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Application Guidance
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Producing a successful Patient Partnership Quality Mark (PPQM) application can be challenging,
and the purpose of this document is to support applicants in the process.
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If you need further help or advice
This document, along with the PPQM Instructions and Terms, should provide the answers to any
gueries you may have in relation to your application.
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Background and purpose of the PPQM

On 28 September 2006, the college's Lay Representative Group, then known as the 'LPG/, launched a new Quality
Mark for chiropractic practices. This Patient Partnership Quality Mark (PPQM) is awarded to recognise excellence
in terms of meeting patient expectations. Practices are required to demonstrate they meet patient expectations in
a wide range of areas, as identified by the lay representatives, including the following:

o Accessibility

* Booking systems and out-of-hours cover
¢ Cleanliness and safety

e Privacy

o Communication

¢ Patient education

¢ Record keeping

¢ Other forms of care offered

¢ Quality standards

¢ Practice development

Applications, which need to be supported by relevant evidence, are considered by a lay panel and judged on the
form submitted, the panel reserves the right to check the veracity of statements made, as necessary. Practices
vary enormously in terms of size, however the size of a practice is not a deciding factor with the PPQM and each
application is considered on its own merit.

Successful practices can choose to receive a plaque and, in addition, permission is granted to use the 'kite mark'
logo on correspondence and literature. This provides a clear message to current and prospective patients,
referrers etc. The award is made for a period of three years after which a further application is needed if the
Quality Mark is to be retained.

Call for applications

This call for applications is opened in the summer with a deadline for the receipt of applications by 30th
September. Details are available on the RCC website at https:/rcc-uk.org/quality-safety/quality-marks/

This same webpage carries links to the application form and the Instructions and Terms document.

It is important that you read the Instructions and Terms carefully. Signing and submitting your application
confirms that you have read and accepted the Instructions and Terms.
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Important General Guidance

The following guidance/advice is drawn from genuine and repeated experiences of applicants and assessors in
previous years:

1.Use the correct application form
Applications must be made using the PPQM Application Form provided for the forthcoming award period. For
example, if you are applying in 2026, the correct application form will indicate the award period: 2027-2029.
Applications submitted on the wrong form will be returned and will need to be resubmitted on the correct form.
PPQM requirements are reviewed annually and may have changed since the last round of applications.

2.Type your answers and ensure the form is complete
For each question on the form, answer each question where indicated to produce the relevant explanation or
description. Note that handwritten answers cannot be accepted; you must complete all questions electronically,
you should not delete any parts of the application.

3.Provide succinct but complete answers
Responses must be complete but succinct and should not exceed 500 words for each answer.

4.Ensure you satisfy the descriptor for each question
Most questions include a descriptor section for your submission. It is essential that you satisfy all elements of the
descriptor. If a check box is provided, you should only check this if you have satisfied all aspects of the descriptor.
If you do not satisfy all elements of the descriptor, there is a risk that your application will not be successful.
If you are unable to comply with the requirements for valid reasons, you need to provide an explanation which will
be carefully considered by the assessors.

5.Ensure your application is securely and logically organised
It is a requirement that your application and the associated evidence must be logically organised and clearly
referenced to the relevant question numbers.
We aim to make things as easy as possible for the assessors, and the best approach is to arrange the supporting
evidence for each question logically in numbered sections that correspond to the question numbers.
Applications must be submitted as digital copy only using your unique OneDrive link that will be provided by the
RCC team, when your application is ready to be submitted email admin@rcc-uk.org for the link (with password)
for upload.

6.Do not combine PPQM with CMQM applications
Please do not combine your PPQM application with a CMQM application. The two awards are administered and
assessed independently and need to be kept completely separate for this reason.
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Completing the PPQM application form

It is essential that applicants read and abide by the Instructions and Terms. Signing and submitting
your completed application means that you agree to abide by these conditions. The conditions may
vary from year to year.

Question 1 Guidance
How do you promote your practice to encourage patients to attend?

This question is designed to explore how patients hear about your practice. It acknowledges that chiropractors
achieve this in different ways and asks for a description of the different forms of promotional activity your
practice undertakes.

The question explains that promotional activity may include advertising, press releases, community activities,
referral activities, presentations to patient/public groups and presentations to GPs. This list is not exhaustive, and
your description can cover any one or more of the above, and/or any other similar activities your practice
undertakes.

Note that the question also requires an explanation of the measures you take to ensure any advertising you
undertake complies with ASA/CAP regulations and so you must make mention of this.

Previous, successful applications have covered this with measures/statements such as:
“In order to ensure compliance, the text on our website has been approved by CAP, following ASA rules.”
“We forward text from adverts or leaflets to CAP for advice, prior to publication.”

Practice Promotion Checklist
The descriptor for this question requires that evidence to support your explanation is provided in the form of
examples of advertising materials and/or other promotional materials you use.
Previous, successful applications have enclosed evidence such as:
e ASA documentation and/or advertising compliance guidance from their association to demonstrate awareness
of the requirements, plus
+ Copies of website pages
* Copies of Facebook page
¢ Copy of window display
o Copies of posters
+ Copies of newsletters
* Copies of promotional leaflets / flyers / business cards
¢ PowerPoint presentations as delivered to GPs
* Copies of published advertisements
¢ Documented advertising policy

Checklist of Requirements for Question 1
o A description of what you do to promote your practice
* An explanation of the measures you take to ensure your advertising is ASA/CAP compliant
e Actual supporting evidence in the form of example/s of your advertising and/or promotional materials
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Question 2 Guidance
What are your processes for booking in patients (hew and returning)?

This question aims to explore the processes your practice employs for booking in patients. It requires that you
describe your appointments system and the arrangements you have put in place for when a given chiropractor is
unavailable.

Note that you must include a description of how you communicate the latter arrangements to your patients.

Previous, successful applications have described the following measures/activities:
e Appointments software used
e Appointment service used
o Step-by-step appointments procedures
o Development of staff manuals
e Appointment cards/emails
o Telephone systems
e Out-of-hours arrangements
e Holiday arrangements

Question 3 Guidance
How accessible are your premises?

This question aims to explore how you ensure your practice premises are accessible to all those who need to
access them, including disabled individuals.

First, you need to provide an explanation of the accessibility arrangements you have considered and put in place
for your premises.

Previous, successful applications have included considerations such as:

* Transport options

o Parking

¢ Door size and design

o Steps and ramps

+ Signage

¢ Reception desk positioning and design

o Lighting

» Toilet facilities

e Evacuation plans for emergencies
It is understood that every building/situation is different and some aspects cannot be controlled, but the
assessors are looking to establish whether all reasonable and appropriate considerations have been made.
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Question 4 Guidance
How clean and safe is your Practice?

For this question, the assessors are looking to ensure you actively consider the safety of patients while they are in
your care. This includes ensuring that the practice is clean and that suitable infection control procedures are in
place.

Firstly, you need to explain what infection control measures are in place. Depending on the nature of your clinical
practice, this may simply include adequate handwashing, cleaning the treatment table etc., but if you employ dry-
needling you will need to explain the measures you take to ensure safe and regulation-compliant use and disposal
of acupuncture needles.

You also need to explain measures taken to ensure general cleanliness of the clinic environment, and how your
clinic's health and safety policy specifically considers patients in addition to staff, visiting contractors etc.
Supporting Evidence.

The descriptor for this question requires four pieces of evidence to support your explanation, as follows:

e Documented evidence of infection control policy/procedures
The Workplace (Health, Safety and Welfare) Regulations 1992 require that all employers provide adequate
facilities including ventilation, workspace, facilities and safe passageways for staff (and others) - and keep them in
a clean condition. However, the nature of a chiropractor's work means they may come into direct skin-to-skin
contact with patients, may use/re-use therapeutic equipment and may also use acupuncture needles.
Thus, the assessors require to see evidence of a documented policy/set of procedures as used in your practice.

e The relevant excerpt from your Health and Safety policy/statement which specifically refers to the safety of
patients while in the practice

Health and safety laws are there to protect you, your employees and the public from workplace dangers. As an
employer, or a self-employed person, you are responsible for health and safety in your business and describing
how you will manage health and safety lets your staff and others know about your commitment to health and
safety. This is your health and safety policy. If you have fewer than five employees (including yourself) you don't
have to write it down, but it is good practice to do so and the PPQM assessors require to see that you have a
written health C safety policy if you are required to by law, and at least a simple written statement if you do not.
There are many health C safety policy/statement templates available online, but please note that to satisfy the
requirements for PPQM, your documentation must include specific reference to the safety of patients while in the
practice.

The descriptor for Question 3 also refers to your Health C Safety Policy document (or statement). You are not
expected to provide multiple copies, but if referring to a complete copy of your policy, you are advised to highlight
the section relevant to this question so the PPQM assessors can locate it easily.

o Written documentation of risk assessment in terms of the practice environment
One of the fundamental requirements of The Management of Health and Safety at Work Regulations 1999 is that
businesses undertake 'assessments of risk' to the health and safety of its workforce (and others), and act upon
risks they identify in order to reduce them. Thus, you must regularly assess your practice environment for dangers

to workers (and others).

Previous successful applicants have provided a copy of the risk assessment portion of their health C safety policy,
and appended a copy of a recently completed risk assessment matrix.

PPQM Forms © The Royal College of Chiropractors 6



Patient Partnership Quality Mark

Application Guidance

Chiropractors

Question 4 Guidance - continued
How clean and safe is your Practice?

Checklist of requirements for question 4
e Documented evidence of infection control policy/procedures providing explanation of the measures that are
in place to ensure infection control and suitable cleanliness and safety for patients within your clinic
* The relevant excerpt from your Health and Safety policy/statement which specifically refers to the safety of
patients while in the clinic
o Written documentation of risk assessment in terms of the practice environment

Question 5 Guidance
How do you ensure patients' personal privacy and dignity are respected, and comfort
ensured, while their condition is discussed, during treatment and at all other times?

This question is all about how comfortable your patients feel when they are in your practice.

For this particular question, privacy/confidentiality does not refer to patient records, but to the patient's physical
privacy i.e. their ability to prepare for treatment, to undergo treatment, and to discuss their condition, needs and
expectations privately and confidentially without being observed or overheard by others.

It also refers to their general comfort i.e. the measures you take to ensure such factors as temperature, ambience,
availability of drinking and toilet facilities, reading materials and suitable furniture are actively considered.

In order to satisfy this requirement of the PPQM, you must describe the arrangements and facilities that are in
place/provided for:

o Waiting in comfort

e Changing (where relevant) and undergoing treatment in comfort and privacy
o Having confidential discussions
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Question 6 Guidance
How effectively do you communicate with patients?

This question is all about ensuring your communication with patients is effective, which is vital in terms of
ensuring they are sufficiently informed to share in the decision-making process with regard to their care.

In order to satisfy this requirement of the PPQM, you must explain how you ensure patient communication is
effective in explaining each of:

» Diagnosis/prognosis

e Options for care

e Proposed care plan and its benefits
o Foreseeable risks of care

Previous, Successful Applications:

e Explained how they have applied evidence-based quality statements from the RCC's Quality Standards in
terms of patient assessment and care-planning,

e Commented on their use of this as a basis for a conversation with patients on the possible risks of care.
Summary of the Possible Adverse Effects of Chiropractic Care

The descriptor for this question also requires relevant policy/procedures documentation and/or examples of
anonymised notes/correspondence and/or staff induction/training materials.

Checklist of requirements for question 6

e Explanation of measures taken to ensure communication with patients is effective in terms of explaining
diagnosis/prognosis, options for care, proposed care plan and its benefits and foreseeable risks of care.

¢ Relevant policy/procedures documentation and/or examples of anonymised notes/correspondence and/or
staff induction/training materials.

Question 7 Guidance
How Do You Inform and Educate Your Patients?

This question is all about what you do to ensure patients are appropriately informed and educated so that they
are equipped and supported in terms of self-management.

In order to satisfy this section of the PPQM, you must firstly explain the measures taken to inform and educate
your patients, including a list of the information leaflets and other items made available to patients.

Successful applications typically provide a commentary on the various leaflets, posters, videos, web pages,
exercise sheets etc. they provide to patients and the circumstances under which they provide each of them.

The descriptor for this question also requires evidence in support of the above which must include examples of
educational materials for:

e Relevant treatment descriptions

o Rehabilitation and exercise

o Lifestyle and self-management guidance
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Question 7 Guidance - continued
How Do You Inform and Educate Your Patients?

Successful applications typically provide a portfolio of every item referred to in the explanation.
Informing and Educating Patients Checklist

Checklist of requirements for question 7

¢ An explanation of the measures taken in your practice to ensure patients are appropriately informed and
educated in terms of supported self-management

o Alist of the information leaflets and other items made available to patients

o Examples of educational materials you use, including relevant treatment descriptions, rehabilitation and
exercise advice, lifestyle and self-management guidance

Question 8 Guidance
How Do You Maintain Your Patient Records?

This question is all about secure and effective record keeping.
In order to satisfy this section of the PPQM, you must firstly explain what your clinic does to ensure your record
keeping is secure and effective.

Successful applications typically explain about the policies the clinic has developed...
* The type of software used for electronic records
» How software is secured and backed-up (or the processes used for maintaining secure paper records)
+ How staff are trained to adopt established clinic policies and procedures

Note that applicants must ensure that their data processes are compliant with the Data Protection Act 2018
(which includes the UK's implementation of GDPR).

Question 9 Guidance
What other forms of care are offered, and what are your procedures for patient
referral?

This question provides an opportunity to describe any non-chiropractic care available in your practice, such as
sports massage, physiotherapy, psychotherapy etc.

Of course, it may be that you do not provide any such services on the premises, and it will not count against you if
you don't. Thus, the first part of this question might be a nil response.

For the second part of the question, you need to describe the procedures you have in place for referring to other
healthcare professionals whether internally within your practice, or externally, i.e. to GPs/casualty and/or directly
to specialists.

Successful applications typically describe the range of non-chiropractic services that are available to patients, and

outline the procedures developed for patient referrals to other healthcare professionals.
The descriptor for this question also requires that suitable evidence is provided.
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Question 9 Guidance - continued
What other forms of care are offered, and what are your procedures for patient
referral?

The descriptor for this question also requires that suitable evidence is provided.

Successful applications typically provide advertisements or webpages/treatment menus detailing the services on
offer in their clinic, and a copy of the referral procedures/policy documentation with reference to handling
routine, urgent and emergency referrals.

The RCC has developed an Emergency Referral Form to assist in the process of making immediate referrals. Do
you use this? If so, please tell us._https:/rcc-uk.org/tools/emergency-referral/

Other forms of care and patient referral
Other forms of care checklist

Checklist of requirements for question 9

» An explanation of any non-chiropractic services made available to your patients (if there are any)
* A copy of the practice's Referral policy/procedures document

Question 10 Guidance
How are Patients Made Aware of the Cost of their Care?

Chiropractors must ensure that information about the fees they charge patients, and their charging policies, is
visible and easy-to-understand.

This question requires an explanation of how you ensure information about your fees is provided to
patients/potential patients, and what your approach is to issues such as when fees are due, cancellation charges,
credit control and dealing with private healthcare insurance cover.

The descriptor for this question also requires that suitable evidence is provided in the form of written information
about:

e Charges and payment arrangements, and
* How the practice deals with private healthcare insurance cover.

Successful Applications Provide:

e A copy of their charges as displayed in the practice, or a printout from an appropriate webpage

» Patient notices that explain the approach taken with regard to private insurance cover
Note that it is important that the evidence in support of this question is provided in the form in which it is made
available to patients and demonstrates that it is clear and easy to understand.

Checklist of requirements for question 10
* An explanation of how you ensure patients are aware of your fees, charging policies and how you handle
private healthcare insurance
* Copies of patient notices in support of the above
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Question 11 Guidance
How Do You Manage Complaints?

Chiropractors must ensure that information for making a complaint is visible and easy-to-understand.

This question requires an explanation about the procedures that are in place to deal with complaints against
chiropractic and non-chiropractic staff, including how the information is made visible to patients.

The descriptor for this question also requires that suitable evidence is provided in the form of the practice’s
written complaints policy/procedures in a clear and easy-to-understand form.

Checklist of requirements for question 11

An explanation of the practice's complaints procedures
A copy of the practice's complaints policy/procedures in the form in which it is provided to patients

Question 12 Guidance
RCC Quality Standards

The RCC's Quality Standards are tools designed to help deliver the best possible outcomes, and their primary
purpose is to make it clear what quality care is by providing patients, the public, healthcare professionals,
commissioners and chiropractors with definitions of high-quality chiropractic care.

As Quality Standards are aspirational standards, the PPQM requires only that you are working towards ensuring
that key quality standard objectives relating to patient expectations are being met, although it may be that you are
already implementing them fully.

Your answer to this question must comprise a description of what has been done in your practice to adopt
elements of the various Quality Standards with reference to between 3 and 5 examples that have a particular
patient focus, such as waiting times or promotion of self-management.

For this particular question, you are not required to provide any evidence to support your description, but if it
helps your answer, you should feel free to provide any evidence you deem as suitable, such as policy documents
or clinical audit findings.

Question 13 Guidance
Has the Applying Practice Held the PPQM Before?

If your practice has held the PPQM in the past, this part of the application requires that you explain what new
developments have taken place in the context of meeting patient expectations since your last application. This is
required in order to demonstrate to the Assessors that your practice has not stood still, but has continued to keep
its activities under review and to make changes where warranted.

Previous successful applicants have focused on one or two particular areas of activity where significant changes
have been implemented since their last application, such as changes to the practice environment or the
development of new policy documents.

These developments may already have been described in previous sections of the form, in which case it is fine to
simply summarise them under question 13 and refer back to other section(s).
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Question 14 Guidance
Has the Applying Practice Held the PPQM Before?

As the application form states, this final part of your application is important in terms of demonstrating an
ongoing commitment to continuing improvement in areas relevant to the PPQM.

Firstly, you are required to identify one or more of the various areas of the PPQM that you want your practice to
be able to learn to do or manage better over the next three years, and it is important to note that the assessors
will be looking for evidence of progress in this/these areas when your next application is assessed (see Q13).

Secondly, having identified your objective/s, you must describe how you will recognise and measure the

improvement, the learning that will be undertaken by practice personnel and the implementation of the learning.
A clear focus rather than a lengthy answer is what is required to satisfy the requirements of this question.
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