
Park House Medical Centre. 

Patient Participation Report 2012/2013 

Establishment of Patient Representative Group 

Our practice population is 6750. This comprises of 3248 male and 3502 female patients. 

The age range profile is:- 

 

Ethnicity of Practice Population 

British or mixed British  27%   Irish     0.13% 

Other White Background  0.97%   White & Black Caribbean   0.41% 

White & Black African  0.12%   White & Asian    0.07% 

Other mixed background  0.16%   Indian or British Indian   0.10% 

Pakistani or British Pakistani 0.10%   Bangladeshi or British Balgadeshi  0.03% 

Other Asian background  0.07%   Caribbean     0.15% 

African    0.01%   Other Black background   0.06% 

Chinese    0.06%   Other ethic category   0.06% 

Ethinic category not stated 70%    

There are no minority groups in the practice population. 

Our Patient Group 

Patient Representative Group Profile:    Male: 102 Female: 22 

Ethnicity of the PRG  

British or White British  124 

Other    1 



Age profile of the PRG 

 

 

Patients can sign up to belong to our patient group via our website, or by asking at reception. We periodically advertise it on 

repeat prescriptions, and it is on the notice board in the waiting room. There is a link on the practice website too 

www.parkhousemedicalcentre.com A number of patients signed up during our recent questionnaire. The practice profile is 

predominantly young, as you can see in the graph above.  The age profile of the group is a fair representation of the patients. 

However the group is low on female members aged between 25 and 54. This is a difficult group as they are likely to be at work, 

and maybe have young families too. The perception of effort needed to be a member of the group maybe a barrier to joining the 

group. Female patients completed 68% of the survey, and there was an option to join the group. We will endeavour to engage 

with this group at every opportunity. 

Agreeing areas of priority with PRG 

The group are not interested in fund raising or having a book stall, which was thought by some to be the role of a patient group. 

The priority for our group members is access to medical services, and using the services available appropriately. These two items 

were the only ones suggested by the group, and are equally important to the practice so agreement was easily reached. The 

patient group went on to discuss the issues deemed a priority for inclusion in a patient survey. These issues relate to 

predominately access and using the services appropriately. The group also wanted to highlight the pressue A&E was under due 

to patient demand. They also wanted to use the questionnaire as an opportunity to gain new members. 

A questionnaire was constructed over a couple of meetings and emails to all the group to get agreement. We looked at draft 

surveys available on the patient participation group website, and on the internet. From the selection presented it was agreed 

that the questionnaire should be just one side of A4. This would be quick and easy for the patient to complete whilst waiting for 

their appointment, or just staying a few minutes when collecting a prescription.  

The questionnaire asked about access to the practice clinical staff and why people attended A&E, or the walk in centre for 

example, while we were open. Trying to understand why people choose to be at A&E for hours rather than see a doctor / nurse 

at the practice later that day for example, is important as the reasons maybe be access related, but equally it may be more 

convenient.  

We have a growing patient list, and to ensure everyone knows of the services, the patient group designed posters and hand outs 

advertising the practice website www.parkhousemedicalcentre.com where one can register and order repeat prescription items, 

or request an appointment or telephone appointment with a doctor or nurse. You can also see your past and future 

appointments. Alternatively you can register to access your own repeat prescription list via our clinical system. Registration for 

this does require proof of identity. Once registered you can book and cancel GP appointments, and request your repeat 

prescriptions. This service does require a password and is therefore not so popular with patients. Practice nurse appointments 

are not available to directly book remotely as some procedures do need a longer appointment and this has caused the practice 

staff difficulties in the past.  

Conducting the Patient Survey 

This year’s patient questionnaire concentrated on accessing the service and using services appropriately. Once the questionnaire 

had been agreed, it was made available to the patients for approximately 8 weeks during September and October 2012. We did 

this by making it available on our practice website www.parkhousemedicalcentre.com and put the questionnaire onto each 

chair in the waiting room first thing each morning, and again in the afternoon, topping up during the session if necessary. The 

questionnaire was also available by the touch screen used by patients arriving themselves. It was also available on our website. 

During the 8 weeks the survey ran, at least 4,000 patients would have come into the practice for appointment, requesting or 



collecting prescriptions. During this period our website also had a significant number of visits – September 10,119 and October 

2012 had 10,472 visits.  

 By the end of eight weeks patients had clearly had enough of it and were not completing them anymore. We had 186 

completed questionnaires. Given the high number of patients who could have completed a survey, the number was 

disappointing but the group felt that quite often a philosophy of ‘If it ain’t broke, don’t fix it’ does have an effect on uptake. 

The Survey Report 

The data was inputted into our website via the online survey by a member of our admin team. This provides the easiest method 

for producing the report for patients to view. Patients were also offered the opportunity to join our patient group during this 

time. The website produces a report with graphs which illustrates the results in a quick glace format. The file type is pdf. 

The results were emailed out to our patient group members, and discussed at our patient group meeting It was agreed that the 

findings on access were very reasonable and acceptable. The results support their personal experience too. 

The majority of responders found it fairly easy or very easy to get through to the practice on the telephone. Also 79% knew of 

our on the day service with Judith, our nurse practitioner. Some group members and attended an appointment with Judith and 

actually preferred that to seeing the GP for their long term illness. The advantage is Judith has 15 minutes per appointment 

against the GP time of 10 minutes.  

The reasons for going to an alternative provider were deemed on the whole very reasonable. We did struggle to understand why 

some people went to A&E but as the survey was anonymous so we can only hope that they thought they were in the best place 

for the problem. 

 Statistics: 

Practice staff inputted the results into our practice website, just as if the patient had taken part in the questionnaire via our 

practice website. This method makes analysing the data very easy. 
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Survey Results and agreement on key findings 

The survey results were emailed out to members of the Patient Participation group in graph form similar to the presentation 

above. Comments were invited by email, and a follow up meeting date was also emailed to the group. The group thought the 

results were good. Access to see a clinician was good, they hadn’t experienced any problems either. We struggled to understand 

why someone would prefer to be waiting several hours at A&E rather and be seen at the surgery and could only conclude that 

the person deemed their situation was medically urgent, such as a fracture or life threatening. Or they are not aware of the 

walk-in centres if it was outside our regular hours. Generally it was thought that people go to A&E because they believe they are 

doing the right thing. Obviously this is excluding those who have indulged in excess alcohol. After much debate we agreed that 

the surgery opening hours or availability of clinical staff didn’t relate to the survey results. There were no significant changes the 

group did not agree with. The group strongly felt that patient education on where to get the best help is needed. There were no 

significant changes identified that affects our contractual agreement, nor were there any which the PPG did not agree with.  

 

 

 



Action Plan 

The action plan below was agreed with the patient participation group. There were no elements or issues raised by the survey 

that could not be addressed. There were no disagreements between the patient participation group and the practice regarding 

the action plan.  

Actions Timescales Responsible Person Progress towards completion Completion Date 

Training session with 

reception staff to 

highlight conditions / 

symptoms which are 

A&E appropriate and 

also to remind them 

that they are able to 

consult with a clinician 

if they are unsure. 

End of April 2013 Janet Baker and 

Judith our nurse 

practitioner  

Meeting arranged for 20 March 

2013 

End of April 2013 

Promote patient 

education using the 

appropriate service. 

28 March 2013 Janet Baker and 

Reception shift 

supervisors 

Attaching “what to do when 

your GP surgery is closed” 

information sheets to ALL repeat 

prescriptions. An example of this 

leaflet is at the end of the report 

Date started 5
th

 March 2013  

 

Posters and leaflets regarding 

appropriate services in the 

waiting room. Waiting for the 

111 posters to arrive.  

 

Do an e -mail to all patients 

signed up to the practice e- 

newsletter – to go out with this 

report  by the end of April 

 

Hand out“what to do when your 

GP surgery is closed” 

information sheets to patients 

who attend for appointments 

Date started 5
th

 March 2013 

5 May 2013 

 

 

 

 

 

 

Depending on when 

the posters arrive 

 

 

 

30 April 2013 

 

 

 

 

5 May 2013  

 

Implementing the proposed action of providing patients with information what the local services offer, including local 

pharmacies, and trying to raise awareness of the walk-in centres was discussed. The locality PPG and the CCG are organising 

locally based ‘Health Days’. Those present were not confident or skilled on a computer to provide support on with producing 

hand outs so it was agreed the practice would need to provide this skill. We had hoped to obtain a life size GP to draw attention 

to the information but this is proving elusive too.  

The group appreciated that people will do what they believe to be right, and so information on what services are available was 

agreed. We have created a number of leaflets for the patients to take home if they wish. Samples of these leaflets are attached 

to this report. 

Publicising actions taken and achievements 

The survey had a section for comments.  

You said:  The service and support has gone downhill in the last 12 months. No appointments available.  

We did:   We recognised the service was under pressure and have increased the number of GP appointments available. 

Also one of our practice nurses is undergoing training for prescribing, and when she has passed the exams, this will increase our 

minor illness and long term conditions availability.  

You said:  It was difficult to use the online services. It doesn’t always work. 



We did:   When people have a problem with using our online services it would be helpful if they contacted Janet Baker, who will 

be able to help them. If you are due for a repeat medication review, the items will not be available for you to order until your 

Doctor has reviewed your medical records. This is to ensure that you have had any relevant blood tests, or monitoring 

appointments to ensure that the medication is still correct in helping improve your condition. Our website service for 

appointment requests and repeat prescriptions and general health information, practice information and patient registration is 

displayed below. 

Usage Statistics  

Website Hits 

On July 4th 2012 changes were made to the usage log to ensure a greater accuracy in reflecting the number of unique visits to 

our site. 

For the last 12 months, unique visits = 125,047. 

 

Repeat Prescriptions 

Repeats Requests in the last month - 220 

You said:   There are no late appointments 

We did:      We have increased our late GP availability to increase after work access. We only offer GP appointments for 

booking this way as different nurses have different skills, and different reasons for attending require different appointment 

lengths. These are available online to book via our website.  

You said: We are concerned about the congestion on site. 

We did:  We occupy only 10% of the site and have no control over the other services in use here. We have however, 

tried to reduce the need for people to attend the practice by using our website fully for you to request appointments, and 

repeat medications. We have also promoted that you can register with any local pharmacy for their repeat prescription service, 

saving you the need to attend the practice. The local pharmacies will allow you to telephone to order the items you need, 

whereas we cannot offer this service. 

You said: How useful is the touch screen arrival process? 

We did:  This is extremely useful for a number of reasons. Firstly, it reduces the queue for attention at the reception 

desk. Secondly, it improves our patient privacy at the reception desk. You will have noticed we have a barrier now and have set a 

distance between the queue and the person talking to the receptionist. The waiting room is poorly designed but we are trying to 



do our best to provide a more private discussion with the reception staff. An example of how much the touch screen helps us is 

below. This covers the last 6 months.  

Month Total No. of Patients using 

Touch Screen  

Total No. of Appointments that 

month 

Check in at Reception Desk 

September 2012 1577 2366 789 

October 2012 2084 3128 1044 

November 2012 1891 2848 957 

December 2012 1541 2295 754 

January 2013 1647 2749 1102 

February 2013 1647 2677 1030 

 

You said: What does the nurse practitioner do? 

We did:  We produced information slips on what kind of things the nurse practitioner will be able to help you with. 

Generally speaking this is all ‘on the day’ things, minor illness, coughs, back ache, ear ache etc, plus support your good health by 

monitoring long term conditions like Diabetes, Asthma, Heart Disease, Hypertension and more. Our receptionists are skilled at 

directing you to the right person for your needs.  

Our Healthcare Assistant will see all patients who need routine blood pressure checks, B12 injections, flu injections, ear 

irrigation, well woman and well man checks, and help you with healthy lifestyle measures including smoking cessation advice. 

 

We will provide a report of our achievements in the waiting room and on the practice website, publish a report for viewing in 

the waiting room, along with producing the hand outs as mentioned above, and raise awareness on the PPG notice board. This 

will be completed by the end of April. 

We will also email out the report and the hand outs to those who have signed up for the practice newsletter. We will also take 

this opportunity to encourage more people to join the PPG. 

Our opening hours are:- 

Monday to Friday  8.15am to 6.30 pm 

Wednesday   Closed between 1.00pm and 2.00pm for staff training 

To enable as much access as possible to order prescriptions and to book or cancel appointments we offer two options. One is to 

use our practice website www.parkhousemedicalcentre.com You can request an appointment or telephone call, order your 

repeat prescriptions, complete a travel form, or update your clinical record with change of address/telephone numbers. There is 

a vast range of health advice available there too. 

Alternatively you can register to access your own medical record of repeat prescribing, appointments etc by presenting at 

reception with photographic evidence, and a utility bill to confirm your address. The reception staff will issue a username and 

password, which you can change for something more easy to remember. Again, through the clinical system you can actually 

book your own appointments, and initiate your prescription request.  

Of course, many patients do like to come to the practice to book appointments or for prescription needs but as car parking here 

is very limited, we do try to do all we can to limit the congestion. 

If you wish to join our Patient Participation Group, please ask reception for a form, or complete it via our website.  

Example of leaflet for patients 

 

 

 



 

             Park House Medical Centre 

     What to do when the surgery is closed. 

 

The Out of Hours service is changing to 111. Should you need a doctor after the surgery has 
closed, please dial 111.  

Calls to 111 are FREE.  

111 will assess your condition and advise you accordingly. A nurse or GP may telephone you back 
for further advice OR it may be necessary for you to attend the out of hours GP service for an 
appointment.  

Other services are also available after the surgery  has closed…  

Local Pharmacies  – Pharmacies sell medicines for a wide range of ailments without a 

prescription and can advise on where best to get further help if needed.  

Get advice or medicines from the pharmacy for:  

• High temperature, aches and pains.  • Stomach upsets, indigestion and constipation.  

• Allergies, hay fever, bites and stings.  • Coughs and colds.  • Cystitis urinary infections and 

thrush 

• Conjunctivitis.  • Emergency contraception (morning after pill) 

-------------------------------------------------------------------------------------------------------------------------------------------------------------------------- 

Nottingham Walk In Centre  – There are 2 Walk In Centres in Nottingham City Centre.  

The Centre on London Road is open from 7am until 9pm EVERY DAY,  

There is also the Health Centre on Upper Parliament Street which is open from 8am until 8 pm EVERY 
DAY.  

The Walk In centre can treat urgent health problems, illnesses and injuries. You do not need an 
appointment for this service, Just Walk In! 

A&E and 999  – Please remember that these services are for emergencies 
ONLY. An emergency is a serious injury or life-threatening problem such as 
loss of consciousness, severe breathing difficulty, heavy bleeding, severe 
chest pain, suspected broken bones, deep wounds (e.g. stab wounds), 
swallowing something harmful or poisonous or a drug overdose. 

Remember that A&E and 999 should only be used in emergencies Using 
them for minor problems or because you have no transport puts other 

people’s lives at risk and wastes NHS money that could be spent elsewhere. Phoning GP practice, 111 or 
using walk-in services will usually result in faster and more appropriate advice and treatment. Arriving at 
A&E by ambulance does not give you priority over other patients.  


