Practice Action Plan 2012/2013 – Appendix 1

	Area of Improvement
	Recommendation
	Action Required
	Practice Lead
	Timeframe for Changes
	2013/2014 Update

	Satisfaction with phoning through to the Practice 
	Review telephone system looking at benefits of upgrading system in view of age of current system.
	Review quotation already obtained for changing supplier and upgrading internal telephone system. 

Consider financial constraints. 

Ensure this is a cost effective solution for the Practice. 
	Julia Weal 

Practice Manager 
	April/May 2013
	A new telephone system was installed in April 2013.  The message at the front end was decreased. 

At the same time the telephone lines were transferred to digital which gives more scope to add additional lines if needed with minimal cost. 

	
	Increase use of text messaging and email via NHS net. 

Continue to build database of patient’s consent to use text messaging and email. 
	Advertise via notice boards in surgery waiting room. 


	Julia Weal 

Practice Manager 
	April/May 2013
	The Practice continues to build a database of patients’ consent to use text messaging and email but are concerned about patients frequently changing mobile telephone numbers which could compromise patient confidentiality. 

	Ability to understand problem after visiting doctor. 

Ability to cope with problem after visiting doctor. 
	Continue to display health promotion stands in surgery waiting room. 

Hold another ‘Choose Well’ event using the voting software. 

Consider holding a ‘Patient Choice’ event also.

Consider reducing the number of health promotion posters to only 5 areas at a time and rotating them. 
	Agree health promotion stands for the next four months.  

January – Cervical 

February – Heart 

March – Prostate 

April – Bowel Cancer 

Arrange date to hold a ‘Choose Well’ in the Lyndhurst Community Church. 

Ascertain whether it is possible to hold a ‘Patient Choice’ event. 

Discuss health promotion posters with the Practice Nurses. 


	Julia Weal 

Practice Manager

Philippa James

PPG Members 
	January 2013
	Health promotion posters have continued to be displayed on the waiting room notice boards.

Health Promotion displays have been agreed by the PRG for the future 

Unfortunately PJ’s role within the BCCG changed and she has not been available to help with hosting another ‘Choose well’ event or a ‘Patient Choice’ event.  

	Reduce number of DNAs
	Continue to enforce Practice DNA policy. 

Continue to display monthly poser re number of DNAs and number of hours lost. 

Consider use of answer phone to leave messages when surgery is closed. 

Let patients know that patients can let the Practice know if they are unable to attend an appointment or apologise if an appointment has been missed.  


	Poster to be displayed regarding the acceptance of cancellations by email or an apology re a missed appointment in order to prevent a DNA being recorded. 


	Julia Weal 

Practice Manager
	April/May 2013 
	The Practice has installed a dedicated 24 hour appointment cancellation line.  This is publicised on the notice board in the waiting room, practice booklet and practice website. 

The wording on the DNA letters has been changed to inform patients about the dedicated 24 hour appointment cancellation line and that if they ring at a reasonable interval after missing an appointment to  apologise, this will prevent a DNA being recorded. 

	Ability to cope with problems at home. 
	Information for patients as to where to access help? 
	Consider a small working group. 

Be aware of patient confidentiality. 
	PPG Chair
	June 2013
	Members of the PRG work very closely with voluntary sector on an individual basis but little progress has been made by the PRG.  

Evergreen will be asked to present at a future meeting regarding a sitting service. 

Flyers re food banks will be displayed in the surgery waiting room. 

	Engage with voluntary sector groups that provide support to residents. 
	Ensure that there are links to these groups on the surgery’s website. 
	
	
	
	

	Patient’s expectations have increased, in some cases to an unreasonable level. 
	Develop a Patient Charter. 

Specific areas could be included in the ‘Choose Well’ event using the voting software. 

Information displayed on the posters in the waiting room could be transferred to the health education screen. 
	Draft a Patient Charter for discussion with PPG. 

All GP Practices to be encouraged to consider. 

Health Education Screen – decide what Practice specific information should be displayed. 
	Philippa James

Julia Weal 

Practice Manager
	June 2013
	Unfortunately PJ’s role within the BCCG changed and she has not been available to assist with drafting a Patient Charter or host a ‘Choose well’ event. 

	Promote use of Lions Message in a Bottle and distribute
	Advertise scheme in the surgery waiting room
	Obtain/develop a Poster for display. 

Stock of Medicare Bottle to be obtained. 
	Julia Weal 

Practice Manager 

PPG Chair 
	February 2013
	A poster developed by the Practice is displayed in the surgery waiting room.   

A stock of Lions Message in Botte has been obtained. 


