
 

 

 

PATIENT PARTICIPATION REPORT 
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Practice Code:  

 

Practice Name:  

 

An introduction to our practice and our Patient Reference Group (PRG) 

Park House Medical Centre is located centrally in the practice area. Dr Ian W Campbell & Dr 
Luke Louca have been GPs locally for many years and have many families who have been 
registered with us for many years. We are situated in the centre of our practice area, and enjoy 
the benefits of purpose built Healthcare premises, all be it with limited car parking space. 
 
We have a growing patient group, who are becoming actively engaged in supporting the 
practice through this period of change the Government has undertaken. 
 

 

Establishing the Patient Representative Group 

This shows how the practice has tried to ensure that the PRG is representative of the wider practice population.  Information 
is provided here on the practice and PRG profile. 

 Practice population profile PRG profile Difference 

Age 

Under 16 1601 11 1590 

17-24 704 4 700 

25-44 1843 36 1807 

45-64 1898 61 1837 

65+ 956 22 934 

Gender 

% Male 47.6% 61% +13.4% 

% Female 52.4% 39% -13.4% 
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Ethnicity 

% White British 43.9% 97% +53.1% 

% Mixed white/black 
Caribbean/African/Asian 

0.9% 0  

% Black African/Caribbean 0.38% 0  

% Asian – 
Indian/Pakistani/Bangladeshi 

0.54% 0  

% Chinese  14% 0  

% Other 50% 3% -47% 

These are the reasons for any differences between the above PRG and Practice profiles: 

 
Our practice population is 22.8% under 16s. This is significantly high and consequently a lot of people 
are parents, out at work, leading very pressured lives. Attending PPG meetings isn’t high on their 
priorities, but we do have a growing group of people of all ages who are happy to give up time, and 
share feedback on our practice. Patients cam always ring the practice manager or give feedback and 
suggestions via our website www.parkhousemedicalcentre.com These come direct to my email inbox, 
and are replied to as soon as possible. 
 
 

In addition to the above demographic factors this is how the practice has also taken account of other social 
factors such as working patterns of patients, levels of unemployment in the area, the number of carers: 

We are also aware that many people on our list are working parents, and we have provided appointments from 
8.30am to help them. Plus the clinicians are available until 6pm each evening .Opening for extended hours is 
restricted due to access to the building limitations. We do vary our meetings between morning and afternoon, 
evening meetings were less well attended. 
 
 
 
 
 

This is what we have tried to do to reach groups that are under-represented: 

We have a practice website, an under 16’s notice board, and an infants notice board, plus a  PPG 
notice board. We occasionally promote the group with messages on prescriptions. The reality is that 
under 16s are likely to be focusing on school activities/studies, and their parents are both working to 
pay a mortgage. People are having to work longer before their pension can begin and that can have 
an effect on their availability.  
 
 
 

 

Setting the priorities for the annual patient survey 
 

http://www.parkhousemedicalcentre.com/
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This year’s survey topic was discussed an agreed at length. It was agreed that Reception is effectively 
the practice shop window, and as such, the experience people receive when then need to contact the 
practice, or come in for an appointment, collect a prescription etc. We agreed the Reception is the hub 
of the practice as all communication flows through there.  
 
The survey was designed to give the staff a view of how they are perceived, and give the patients an 
opportunity to comment on the service they provide.  
 
We looked at several survey questions and collectively agreed the ones chosen. These seem to make 
good sense to the patients, looking at what is important to them, and good sense to the practice as 
reception is our ‘shop window’. 
 
 

 

Designing and undertaking the patient survey 
 

Several meetings took place regarding the questionnaire; many members didn’t want to keep asking 
the same questions. Patients have the Government questionnaire, the surgery questionnaire, the 
Doctors are asked to do patient questionnaires. People become fed up of filling these in.  
We looked at several sample questionnaires to inspire us. 
 
The group did not want to ask the same questions each year, and decided to look at the main point of 
for patients – the reception. The hub of the practice.  
 
The first step in creating the questionnaire looked at how we contact the practice – generally by 
phoning, either for an appointment or a test result maybe. So telephone access had to be a key 
question. 
 
Secondly, when we arrive at the surgery, how quickly are you acknowledged and attended to by the 
reception team?  
 
Patient confidentiality is important to everyone, and the waiting room design isn’t helpful in this 
respect. It is poorly designed and sound travels very easily. So this was another key question to 
include in the questionnaire. 
 
We also wanted to see how many people liked to use the self-arrival screen. It does help provide the 
receptionist with more time to help with patient enquiries. 
 
Having checked in, we wanted feedback on the notice boards. Does anyone actually read them? 
Are the items displayed useful to patients? 
 
Lastly, a question about would you recommend the practice. This question is useful to assess if 
people are happy with the service they receive from the front of house staff, and the clinical team. 
 
The questionnaire was developed, and emailed out to those who took part in the discussion.  One the 
final version was agreed, it was ‘live’ in the waiting room and on the website.  
 
We had a total of 261 responses. After we had reached this level, the questionnaires weren’t getting 
completed anymore, so it was time to close the survey and look at the results. 
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When the group met to discuss the results, it was felt that the access by telephone could be reviewed. 
Whilst 77% of people were satisfied with the telephone access, marking it as very easy or easy, 20% 
weren’t getting such a good experience. They graded the telephone access as not very easy or rather 
troublesome. 3% didn’t reply to this question. 
 
People arriving at the reception desk were very pleased with the service. However 62% said they 
could hear what the receptionist was saying, but they didn’t mind. 13% though were not happy about 
this.  
 
The self arrival touch screen was generally well used and it helps the receptionist on the front desk to 
serve the patients quicker.  
 
There were many positive comments about the staff on reception, how helpful they are, and very few 
negatives. Of course, the lack of car parking issue was mentioned though. 
 
 
 

How our patient survey was undertaken: 
 
The patient survey was launched in the practice waiting room, and on our website 
www.parkhousemedicalcentre.com. 
 
The questionnaires were placed on some of the seats in the waiting room both for morning and 
afternoon surgery. They were also available on the reception desk and by the automated touch screen 
for self-arrival for your appointment. Choosing to complete one was left entirely up to the patient. 
Many of the elderly don’t bring their glasses with them!  
 
The online version was available for the two months the survey was open. By the end of this period, 
patients who attend regularly were getting fed up with them, and more were getting screwed up, put 
on the floor, or just generally ignored, so we took it that enough was enough and closed the survey 
after 261 responses were in. 
 
 

Summary of our patient survey results: 
 
261 patients completed the survey. Generally the reception team were praised for their good work but 
access on the telephone can be troublesome. Patients felt that they were acknowledged quickly and 
made to feel welcome. 
Confidentiality at the reception desk can be a concern for some, but most don’t mind. 
The self arrival booking in screen is well used although some people do prefer to speak to staff. 
The notice boards are thought by many to be useful. 
93% of those who completed the survey are very likely, or likely to recommend the practice to other 
people. 
 
The full report is in a separate document.  

 
 
Analysis of the patient survey and discussion of survey results with the PRG 
 

How the practice analysed the patient survey results and how these results were discussed with the 
PRG:  
 

http://www.parkhousemedicalcentre.com/
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The survey results produce a pie chart for each question. The results, and the comments were 
discussed at the meeting, and they were emailed out to all members so anyone not able to attend 
were able to comment.  
 
They, and us, are encouraged by the overall positivity of the results and comments, but expressed 
concern about how people viewed the telephone answering. It was agreed this should be looked at. 
 
Using the online services is to be encouraged, with the bonus of if people are using the online 
services, then that might free up a parking space, and it will reduce the queue at the front desk. Even 
more so when the Electronic Prescription Service becomes live in February 2014. 
 
 
 
 
 
 

The key improvement areas which we agreed with the PRG for inclusion in our action plan were: 
 

1. Ensure patients see the notice stating they can request a more private conversation with the 
receptionist 

2. Review the telephone access and improve the patient experience where possible. 
3. Ensure the staff are aware that they are our shop window, and ‘on display’ the whole time. 
4. Use the notice boards more to promote new services, including online access 
5. Encourage awareness of the phone ringing, and set standards to answer the call in a timely 

manner.  
6.  

 

We agreed/disagreed about: 
 
We appreciate car parking here is very difficult, and we have experienced cars parked on local streets 
have been deliberately damaged, abusive notes left on car window screens etc. Car parking issues 
will never be resolved as the number of people who use the services located in this building far 
outweigh the number of car parking spaces provided. This was always an issue from the planning 
stage. Frustrating though it is, it will always be a problem if the premises are to be utilised to the full. 
 
 
 

 

ACTION PLAN 
 

How the practice worked with the PRG to agree the action plan: 
The results have been discussed at length, both at the PPG meeting and when individuals have 
popped into see me.  
 
We all felt confidentiality is important to everyone, and whilst it’s generally ok for collecting a 
prescription, or asking for an appointment, if it’s a personal matter, then we need to display a more 
eye catching sign, visible before you get to the receptionist window. 
 
Some customer service training for the younger staff has taken place, and we now have a Head 
Receptionist who is responsible for the team. A review of the line of supervision has improved the 
situation. 
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A new, eye catching display on the notice board to encourage patients to use the online services will 
be created. We also hope to engage our working patients to use the apps for smart phones and 
androids. The online access is totally secure and is an effective way to manage your repeat 
prescription or appointment needs. 
 
We have increased staff awareness on answering the phone as soon as they are free to do so, and 
we have removed the greetings message, so a cost isn’t incurred by patients. 
 
The staff have not reported problems with people calling the surgery numbers when they really need 
Carlton Clinic (telephone 0115 9617 616), so this is working well now.  
 
 
 

We identified that there were the following contractual considerations to the agreed actions: 
 
No contractual considerations were identified. 
 
 
 

Copy of agreed action plan is as follows: 
 
Priority improvement area 
Eg: Appointments, car park, waiting 
room, opening hours 

Proposed action  Responsible 
person 

Timescale Date 
completed 
(for future 
use) 

 
Using our online services 

Actively promote our online 
services for appointment 
booking and cancellation, 
repeat prescriptions, and 
checking your summary 
care record.  
You can email a question in 
too. 
Apps are available for 
android and smartphones. 

Janet Baker 2 months 
to create 
posters, 
patient 
informatio
n and a 
display. 

This display 
in now in 
place. We 
hope to 
encourage 
more 
people to 
use this 
service 

Incoming calls 
 

Remove the greetings 
message so the patient is 
not paying for the call until it 
is answered 

Janet Baker Re-
monitor 
time taken 
to answer 
calls 

Under 
constant 
review to 
ensure 
patient 
satisfaction 

Private conversation 
 

Improve notice and make it 
visible to people in the 
queue at reception. 

Debs Bowley In place 
now 

Completed. 
To monitor 

Customer Service 
 

Ensure the staff are aware 
of what the patient can see 
and how this affects the 
standard of the practice. 

Janet Baker 4 months  

 

Review of previous year’s actions and achievement  
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“You said ………..  We did …………  The outcome was ………” 
 
You said….Reception staff need to know what should go to A&E.  
We did….   Judith, our nurse prescriber did a training session with the reception team to ensure they 
were aware of key symptoms which need A&E attendance, such as crushing chest pain, glass 
wounds, foreign bodies in eyes. Ask clinic staff for advice. 
The outcome was….better informed reception staff, and improved clinical support for advice. 
Reducing A&E attendance is possible if patients contact the practice first. This training will be 
implemented annually basis or more frequent if necessary. 
 
******************************************************************************************************************** 
You said…..A&E attendance is a concern 
We did….. created promotional materials highlighting where to go for medical attention without using 
A&E. This information is also on the home screen of our practice website. 
The outcome was…patients informed, practice website front page news, getting the message out as 
much as possible.  
 
The patient group are concerned about people using A&E when they could have come to the surgery, 
or used the walk in centre. This is possibly going to be in the next patient questionnaire. 
 
******************************************************************************************************************** 
You said…promote online services  
We did…..encouraged patients to register for our online services. Used promotional material in the 
waiting room and on the website. 
The outcome was….almost 200 people registered for our online service. 
 
Our practice website use is displayed below for 2013/2014.
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Publication of this report and our opening hours 

 
This report will be in the waiting room for patients to read, along with the questionnaire results report, 
presented in a file, and some on the display board. It will also be on our practice website 
www.parkhousemedicalcentre.com. 
 
Our opening hours are published on the practice leaflet, our website, on NHS Choices and on the 
entrance to the practice and the main building.  They are also listed below. 
 
 
 

 

 

 

 

http://www.parkhousemedicalcentre.com/
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Opening times 
 

 
Monday                  8am to 6.30pm 
Tuesday                 8am to 6.30pm 
Wednesday            8am to 1pm   2pm to 6.30pm  (1-2pm staff training) 
Thursday                8am to 6.30pm 
Friday                     8am to 6.30pm 
 
We are closed on Saturday and Sunday. 
 
When we are closed, please ring 111 for free, they will give advice on any of your health concerns.  
 
Please make the Walk In Centre on London Road or the Walk In Centre on Upper Parliament Street 
your first port of call instead of A&E.  
 
Please try to use A&E just for medical emergencies. 
Thank you for your consideration. 
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PPG & Survey Results Report 2013 

  

Patient Reference Group 

The patient group comprises 131 members 
  

Distribution Details 

Attendance 

 

Gender 

 

Ethnicity Age 
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Survey Results 

  

Patient Group Survey 2013 

Number of Responses: 261 

Patient Group Survey 2013 - - How would you rate our Reception Team? 

How easy is it to get through on the phone? 

Very easy  30% 
Easy  47% 
Not very easy  17% 
Rather troublesome  3% 
No response  3% 
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How quickly are you ackowledged or attended to at our reception desk? 

Very quickly, no problem  54% 
Quickly  37% 
Slow at times  6% 
Very slow  0% 
No response  3% 
 

 
How welcome are you made to feel when you arrive at the reception desk? 

Very welcome  51% 
Welcome  43% 
Not very welcome  2% 
A bit of a nuisance  0% 
No response  4% 
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In reception, do you feel that patients can hear what you say to the Receptionist? 

Yes, but I don't mind  62% 
No  11% 
Yes, and I'm not happy about it  13% 
Don't know  11% 
No response  3% 
 

 
We have introduced a computerised booking-in screen. Do you find this useful? 

I like the booking in screen, it saves time  67% 
I like the booking in screen, it saves me having to queue  9% 
I find the booking in screen difficult to use  0% 
I prefer to book in with a member of staff  12% 
No preference  7% 
No response  5% 
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How informative and useful do you find the notice boards in the waiting room? 

Very useful  25% 
Useful  60% 
Not very useful  6% 
Nothing of interest  5% 
No response  4% 
 

 
How likely are you to recommend Park House Medical Centre to other people? 

Very likely  61% 
Likely  32% 
Not very likely  2% 
Don't know  3% 
No response  2% 
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Are you: 

Male  26% 
Female  51% 
No response  23% 
 

 
Age group: 

16-25  5% 
26-35  11% 
36-45  18% 
46-55  20% 
56-65  13% 
66-75  17% 
76-85  9% 
86+  1% 
No response  6% 
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Please feel free to add your comments.  

  

Patient Group Questionnaire 2012 

Number of Responses: 245 

Please help us by completing this. Please circle your reply.  
1. Usually, how easy was it to get an appointment for the time you wanted?  

Not very easy  14% 
Fairly easy  43% 
Very easy  42% 
 

 
2. Were you able to see the clinician you wanted ?  

Didn't specify  13% 

Yes  72% 
No  12% 
No response  3% 



18 
 

 

 
3.For on the day urgent needs or minor illness, are yu aware of our Nurse practitioner Judith?  

No  17% 
Yes  76% 
Will book with her next time  4% 
No response  3% 
 

 
4. In the last 12 months have you used any of the health services below instead of using similar services which 
might be available at your surgery? (tick all that apply) 

None of these  42% 
Going to A&E (instead of your GP)  15% 
NHS Direct (24 hr telephone helpline)  15% 
NHS Walk-in Centre  19% 
Private Doctor (that is not through the NHS)  1% 
Could you tell us why you chose to go to one of the above?  

6. Have you signed up for our online services for making and cancelling our GP appointments, and ordering repeat 
prescriptions?  

Didn't know of service  22% 
No, not signed up yet  41% 
Yes  32% 
No response  5% 
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Please provide an email address if you would like to join our pateint reference group. 

Age  

75+  9% 
65-74  16% 
55-65  17% 

45-54  21% 
35-44  16% 
25-34  10% 
16-24  2% 
under 15  1% 
No response  8% 
 

 
Gender  

Male  26% 

Female  66% 
No response  8% 
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Please post in the box on the reception desk, or the red post box for prescription requests. Thank you for your time 
today.  

 


