
A description of the profile of the members of the Patient Participation/Reference 

Group PPG/PRG 

The Responding members of our PRG/PPG consists of : 

40 Females 

18 Males 

Average age: 44 

Ethnicity –  

White British: 31 = 52% 

Asian/Asian-British-Indian: 2 = 4 % 

Black/Black British Caribbean: 4 = 7% 

White Other: 5 = 8% 

Asian/Asian-British-Pakistani: 1 = 2% 

Black/Black British-African: 6 = 10% 

Greek Cypriot: 2 = 4% 

Mixed White & Black African: 1= 2% 

Black/Black British-British: 1 = 2% 

Asian/Asian-British-1 = 2% 

Other: 4 = 7% 

 

The meetings are attended by approximately 6-8 members of the group and these tend to be the same 

people and they are thus the main core of the PPG. 

  A description of what steps the Practice has taken to ensure that the PPG is 

representative of its 

 registered patients and where a category of patients is not represented then what 

steps have been 

 taken by the Practice in an attempt to engage with those patients: 

Practice Population Summary 

18449 Total Practice Population  split 48/52 Male and Female 

We have ethnicity on 70% of the population 

African 2.19% 

Albanian 0.10% 

Other 1.72% 

Bangladeshi 0.35% 

Black British 0.09% 

British or mixed 30.04% 

Asian 1.62% 

Other Black 0.78% 

Mixed 2.01% 

Other White 15.59% 

Caribbean 1.90% 

Chinese 0.55% 

Not stated 29.42% 

Greek 0.06% 

Indian 1.16% 

Iranian 0.04% 

Irish 1.65% 

Pakistani 0.38% 

Polish 0.30% 

Turkish 0.19% 

White and Asian 0.86% 

White and Black African 0.87% 
White and Black 
Caribbean 1.42% 



White British 6.45% 

White Irish 0.27% 

The practice spent 2 years trying to engage and set up the PPG. We now have 6 very active 

members and about 90 Virtual members. However only 58 returned the questionnaire on age, 

sex and ethnicity. 

 

We have produced the first newsletter highlighting what the PPG does and also news from the 

practice, health education topics and other relevant information.  First newsletter is attached 

to the website and also available in reception. This will be a bi-annual newsletter.  The next is 

planned in September. 

We are also looking to hold some focus groups.  These would include a young ethnic focus 

group and housebound in residential care – to help them manage their health in the best way 

and to educate about all the services that are available to them. 

 

Our PRG is fairly representative of our ethnic population, however we have many more 

females than males and we will be looking for try to establish a more even split.  The age 

range is also very representative.   

  A description to be entered in around how the Practice and the PPG determined and 

reached an  

agreement on the issues which had propriety within the Local Practice survey: 

The PPG canvassed the patients over a 2 week period and sent out messages via the PRG in 

order to enquire about the type of questions that they would like asked in a survey – with 

some pointer questions to aid the patients. 

 

Once the answers were analysed a new survey was designed and handed out to the patients. 

250 responses were achieved. 

 

The results are published in the first QMP newsletter and also on the website. 

  

A description of how the Practice sought to obtain the views of its registered patients 

In the past 3 months, since the start of a new practice manager, the PRG has already been set 

up through the active engagement of the members contacting patients within the waiting room 

and a contact form and this will continue via the newsletter. 

. 

From June the PPG will start canvassing for views on next year’s survey and also for ideas for 

the Autumn newsletter. 

 

Additional members are constantly being sought to join the PRG 

  

A description of how the Practice sought to discuss the outcomes of the local survey 

and the 

 Practice’s action plan together 

The survey was analysed in the PPG meeting and added to the website with a comments 

section and some of the comments have been included in the newsletter. 

The results were also emailed to the PRG. And the action plan was discussed in the PPG 

meeting. 

  

A description of the findings or proposals that arose from the local Practice survey and 

what can be 



 implemented and if appropriate reasons why any such findings or proposals should 

not be 

 implemented 

From the results of the survey and the comment that have been made, issues around demand 

and capacity seem to have caused the greatest concern.  The practice is attending workshops 

in April and May to address this issue. At this time the practice will also look at the telephone 

access to see if improvements in waiting times could be addressed.  There was also concern 

over the patient calling system, as some patients were not able to see the screen. A new screen 

has been delivered and we are waiting for its installation so that there will be 2 screens, so 

that all patients will be able to see the calling system. 

With regards to the waiting room, a request for a water machine was raised, as was more 

information on posters about the NHS which was also an area that scored poorly in the 

survey.  The PPG and the practice will look to advertise the website more. The practice will 

look into the other issues over the coming 6 months. 

There were also a number of suggestions for action by the PPG to aid the smooth running of 

the group 

Regular meetings 

 

There were also a great deal of complimentary comments made about the practice which is 

also very encouraging. 

 

 

  A summary of any evidence including statistical evidence relating to the findings or 

basis of 

 proposals arising out to the local Practice survey: 

71% felt that the length of time you had to wait to make an appointment was good, very good 

or excellent 

89% felt that the appointment was convenient for the day and time was good, very good or 

excellent. 

80% said they were able to see the doctor of their choice. 

85% said that the waiting time to see the Doctor or nurse was good, very good or excellent. 

75% said they felt that the opportunity to speak to a Doctor or nurse was good, very good or 

excellent. 

95% said that the information given by the Doctor or nurse  about their condition was good, 

very good or excellent. 

96% said that their prescription was ready within 48 hours, and 96% said that the prescription 

was issued correctly. 

90% felt that their queries were well handled. 

84% said that they were told when to contact the practice to get their results, and 85% said 

that their results were available when they contacted the practice. 

83% of patients were happy with the level of information provided by the practice for their 

results and 84% were happy with the manner that the results were delivered. 

92% said that they rated the information the reception staff gave as good, very good or 

excellent, and 95% found the reception very helpful or better. 

88% found the information provided in reception was good or better. 

With regard to the website, 33% of responders had never used the website, but those who did  

87% found the information useful. 

With online booking 45% were not aware that bookings could be made online but of those 

who used the service (which is 7% of our patients) in our survey 83% thought the service was 

good or better. 

41% did not answer the question of whether the practice provided enough information about 

NHS changes, but only 59% thought we did provide enough. 

The average age of people who complete the survey was 40 and 60% were female. 



25% of the patients that completed the survey had been at the practice for over 10 years and 

22% for 1-3 years. 

The ethnicity breakdown was very representative of the practice as a whole. 

 

 

 

Issues raised in the comments were mainly around the telephone system, the patient calling 

system and waiting times.  There were a lot of very complimentary remarks made too. 

 

 

  

A Description of the action which the Practice, the CCG intend to take as a 

consequence of  

discussions with the PPG in respect of the results, findings and proposals arising out 

of the local 

Practice survey.  If this is the second year of the scheme detail here any changes and 

issues since 

the 31
st

 march 2013 local patient participation report was completed. 

The introduction of the PRG will facilitate and hopefully aid a much stretched PPG. The 

actions from the survery are described above. 

 

We are going to be spending some time improving the service provided to carers and are 

looking into ways of doing this. 

 

We are going to continue with the biannual newsletter – QMP first which gives patients news 

of the practice, and also advertises issues being raised at the practice. 

 

We will continue to look at ways of educating patients and raising awareness of minor  

ailments, the use of the GP practice, the pharmacy, 111 and 999. 

 

There were also a number of suggestions for action by the PPG to aid the smooth running of 

the group 

Regular meetings and a request fro agenda items will be issued 2 weeks before, and minutes 

will be produced within 1 week of the meeting. 

The PPG are very keen to reinstall the café for patients and this would be looked into during 

the year – however if the landlords choose to maintain the high rate of rent this will not be 

possible.  Charity ventures will be looked into. 

 

 

Looking back at last years action plan 2012/2013 

 

We are still experiencing issues around length of time to make appointments.  The practice 

has introduced more sessions and more urgent appointments, but decided not to go with 

Doctor First last year. 



Patients still requesting Saturday opening – QMP are not actively looking to open at 

weekends.  We offer a 12 hour service Monday to Friday. 

Continuity of Care – this is still be worked on and the practice remains dedicated to this. 

Waiting Times – suggestion of appointments lengthened to 15.  We have done this for some 

doctors but it reduces the amount of appointments we are able to offer. 

Opportunity of speaking to a Doctor- we have increased our phone consultation rates 

dramatically and also offer some triage services in the morning too. 

Customer care training for staff- there has been a big turnaround in staff this year, and the 

survey showed a good improvement in the level of satisfaction with the staff.  Some staff 

have attended courses through the year. 

Practice Website – this is undergoing an overhaul in 2014.  

Online appointments – request for more to be available and this has be done. 

    A description of the opening hours of the Practice premises and the method of 

obtaining access 

 to services through the core hours: 

The Surgery is open between 8.00am and 8.00pm. Appointments are available every Monday- 

Friday 8.00am 7.30pm with both nurses and Doctors. 

 

You should telephone the surgery on 02030742402 after 8am for all emergency on the day 

appointments.  You will be asked about the nature of the appointment. Please let the 

receptionist know if you would be happy to receive a phone call from the Doctor instead of an 

appointment as simple issues can be dealt with over the phone.  

If you require a routine appointment please call and the receptionist will let you know the date 

of the next available appointment with your doctor. Again you may be able to deal with the 

issue over the phone so please inform the receptionist. 

We will try wherever possible to book the appointment with your usual doctor. 

  

A description of any extended opening hours that the Practice has entered into and 

which health  

care professional are accessible to registered patients. 

Doctors and nurses are available all day Monday top Friday from 8am until 7.30pm. 

 


