk/our-work/fair-processing-and-

gdpr/

9 Sicknote Certificates - https://www.gov.uk/government/publications/statutory-sick-pay-

employees-statement-of-sickness-sc2

ATTACHED DOCUMENTS WITH THIS MEETING AGENDA

9 September 2018 Newsletter
I Practice Leaflet 2018-2019
i GDPR Information Leaflet
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