
Annex D: Standard Reporting Template 
 

Lancashire Area Team  

2014/15 Patient Participation Enhanced Service – Reporting Template 

 

Practice Name:    St Paul’s Medical Centre 

 

Practice Code:    P81063 

 

Signed on behalf of practice:         Anne Bagot-Moore    Date:  20/02/2015 

 

Signed on behalf of PPG:  Agreed by e-mail  Date:  06/03/2015 

 

1. Prerequisite of Enhanced Service – Develop/Maintain a Patient Participation Group (PPG) 
 

 
Does the Practice have a PPG?            YES 

 

 
Method of engagement with PPG: Face to face, Email, Other (please specify)     Meetings, e-mail and post 
 

 
Number of members of PPG:  Regular members = 9, others contribute on an ad hoc basis by e-mail, post or via members who attend meetings 
 

 
Detail the gender mix of practice population and PPG: 
 

% Male  Female  

Practice 54.06 45.94 

PRG 60.00 40.00 
 

 
Detail of age mix of practice population and PPG:  
 

% <17 17-24 25-34 35-44 45-54 55-64 65-74 75+ 

Practice 16.13 8.93 12.97 13.06 16.84 12.46 10.56 9.03 

PRG 0.00 0.00 9.09 0.00 18.18 36.36 27.27 9.09 
 



 
Detail the ethnic background of your practice population and PRG:  
 

 White Mixed/ multiple ethnic groups 

 British Irish Gypsy or Irish 
traveller 

Other 
white 

White &black 
Caribbean 

White &black 
African 

White 
&Asian 

Other 
mixed 

Practice  90.56 0.32 0.03 5.71 0.17 0.09 0.40 0.39 

PRG 9 0 0 0 0 0 0 0 

 

 

 Asian/Asian British Black/African/Caribbean/Black British Other 

 Indian Pakistani Bangladeshi Chinese Other  
Asian 

African Caribbean Other 
Black 

Arab Any 
other 

Practice 0.71 0.39 0.35 0.11 0.39 0.06 0.13 0.06 0.13 0.00 

PRG 0 0 0 0 0 0 0 0 0 0 
 

 

Describe steps taken to ensure that the PPG is representative of the practice population in terms of gender, age and ethnic 

background and other members of the practice population: 

 

We encourage all patients to get involved with the PRG regardless of age, sex and ethnic background by: 

- Publicising the group on noticeboards within the surgery and on the practice website.  There is an online form that can be 

completed to express an interest in the group; alternatively the patient can speak to the Business Manager or simply turn up 

to a meeting 

- Suggesting patients attend who have expressed an opinion about the service either as a complaint or a suggestion 

- Holding meetings in the early evening when it is easier for most people to attend 

- Providing suggestions forms in surgery and online to encourage involvement for patients who do not want to commit to group 

membership 

 

Minutes from each meeting are put on the practice website 

 

 



 

Are there any specific characteristics of your practice population which means that other groups should be included in the PPG?  

e.g. a large student population, significant number of jobseekers, large numbers of nursing homes, or a LGBT community?  

 

 Patients living in a deprived area 

 LGBT community 

 Transient population 

If you have answered yes, please outline measures taken to include those specific groups and whether those measures were 

successful: 

 

Although the above groups are probably relatively large compared to other practices, overall patient numbers are relatively small.  

We welcome any and all our patients to take part in the group and do not discriminate either positively or negatively.  We use our 

open and warm approach to ensure that nobody should feel discouraged from taking part. 

 

A PRG noticeboard is to be put up in the surgery to promote the work of the group and encourage participation. 

 

 

2. Review of patient feedback 
 

 

Outline the sources of feedback that were reviewed during the year: 
 

 Appointments audit 

 Contract changes 

 Patient concerns raised through meetings 

 Patient suggestions 
 

 

How frequently were these reviewed with the PRG? 
 
Quarterly meetings 



3. Action plan priority areas and implementation 
 

Priority area 1 

 
Description of priority area: 
 
Friends & Family Test – agreement of additional question  
 
 

 
What actions were taken to address the priority? 
 
The group has discussed and agreed the additional question to add to the Friends and Family Test.   
 
 
 
 

 
Result of actions and impact on patients and carers (including how publicised): 
 
Practice has better feedback about which aspects of care and service patients are happy or unhappy with.  Where results have 
been negative, these have largely been about reception staff.  A ‘secret shopper’ has been arranged to give feedback and this will 
feed into continued staff training.  Monthly reports are put on the practice website. 
 
 
 

 

  



Priority area 2 

 
Description of priority area: 
 
Appointments 
 
 

 
What actions were taken to address the priority? 
 
The number of appointments available has been increased by 2 per GP per surgery.  There are additional telephone slots and 
same day triage + online booking 
 
 
 

 
Result of actions and impact on patients and carers (including how publicised): 
 

 Better access to appointments  

 Less inconvenience for patients 

 Smarter working for practice 

 Fewer DNAs 
 
Patient information leaflet about new appointment system available 
 
 

  



Priority area 3 

 
Description of priority area: 
 
Patient suggestions – acting on and providing feedback 
 
 

 
What actions were taken to address the priority? 
 

 Hand rail put up along path to surgery entrance as per patient suggestion 

 GPs speaking more slowly and clearly over tannoy as per patient suggestion 

 Responses sent to individual patients who have provided their contact details 

 Solution to slamming door being researched 

 Representative from local pharmacy to be invited to next meeting 
 
 
 
 

 
Result of actions and impact on patients and carers (including how publicised): 
 

 Improved experience for patients due to changes made 

 Knowledge that all suggestions are considered and if rejected there is a sound reason for this 
 
 
List of suggestions received and outcomes publicised on website 
Notice of suggestions received and outcomes to be displayed next to suggestions box 
 

 

 



 
 
Progress on previous years 
 

If you have participated in this scheme for more than one year, outline progress made on issues raised in the previous year(s): 
  

Bereavement – The way in which the practice helps patients who are recently bereaved was discussed and a new system agreed.  This has been 

implemented in full. 

 

Appointments – There was concern about availability of appointments and patients having to contact the surgery more than once due to embargoed 

slots.  All embargoes were removed apart from for urgent same-day slots.  Further work on appointments has been agreed as a priority for this year too. 

 

DNAs – The problem of patients who fail to attend appointments without cancelling was discussed and a new ‘DNA Register’ system agreed.  This has 

been implemented in full 



4. PPG Sign Off 
 

 
Report signed off by PPG: YES/NO 
 
Date of sign off:  
 
 

 
How has the practice engaged with the PPG: 
 
How has the practice made efforts to engage with seldom heard groups in the practice population? 
Has the practice received patient and carer feedback from a variety of sources? 
Was the PPG involved in the agreement of priority areas and the resulting action plan? 
How has the service offered to patients and carers improved as a result of the implementation of the action plan? 
Do you have any other comments about the PPG or practice in relation to this area of work? 
 
 
Comments from PRG members in respect of the above are given below: 
 
#1 Practice has tried hard to engage with all patients in the practice population but as stated previously there is a great deal of apathy in the area the 
practice is situated, with a great deal of elderly patients, people in receipt of benefit and people with long term health problems. 
#3 PPG was very involved in the agreement of priority areas and most of the priorities came from the meetings of the PPG 
#4 More discussions between the PPG and surgery staff, improvement in amount of appointments available to patients and the resulting scrapping of 
appointments not being able to be made in advance and of the txt message and reminder service for appointments. 
#5 Most important to continue working together, any practice will benefit from Patient feedback and a PPG being in existence as this is one of the best ways 
of getting feedback from users of the service.  There seems to be an open and frank exchange of views between the PPG and Practice and this is good 
from both points of view. 

 
 
 
 

 


