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Stage One 

1 

Practice Population: 2087    

  Sex: Male   Female   

Age: Under 16's 466     1102    985   

  17 - 25  241 36 - 45  320 56 - 65  202   

  26 - 35  324 46 - 55  320 66 +  214   

Ethnicity:   Caribbean  4 other:   

British, Mixed British  502 African   other:   

English   Mixed Black   other:   

Scottish   Chinese   other:   

Welsh   Japanese   other:   

Indian, British Indian  16 other:   other:   

Are there any specific Minority Group within the Practice Population? 
 

The percentage of minorities is very small , only 2% as reflected in the figures above 
 
This practice does not have specific minority groups.  The practice has collected data on ethnicity during normal 
patient consultation and at new patient registration.   We do not yet have a complete practice profile. 
 
The figures above show that most people did not fill in their ethnicities, however almost 95% of the population is 
white British. Ethnics are less than five percent with equal numbers of blacks and south asians. Under 16 
children are 22% and over 65s are 10%. The practice population is 51% male and 49% female overall. 

 

Validating that the patient group is representative of the practices population base. Payment Component 1 
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Patient Representative Group Profile (PRG): 

  Sex: Male   Female   

Age: Under 16's      4    5   

  17 - 25   36 - 45   56 - 65  1   

  26 - 35   46 - 55  1 66 +    7   

Ethnicity:   Caribbean   other:   

British, Mixed British   African   other:   

English   Mixed Black   other:   

Scottish   Chinese   other:   

Welsh   Japanese   other:   

Indian, British Indian  1 other:   other:   

What steps has the practice taken to recruit patients and to sure it is representative of the practice profile? 
 
 

The practice has displayed posters around the surgery asking patients if they are interested in 
participating.  The reception staff have also been asking patients if they would like to take part. 
 
The figures above show that most people did not fill in their ethnicities, however almost 95% of the population is 
white British. Ethnics and others are less than five percent with equal numbers of blacks and south asians. Under 
16 children are 22% and over 65s are 10%.The practice population is approx.51% male and 49% female overall. 
 

To ensure the patient group is representative of the practices population base, the Practice has 
recruited patients by displaying posters in the waiting room, information is included within the 
new patient questionnaire.  The PPG meetings are advertised by poster in the waiting room.  All 
practice staff actively promote and provide information on the Patient Participation Group. 

 
 



Validating that the patient group is representative of the practices population base. Payment Component 1 

3   

Compare the PRG with your practice profile and describe the differences between the practice population and membership of 
the PRG? 
 

The PRG is very representative of our practice profile with 95% of the PRG group is white British and one ethnic 
member. 
The membership of the Patient Participation Group is reflected in the older age group.  We are actively 
promoting the Patient Participation Group to all within the practice population, but wish to recruit younger 
members to the Patient Participation Group. We are disappointed that we are unable to recruit more young 
patients because of their job comments.  We also discussed with this age group that meetings could be in the 
evenings or weekends but no body has taken this offer. We also held one late evening meeting hoping that 
some more patients and young patients may attend. But only three regular attended. Practice is trying their best.   
 

Validating that the patient group is representative of the practices population base. Payment Component 1 

4   

Please explain any differences in section 3 above and the efforts of the practice to communicate with groups not 
represented? (this is required even If the practice has chosen to use a pre-existing PRG) 
 

Posters have been displayed and staff have asked patients directly.  This has been done with all minority groups 
in the same way. 
Doctors in the practice can speak some ethnic languages and have tried to ask some patients if they want to 
participate and will continue to do so. 
Looking at the profile we do need some young patients in the group. We are trying to find if they would like to 
give their suggestions even if they can not come and attend the meetings. 

We are also giving them the contact details of two of the members who are happy to speak to them so hoping 
we get some this year. 



Validating that the patient group is representative of the practices population base. Payment Component 1 

 

Stage Two 

  

Agreeing Priorities 

5 

How has the practice sought the PRGs views of priority areas? 
 

We have had meetings with the patient group and explained to the group what are PPG’s and their role and 
what is expected from them. 
- Encourage patients to join PPG 
- Contribute their views and suggestions in decision making, not thinking only about their own problems but to 
consider patient needs in general. 
- We asked them to work with the practice to improve patients care. 
- Communicate to other patients how recent changes in NHS will affect services provided. 
-Discussed with them that CQC starting from 1st April 2013. 
- Discussed how practice works with other practices in the CCG (Clinical Commissioning Group). 
- help practices to decide on priorities of services which can be provided. 
- We asked them what they thought were the most important changes that needed to be made for patient care. 
Informed members to look at websites http://www.napp.org.uk/ who has done some work in the past. 
The patient group suggested that questions in the patient survey should be kept simple to understand and kept 
precise. 
The options to answer the questions should be in yes or no format, instead of writing in detail, so that everyone 
can fill it easily. 

There should be one column left for any comments. 
Also discussed  at the meetings held on 18/07/12 and 08/10/12 were how practice works with the CCG( Clinical 
Commissioning Group) 
And changes coming up regarding CQC (Care Quality Commissioning). 
Not many patients knew much about these so there were lots of questions to the practice manager which she 

http://www.napp.org.uk/


tried to explain them. 
 
Also discussed was the waiting room seats. Some of the seat cushions have been cut open with razor blades and 
it was discussed that at present its not too bad and it is one side only and can be done next year as practice 
needs to take some more work according to CQC and Infection control guidelines which should be done ASAP. 
 
Validate through the local patient participation report. Payment Component 2   
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Please describe how the priorities for the survey were selected - do these reflect those set out by 
the PRG? 
 
The group felt that it was very important to obtain a baseline of the views of patients so that they can develop 
their work plan around the needs of the patients.  Patients were shown some questionnaires from the internet. 
 
PRG group felt the need of a questionnaire which is simple, basic and easy to understand. 
While discussion one of the PRG member suggested about telephone consultation and the other member was 
not aware so it was decided to add this question while making the questionnaire. 
Members were asked if they have any more suggestions regarding adding the question in the survey then please 
let us know. 
 
It was decided to meet again once the questionnaire draft is made to show to the PRG Group. 
Practice again met the members, shown them the draft and it was approved by them. 
 
Validate through the local patient participation report. Payment Component 2   
  

Stage Three 

Survey 

7 

How has the practice determined the questions used in the survey? 



 

We asked the patient group what were their concerns and showed them sample surveys and they suggested 
changes to make it simpler and these were changes were implemented. 
We asked the patient group what their concerns were and showed them a few sample surveys such as the 
government GPAQ.  They suggested changes to make the survey simpler and these changes were implemented. 
 
The PPG used basic questions on the survey agreed that perhaps in further surveys, additional questions could 
be used as team discussed and were shown results from previous years National Survey, which members felt 
were not very clear as there were lots of options to choose and it was difficult to understand.  
Validate the survey through the local patient participation report. Payment Component 3   

8   

How have the priority areas been reflected in the questions? 
 

 The PPG used basic questions on the survey agreed that perhaps in further surveys, additional questions could 
be used. 
The aim of the questions used was to try to cover all aspects of a patient’s visit to the surgery 
 
Some of the questions have been expanded. 
 
Priority areas were ease of getting through on the phone, 
 
Being seen by the doctor with in 48 hours and ease of getting appointments. 
 
There are posters in the surgery informing patients that they can have a telephone consultation with the doctor 
and patient group were very appreciative of that. 
 
The questionnaire specifically asked the patients their views on the priority area. 
 
As can been seen from the attached questionnaire sheet. 
  



 

Validate the survey through the local patient participation report. Payment Component 3   
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Describe the Survey - How and when was the survey Conducted? 
 

The survey was conducted in November -December 2012.  It was in the format of a patient questionnaire, most 
of them were given to patients and few were sent through the post. 
 
Those who visited the surgery during that time period were given the questionnaire by reception staff and told to 
kindly put them in the sealed box at reception after completing it. 
 
 

Validate the survey through the local patient participation report. Payment Component 3   

10   

What methods practice has used to enable patients to take part? 
 

Questionnaires were given to patients at the reception desk, some were sent through the post. 
Also some were given when they came to collect repeat prescriptions or have blood tests done. 
When patients came to the surgery they were given the questionnaires. Anyone who was willing to fill the form 
was asked to kindly fill it and put it in the sealed box at reception. 

 



Validate the survey through the local patient participation report. Payment Component 3 

  

 

 

Stage Three continued 

Survey 

11 

How has the practice collated the results? 
 

Patients were told to put the filled questionnaire in a sealed box and these together with the 
Postal forms returned were opened and read through on March 11th with the patient group. 
Comments were noted with two PPRG group members.  
Altogether we got 55 forms from the box and seven returned by post out of 120. 
The results were put on an excel spread sheet and comments noted. 
 
The practice had not received any negative feedback and in general, patients seemed to be highly satisfied with 
the practice 

Validate the survey through the local patient participation report. Payment Component 3   

12   

How were the findings fed back to the PRG? 
 

A meeting was arranged with the PPRG for 22.03.13 .Also the notice was put in the waiting room regarding this 
meeting giving the chance to our patients to join us. 
The Patient Participation Group met and reviewed the results of the survey on 22nd March 2013 and an action 

plan made. 



Validate the survey through the local patient participation report. Payment Component 3   
 

Stage Four 

  

Results 

13 

Please describe survey results:  

Altogether we got 55 forms from the box at reception and seven returned by post out of 120 
The Patient Experience Survey results showed that 95% of all patients’ ratings about the practice were good, 
very good or excellent. We showed the PRG, THE GP PATIENT SURVEY done by the NHS for our practice and 
placed on their website but patients said it was a bit complex for them to understand. 
 
.The following are the results from patient survey:                     Yes                         No  
 
Do you find the Reception staff helpful?                                 98%                        2%  
   
Is it easy to get through to someone on the telephone?           96%                       4% 
 
Is it easy to speak to the Doctor or Nurse?             94%                        6% 
 
Do you know you can do a telephone consultation?            45%                       55% 
 
If you need to see a GP urgently can you normally be seen?   96%                        4% 
 
Are you happy with the opening times?               98%                        2% 



Are you happy with the overall appearance of the surgery? Yes 94%             6% 
Name of the Doctor or Nurse you saw.    
 
Did you feel you were treated with respect and dignity during your visit?  100%          0%   
       
Thinking about your consultation with the Doctor / Nurse today: 
How well did they listen? 
 
How well did they explain the treatment you need? 
 
The amount of time they spent? 
 
Are you satisfied with you consultation? 
 
 
Do you have any comments or suggestions? 
 
Patient’s Survey comments  2012-13 
 
 
“Everyone at the surgery are brilliant. Second to none. Don’t ever  
change.” 
 
“Replace ripped furnishings. Would make better appearance.” 
 
“Although everyone is excellent at the surgery. I do feel sometimes that Dr M could explain things a little more 

and explain things a little better. He is very lovely kind man and a excellent doctor. I think the soup diet isn’t 
the best though.” 
 

Poor Fair Good Very 
Good 

2% 
 

6% 48% 32% 

4% 
 

6% 42% 30% 

2% 
 

8% 42% 30% 

0% 
 

6% 42% 46% 



“They listen to everything you have to say and reception staff is extremely helpful when needed.” 
 
“The staff and nurses are very helpful. The receptionists are very helpful and kind and talk very respectfully. Dr 
M is ever so nice and listens carefully. 
 
Wish everybody Merry Xmas.” 
 
This surgery is the best I have been to. Doctor and staff are very co operative and helpful. I am very happy with 
the staff and thank them.” 
“Always been satisfied.” 
“very good friendly” 
“very helpful friendly” 
 
Validate the survey and findings through the local patient participation report. Payment Component 4   
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Explain how the PRG was given opportunity to comment? 

All members of the Patient Participation Group were invited to discuss the feedback report and to make 
comments, the results were shown to them and opportunity to comment on 22nd March 2013 
-They were pleased to note that the patient satisfaction was high. 
- Everyone was given the chance to give their views and comments. 
 

Validate the survey and findings through the local patient participation report. Payment Component 4   
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What agreement was reached with the PRG of changes in provision of how service is delivered? 

It was discussed and agreed that in future, the practice will endeavor to attract more patients into the PPG.  -In 
future we will start using sms from the practice computers to inform patients of blood results or follow up from 



hospital appointments. 
 

At the Patient Participation Group meeting on the 22nd  March 2012, it was agreed that improvement and 
changes in services to patients delivered by the practice would be made in the following areas: 

 The Om Surgery Action Plan 
PPRG Meeting held on 22/03/2013 

 

 
 Discussion of Local Survey Findings and Action Plan 
 
For 2013/14 
 
A: Discussion of Local Survey Findings 
 
1.Patient Reference Group Members Present: 
 
 
Mr. Richard White 
Mrs. Diane White  
Mr. John Bolsworth 
 
 
2. Practice Staff (and designation) Present: 
 
 R Mohindra ( Practice Manager) 
 Janice Callaghan ( P.Secretary) 
 
3. Please State Key Findings from Local Survey: 
 
 



Patient Participation Group Meeting held on 22nd March 2013. 
 
Last year’s action plan discussed: 
 
The Group discussed the results of the Practice Survey conducted by the practice in November -December 2012. 
Reeta Mohindra supplied the copy of the results to the group. 
First action plan from 2011-12 was discussed  
 
The group reviewed the Practice Synchronization of repeat drugs from the previous year and improvement made 
and decided to continue this year again as an ongoing process.  
 
Group also discussed as there was no change regarding telephone consultations in this year’s survey as 
compared to last years survey therefore decided to display poster again. 
Group happy with the changes made to upgrade seating. PPRG meetings on 18/07/12 and 08/10/12 held at the 
practice it was decided to get CQC/Infection control work done before the seating in the reception area.  
 We have removed carpets in the consulting room according to CQC/Infection control guidelines. 
The lights and back fire door have also been changed according to CQC Specification.  
Grouped agreed that last years suggestion for upgrading the seating has had to be postponed to the next year 
for lack of funds. 
 
The group discussed and recommended the following actions to enhance patient experience and 
Communication in the practice for 2013-14. 
 
1. Synchronization of repeat drugs will continue as an ongoing process.  
   
2.More members for PPG ---Encourage more patients to become member by advertising on website/notice 
board/patient leaflets etc.---information has been added in patient leaflets  
 
3 Floorings have been done in two consulting rooms/ treatment room/toilets. Lights have been changes in 



consulting rooms/treatment room and reception area .Back fire door has been replaced. Quotes will be obtained 
for new seating in the waiting room again. 
 
4. Design new appointment cards. 
5. PRG group members to meet with PRG members of other groups. 
 
6. To explore possibility of patient education centres, plasma screens linked to internet for patients to learn 
about inhaler techniques etc.  from NHS and YouTube sits. 
 
 

Priority of Action 
 

Timescale Who is responsible Proposed changes 

More members for PPG 
 

6 months Practice team + PPRG 
members 

To have more patients views. 

PRG member to meet with 
PRG members of other groups 
or attend a meeting at the 
other nearby practice if 
possible 

6 months Reeta To learn from each other and share the 
ideas for better patient care 

Synchronization of repeat 
drugs 

ongoing Doctors + Reception 
staff 

So that patients do not have to come 
different times for their repeat 
prescriptions 

 Refurbished waiting area 12 
months 

Reeta New seats for the waiting are as 
requested by patient 

Design appointment cards 
 
 

One 
month 

PPG member+ Reeta Appointment card more suitable to 
patient need. 
 

Improve Patient 
Communication 

6 months PPRG Member/Dr 
M/Janice 

Commencement of 
quarterly newsletter 



To explore possibility of 
patient education centres, 
plasma screens linked to 
internet for patients to learn 
about inhaler techniques etc.  
from NHS and YouTube sites 
 

12 
months 

Dr Mohindra with the 
help of CCG 

Patient education 

Poster for telephone 
consultations. 
 

One week Janice Less attendance at A&E 

 
DATE OF NEXT MEETING 
 
It was decided that the provisional date for the next Patient Group Meeting would be Monday 24th June 2013 
and that we would hold the meeting in the evening at 6.45 after surgery.  Mr. White asked that he could be 
reminded nearer the time 

 
 
Validate the survey and findings through the local patient participation report. Payment Component 4   
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Were there any significant changes not agreed by the PRG that need agreement with the PCT? 
 
 

None. 
There were no significant changes, not agreed by the PRG that needed agreement with the PCT. 
 



Validate the survey and findings through the local patient participation report. Payment Component 4 

  

Stage Four continued 

 Results 

17 

Are there any Contractual considerations that should be discussed with the PCT? 
 

No. 
There are no contractual considerations that should be discussed with the PCT 



Validate the survey and findings through the local patient participation report. Payment Component 4 

Stage Five 

  

Action Plan 

18 

How did you consult with the PRG about the action plan?  
 
 

A full discussion of the results of the practice survey was held during the Patient Participation Group meeting on 

22.03.2012 and that time an action plan was made in the presence of PPRG and agreed by the PPG. 

Consulting on the Action plan with the PRG and seeking PCT agreement where necessary. Payment Component 5 

19   

Please give a brief summary of priorities and proposals agreed with the PRG arising out of the practice survey: 

Action plan discussed on 22nd March 2013 
 
At the meeting held with PPG it was agreed that  
- the waiting area was in need of refurbishment , however funds are scarce due to heavy expenditures made as 
per CQC and infection control requirements. Floorings have been changed in the consultation rooms, firedoor at 
back, lightings changed; hands free dispensing in treatment rooms. 
- Practice manager to get newer quotes and to work to be done in the next financial year. 
- Synchronization of repeat drugs has been discussed with all the doctors working in the practice and is being 
implemented as an ongoing process. 

- poster are being displayed in the waiting room regarding telephone consultation- its been typed and 



displayed in the waiting room also information added in patient leaflet regarding telephone 
-PRG group members to meet with PRG members of other groups. 
- To explore possibility of patient education centres, plasma screens linked to internet for patients to learn about 

inhaler techniques etc.  from NHS and YouTube sites. 
 
Consulting on the Action plan with the PRG and seeking PCT agreement where necessary. Payment Component 5 
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Were there any issues that could not be addressed? - if so please explain 
 
 

There are no such issues at the moment 

Consulting on the Action plan with the PRG and seeking PCT agreement where necessary. Payment Component 5 
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Has the PRG agree implementation of changes and has the PCT been informed (where necessary)  
 

PRG suggestions have been implemented and there are no issues that need to be reported to the pct 



Consulting on the Action plan with the PRG and seeking PCT agreement where necessary. Payment Component 5 

  

Stage Six 

Review of actions from 2011/12 
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Detail information on actions taken and subsequent achievement from Year One and directly link these to feedback from 
patients  

 

PRG members are happy that their suggestions from the previous were taken into account and carried out as 
follows. 
  
- Posters displayed in waiting room about telephone consultations. 
- Doctors are doing repeat medication synchronization as ongoing process. 
-Only thing we have not been able to get more patients in the PPG group. 
But all members agreed that we all tried hard by different ways-giving patient’s details with the survey and 
hosting a late evening meeting. Also displaying on the notice board. 
We will try again this year as well to get more members involved. 
- Also because of CQC/Infection control work we have to get the waiting room seats this year. 
 

 
 
 
 
 
 

23  



Explain whether there was any disagreement with the PRG on any of the actions in the action plan – this must be publicly 
highlighted with the practice’s rationale for deviating from the suggested plan 
 
There was no such disagreement 
 
 
 
 
 
 

24  

Publication of Report 

Please describe how this report has been publicized/circulated to your patients and the PRG 
 
 

The reports will be publicized via a leaflet in the waiting room and on the website 

25   

Additional Information 

Opening Times 

Confirm Practice opening hours - explain how patients can access services during core hours? 
 

Confirm Practice opening hours - explain how patients can access services during 
core hours? 
 
Our core hours are publicized on our website and patients can access us on telephone and we are open during 
lunch hours. 
 



Practice Opening Hours:                 Monday 8am- 6.30pm 
                                                   Tuesday 8am – 6.30pm 
                                                   Wednesday 8am – 6.30pm 

                                                   Thursday 8am – 12.30pm 
                                                   Friday 8am – 6.30pm 

 
 

26   

Where the practice offers extended opening hours please confirm the times that patients can see individual health care 
professionals? 
 

The practice is very flexible in its approach to extended hours.  We usually offer late evening surgery on Monday 
from 6.30-7.30 pm. 
 

   

 


