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Introduction

How can we get more copies of the End of Life Care survey – ACTIONED Send link out with feedback

· Online survey - www.surveymonkey.co.uk/r/8Y6CXL7 
· Or contact Alex Green on alex.green4@nhs.net or 0114 305 1224.

There was an article about Falkland House in the Sheffield Telegraph talking about all their good work.

Experience of a GP working with a PPG – Dr. Charles Heatley

Text messaging from GP practices is useful. People are more responsive to texts and will often respond more than other communications due to the short nature of them.

Quarterly

Virtual group

Wonderful thing was that PPGs not seen as a threat. My experience is that PPGs are seen as a nuisance.

Critical friend phrase was very helpful. Positive contribution rather than a threat.

Important to frame our conversations and interactions to ‘how can we deal with something’.

Wish we had 15 people, often we only get 2 or 3.

There is a temptation to get a settled group. This can be difficult to get new people to come into.

We have a tight squeeze. Four GPs attend which is really positive.

PPG using national materials and amending them to make more relevant to their GP Practice. ACTIONED – Upload examples supplied by Hackenthorpe Medical Centre to resource page - www.sheffieldccg.nhs.uk/get-involved/patient-participation-group-meetings.htm 
Continuity over 30 years. I’m lucky that the Practice has a history of serving the local population. I used to be timid, but not anymore. I want to know what they’ve got to say.

Gives people an opportunity to say what they want to say. If you give them that opportunity they continue the conversation.

Is the PPG representative/diverse?

They are predominantly people with a long term condition which means they have a long standing relationship and knowledge of the Practice. They have looked at our appointment system and think it works well. We had some feedback from a less frequent user of services who had a different experience of a complex appointment system.
PPG just one way of collecting views. Patients tell us through our complaints system the things they are concerned about.

Reaching out to mums’ groups. Lunch clubs etc. could be really powerful.

Patient Experience

The star ratings from the HealthWatch feedback doesn’t seem to match the comments.

It might be that they think they overall not bad, but have a specific issue they want to share.

Anonymised comments can feel a little bit threatening. It feels like they should be attributed to an individual. Hard to investigate if you don’t know the specific details, time, individuals involved. Replies can help to address this by asking for more info and suggesting they contact the practice.

I hadn’t heard about Care Opinion before, but I saw that NHS Choices feedback is fed into it.

Only recently rolled out into GP practices. It allows feedback to be left, responses and ongoing dialogue. Feedback is moderated by the site before being published. They are keen to protect staff from being identified. Practice gets notified when feedback is left.

Care Opinion let you tell your story about your whole experience and relevant services are tagged to that story.

Healthwatch Rate and Review is to feedback about a specific service.

Care Opinion was set up by a local GP, but it’s a nationwide service. It used to be called Patient Opinion.

Interesting that it’s a fairly even split between positive and negative feedback.

How should we know about these feedback services as a patient?

Different practices and organisations promote different services. – ACTIONED Link to website with range of feedback mechanisms to be included in feedback and at next meeting - www.sheffieldccg.nhs.uk/get-involved/29-november-2018.htm   
Would use Care Opinion to share an experience.

Would use HealthWatch to raise a point of principle.

How much is a subscription to these services?

Depends on the size of the organisation and what level of service they want. It’s free at entry for patients and GP Practices. The CCG has a subscription in order to understand and analyse the wider data.

How does it fit into internal complaints procedures?

At the CCG we look at it all and get an overall picture. Different people use different methods to feedback. It’s important for us to try and look at it all. Also Facebook, Twitter, Friends and Family test, I Want Great Care. Important to get an overview.

Can use very simple methods of collecting feedback like a token system. Are you happy or not?

I’m more interested in the narrative rather than the numbers. There’s more detail there.

Conflict between clinical practice and administrative functions.

Speak Up reports raise issues and it’s important that we address these and continue the conversation with them as they might not engage again.

Practices may favour different methods to make sure they can manage responses, rather than be overwhelmed by the variety.

Planning for the future of the PPG Network

Value
· Bigger picture of primary care across the City.

· Helps to shape the role of our PPG – lots of information.

· Useful to talk to people who have gone through this.
· Feel more empowered.

· Value the meetings and your time.

Gaps
· More understanding of world beyond our practice. I get lost in terminology. More explanation needed at times.

· Acronyms are horrific and how the structures fit together.

· Need to know enough to get by, a basic knowledge. ACTIONED – Share Kings Fund video of NHS system www.kingsfund.org.uk/audio-video/how-does-nhs-in-england-work 
· A heads up view of direction and policies.

· Time to consider. Sometimes feel rushed.

· ACTIONED – Link to template documents – agenda, terms of reference etc. - www.sheffieldccg.nhs.uk/get-involved/patient-participation-group-meetings.htm 
· ACTION – Red card for further explanation.

· More PPGs represented and it could become a powerful movement.

Suggestions

· Shaping Sheffield

· Appointment systems

· ACTION - A letter of support to be drafted by the Lay Members and sent to all Practices

· Examples of topics that PPGs and the Network have covered.

· A buddying system for newer or less developed PPGs.
