
Patient Participation DES – YEAR 3 End of year report 

 
Please confirm your practice website address below: 
 

Requirement 1
Provide a description of the profile of the members of the PRG

The PRG consists of 14 members, with an age range of 48 - 84 years. There are 9 men 
and 5 women on the group. The main ethnicity of the group is White British, and this 
reflects the known main ethnicity of the registered population of the practice. 

The group has grown over the past year, with an additional 5 members now attending 
the meetings.  

Requirement 2
The steps taken by the Contractor to ensure that the PRG is representative of its 
registered patients and where a category of patients is not represented, the steps the 
contractor took in an attempt to engage that category
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When the group was initially set up (inaugural meeting January 2012) we advertised 
for members on the practice website, via posters throughout the surgery and via the 
GP’s suggesting possible patients, to ensure that we had a good mix of demographics 
and ethnicity. Speculative letters were sent out to several patients with specific health 
needs, but they failed to respond or to attend any meetings. 

Over the past year, we have advertised again via posters in the surgery, on our 
website and in our newsletter. In addition, 2 members of the group came into the 
surgery waiting room during the Saturday Flu Clinics to speak to patients about the 
PRG and to encourage them to attend a meeting. 

Where patients have made formal or informal complaints/ suggestions about issues 
that we believe the PRG can assist in, they have been invited to attend the next PRG 
meeting. This has resulted in 1 additional member joining the group. 

These methods have seen an increase in our membership from 8 to 14. The aim was to 
achieve 1 patient representative per 1000 patients, and this target has now been 
achieved. 

We are very grateful to all of our members, who give up their spare time to attend an 
early evening meeting, and particularly to our Chairman and other members of the 
group who attend external meetings on behalf of the group and practice.  

Requirement 3
Details of the steps taken to determine and reach agreement on the issues which had 
priority and were included in the local practice survey

  
A formal practice survey was not undertaken in 2013/14, as one was undertaken 
during the 2012/13 year, and the findings of that survey were published in our report 
last year.  

However, the PRG decided to undertake a survey, and at the PRG meeting held on 
18th June 2013, the group discussed areas that were of interest/ concern to them 
personally. This was dove-tailed with the key priorities of the practice which had been 
gathered from complaints and feedback received, and also from the results of the 
2012/13 survey. Sample surveys were tabled and the group went through and picked 
out key themes that met the objectives. The initial draft survey consisted of 45 
questions over 12 pages. It was unanimously agreed that this was not feasible, and the 
group debated key issues of priority. From this, 4 key themes emerged and a 2 page 
questionnaire was formatted which included questions on: 

• Booking appointments in advance/ booking appointments on the day; 
• Problems with booking appointments with specific clinicians (i.e.) GP, Nurse, 

Phlebotomist; 
• How helpful are staff on Reception; 
• Would you use a voluntary car service? 
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Requirement 4
The manner in which the contractor sought to obtain the views of its registered patients

A paper survey was written by the group and was available from the first Saturday Flu 
Clinic (12th October 2013); it was available in Reception for a one month period 
following that. The survey was written by, undertaken by and analysed by members of 
the PRG. One of the members had previously conducted surveys and kindly agreed 
to analyse the responses and write a report. 

We only received 134 completed surveys. This is a very disappointing 1.3% return on 
the whole practice population of 10,025. We would like to see a higher number of 
returns on any future surveys carried out, and would consider using social media to 
achieve this. Additionally due to the low uptake, we will consider using Survey Monkey 
or similar for our next survey. 

In addition, there is now a “Comments and Suggestions” box located in the main 
waiting area, where patients are encouraged to post any comments. A recent 
suggestion is for an area of seating to be raised for patients who have difficulties in 
sitting/ standing from lower seating. We are currently awaiting a carpenter to come 
and do this piece of work for us, and anticipate its completion by the end of April.  

Requirement 5
Details of the steps taken by the Contractor to provide an opportunity for the PRG to 
discuss the contents of the action plan

The PRG discussed the initial findings of the survey on 26th November, and a more 
detailed review was given at the PRG meeting on 14th January 2014. This allowed an 
informal action plan to be formulated. 

Requirement 6
Details of the action plan setting out how the findings or proposals arising out of the 
local practice survey can be implemented and, if appropriate, reasons why any such 
findings or proposals should not be implemented
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• Telephone access – we are in the process of reorganising our reception area, 
and will be having 1 member of staff who “meets and greets” and the other 
staff who will only answer the telephone. One re-occurring theme raised by the 
PRG and the recent survey is being put on hold by reception staff – we hope 
that this new way of working will ensure that every person ringing the surgery 
will be dealt with upon answering, rather than being asked to hold. We plan to 
adopt this before the end of April; 

• Patient access – every GP has increased each of their surgeries by 2 
appointment slots, giving an additional 84 appointments per week with our 
GPs. This was implemented at the end of February. The GP’s will be reviewing 
this in 3 months time, and are considering a telephone triage system, to enable 
those patients who request an appointment on the day to be triaged and then 
brought into the surgery that same day if clinically necessary; 

• Phlebotomy – as of 15th March, we now have a Health Care Assistant in post. 
She is able to undertake phlebotomy as required in order to keep our waiting 
times down; 

• Car parking – “Parking Eye” have been contracted by the landlord of the 
building in which we are situated, and will be installing their system during early 
April. It is hoped that this will deter people who are not using the building from 
taking up spaces that are required by patients attending for appointments; 

• Signage – proposals for internal signage will be sent to the PRG during April and 
will be actioned by the end of May; 

• Customer relations – formal and informal staff training remains on-going. 
Guidance policies have recently been updated and have been brought to the 
attention of all staff members.  

Requirement 7
A summary of the evidence including any statistical evidence relating to the findings 
or basis of proposals arising out of the local practice survey
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The following indicates the responses that were received: 

1. How easy is it to book an appointment:- 

                         In advance:                   On the day: 
Very difficult 6 Very difficult 28 
Difficult 11 Difficult 26 
Reasonable 26 Reasonable 25 

Easy 46 Easy 29 
Very easy 44 Very easy 16 

2. Have you encountered problems when trying to book an appointment with a 
specific clinician, and if so, which clinician? 

Doctor 26 
Nurse 14 

Phlebotomist 26 
No response 80 

3. How helpful do you find the staff on reception? 

Unhelpful 5 
Slightly helpful 2 
Reasonably helpful 15 

Quite helpful 42 
Very helpful 64 
No response 7 

4. Would you, for a small fee, use a voluntary car service to bring you to/ from the 
surgery? 

Yes 21 
No 94 

No response 22 

Free text was also available under each question, and the key themes that arose 
gave us the basis for the action plan, as indicated above under Requirement 6.  

Requirement 8
Details of the action which the Contractor 
- And, if relevant, NHS England (or other appropriate organisation where such 
functions may have been delegated), intend to take as a consequence of discussions 
with the PRG in respect of the results, findings and proposals arising out of the local 
practice survey; and 
- Where it has participated in the DES for a year (1st April – 31st March), or any part 
thereof, ending 31st March 2013, has taken on issues and priorities as set out in the 
Local Patient Participation Report
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You said…. 
 We did…. The outcome was/ will be… 
Front line receptionists are dealing with telephone calls as well as people who walk in. 
Often, the patient on the telephone is put “on hold” whilst the patient in the surgery is 
dealt with… 
 We are in the process of reorganising our reception area, and will be having 1 
member of staff who “meets and greets” and the other staff who will only answer the 
telephone.  By having a member of staff focusing on telephones only, patients will 
be answered, rather than being put “on hold”. Patients who walk into the surgery will 
know that they have a dedicated receptionist to deal with their queries.  

There are insufficient GP appointments… Every GP has increased each of their 
surgeries by 2 appointment slots.  There are now an additional 84 appointments per 
week with our GPs. This is equivalent to an extra 5 surgeries per week. 

The wait for a phlebotomy test is too long… As of 15th March, we have recruited a 
Health Care Assistant. She is able to undertake phlebotomy as required in order 
to keep our waiting times down. 

There is a lack of car parking…… This has been raised with the landlord of the 
building, who has instructed a contractor. Parking Eye” will be installing their 
system during early April. It is hoped that this will deter people who are not using the 
building from taking up spaces that are required by patients attending for 
appointments; 

If I use the automated check in screen, I don’t always know which waiting area to go 
to…. 
 We are in the process of looking at different signage systems, and putting 
proposals to the PRG during April/ May. These will signpost patients to the correct 
waiting area, without having to ask a receptionist. 
Some of the reception staff can be a bit abrupt and rude at times….. Formal and 
informal staff training has been undertaken and remains on-going. Guidance policies 
have recently been updated and brought to the attention of all staff members.  

 More customer focused staff. 

Requirement 9
The opening hours of the practice premises and the method of obtaining access to 
services throughout core hours
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The practice is open from 8.30am – 6.30pm Monday to Thursday and from 8.30am – 
6.15pm on a Friday.  

The telephones are open throughout that time period (i.e. do not close at lunchtime) 
and we now offer on-line booking of appointments to those patients who have 
registered for this service.  

We have a Duty Doctor system between 8.00am – 8.30am Monday to Friday, and the 
Duty Doctor can be contacted via the Out Of Hours Contractor if clinical urgency 
dictates that the patient is unable to wait until the surgery opens at 8.30am.  

The surgery is closed at weekends and on Bank Holidays, and an answerphone 
message directs patients either to NHS 111 or to the Out Of Hours Contractor (IC24). 

Requirement 10
Where the contractor has entered into arrangements under an extended hours 
scheme, the times at which individual healthcare professionals are accessible to 
registered patients

We offer Extended Hours surgeries at the following times: 

Tuesday 7.00 – 8.00am  Dr Averill 
     Dr Creed 
     Dr Koshal 
     Dr Thomas 

Wednesday 6.30 – 7.30pm  Dr Morris 

Thursday 7.00 – 8.00am  Dr Jones 
     Dr Kirk-Smith 

Report completed by:  

Lynva Adams-Dean 
Practice Manager 
March 2014 
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