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Practice Code: N84611 

 

Completed by: Lesley Jackson            Date: 10/03/2015 

 

Signed on behalf of PPG: PPG Member       Date: 18/3/2015 

 

Please confirm that the report has been published on the practice website by 31st March 2015   YES  

 

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

 
Does the Practice have a PPG? YES  

 

 
Method of engagement with PPG: Email and Letter 
 

 
Number of members of PPG: 19 
 



 
Detail the gender mix of practice population and PPG: 
 

% Male  Female  

Practice 2631 2718 

PRG 8 11 

 
 
 

 
Detail of age mix of practice population and PPG:  
 

% <16 17-24 25-34 35-44 45-54 55-64 65-74 > 75 

Practice 967 465 549 612 881 745 663 467 

PRG 0 0 0 2 3 5 4 5 
 

 
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  2328 10 0 45 0 2 2 12 

PRG 19 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 2 0 0 1 4 2 0 3 0 10 

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 held a practice meeting on 16th January 2012 and discussed how we could invite patients to join our Patient Representation Group (PPG).  

We decided the best approach was to hand forms out in the waiting room, advertise on the practice website and put a message on the patient 

calling system.  The GP’s decided they would also hand out forms during their surgeries to invite patients to join.  GP partners were kept 

updated at all stages of the PPG’s development via email from Lesley Jackson (Practice Manager).  Initially the PPG was not fully representative 

of the practice population i.e. in age range, gender, ethnicity and disability so Lesley wrote to patients from any groups not represented to invite 

patients to join the PPG.  Since the initiation of the PPG in January 2012 the group has grown from 12 members to 19 members.  The surgery 



still continues to advertise the PPG on the surgery website, on the patient calling system and via posters within the surgery and will be looking in 

the future to further encourage patients from different ethnic backgrounds to join the group. 

 

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?  

 

NO 

 

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

successful: 

 

 

2. Review of patient feedback 
 

 

Outline the sources of feedback that were reviewed during the year: 
 
National GP Survey Results 
 
 

 

How frequently were these reviewed with the PPG? 
 
Every 6 months 
 

 
3. Action plan priority areas and implementation 
 



Priority area 1 

 
Description of priority area: 
 
To continue to work with the CCG to improve the standard of cleanliness within the Health Centre.  
 

 
What actions were taken to address the priority? 
 
Lesley Jackson (Practice Manager) to continue liaise with Community Staff within the Health Centre and the CCG with regards to any cleanliness issues and 
provide an update after October 2014.   
 
Lesley has been in email contact with Julie Williams at the CCG and a cleaning schedule has been developed which is now reviewed monthly. 
 

 
Result of actions and impact on patients and carers (including how publicised): 
 
Cleanliness has improved within the health centre which has improved the level of care for our patients. 

 

 

  



Priority area 2 

 
Description of priority area: 
 
Review of GP appointment times for patients who work 
 

 
What actions were taken to address the priority? 
 
Lesley Jackson (Practice Manager) and Anne Monk (Assistant Practice Manager) conducted a review of current GP appointment times for patients who 
work. 
 
An appointment audit has been carried out and weekly appointments are now available on a Monday evening for patients who work. 
 

 
Result of actions and impact on patients and carers (including how publicised): 
 
The results from the most recent GP patient survey have improved in relation to ease of making an appointment. 
 

  



Priority area 3 

 
Description of priority area: 
 
To develop online access for patients to book appointments and order their repeat prescriptions online. 
 
 

 
What actions were taken to address the priority? 
 
Lesley Jackson (Practice Manager) to review current appointment software and develop online access for patients to book appointments and order their 
repeat prescriptions online.  

 
It is now possible to order your repeat medication online and from 23

rd
 March 2015 patients will be able to book their appointments online. 

 
 

 
Result of actions and impact on patients and carers (including how publicised): 
 
Online access for patients to order their medication has been successful alongside the Electronic Prescribing System (EPS), which has also gone live at the 
surgery, allowing patients to order their prescriptions online and then have their prescription sent electronically from the surgery to the pharmacy of their 
choice, improving the ease of ordering prescriptions for all our patients. 
 
The surgery is moving from the FrontDesk appointment system to the EMIS appointment system on 23

rd
 March 2015 which will allow the surgery to offer 

patients the option of booking pre-bookable GP appointments online, improving the options and accessibility for patients to book their appointments. 
 
Additionally patients will also be able to access a version of their medical record online showing their medication, allergies and immunisations. 

 
 

 
 
 
 



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): 
  

In year one (2011/2012) the Stanley Court PPG was set-up and initially focussed on gaining patient feedback.  From this feedback we found out that 

many of our patients did not know about our late night appointments or that we had a surgery website and text message reminder service.  Patients also 

reported that privacy can be an issue at reception due to phone calls being overheard etc.  The Stanley Court surgery decided to promote the late night 

appointments, the surgery website and the text message reminder service on the patient calling system, on the right-hand side of prescriptions, on 

posters in the waiting room and in the surgery leaflet all of which have helped to promote these services to our patients, and continue to be in place 

today. With regards to privacy reception staff try to make confidential calls in the back admin room whenever possible and also use the glass screens at 

reception as much as they can to improve privacy for all our patients. 

 

In year two (2012/2013) the Stanley Court PPG focussed on nursing services and raising awareness of the different appointments and clinics that our 

nurses provide.  Once again results showed a lack of awareness of the services available to patients and it was decided that the Stanley Court Surgery 

should display more posters in the waiting room, improve the information available on our website, look at improving information in the Practice leaflet 

about the Practice Nurse/Healthcare Assistant services we offer, and add more information where possible to the letters we send out to our patients; all 

of which were highly successful at raising awareness and still continue to be in place today. 

 

In year three (2013/2014) the Stanley Court PPG focussed on the Physical Environment and Atmosphere at the Stanley Court Surgery, and also whether 

our patients know what to do when the Stanley Court Surgery is closed.  The feedback received about the Physical Environment and Atmosphere at the 

Stanley Court Surgery were extremely pleasing.  We are continually working with the Clinical Commissioning Board who own the Health Centre to ensure 

its cleanliness and accessibility, and pride ourselves on our friendly and welcoming atmosphere at the reception desk.  In the future we would like to 

work with the council to improve the parking facilities at the surgery as this is something that can hinder the accessibility of the surgery, especially for our 

disabled patients.  The second part of the survey showed that patients often did not know who to contact when the surgery was closed.  To improve 

awareness about who patients can contact when the surgery is closed we have provided posters within our waiting room and added more information to 

our surgery website and patient calling system – all of which we are continuing to do to help raise awareness today.   

 

 

 

 

 



4. PPG Sign Off 
 

 
Report signed off by PPG: YES 
Date of sign off:  
 
 

 
How has the practice engaged with the PPG: Via email and letter 
 
How has the practice made efforts to engage with seldom heard groups in the practice population? When the PPG was originally set-

up it was not fully representative of the practice population i.e. in age range, gender, ethnicity and disability so the Practice Manager wrote to 
patients from any groups not represented and also seldom heard groups in the practice population to join the PRG.   
 
Has the practice received patient and carer feedback from a variety of sources? Yes - via email, letter and forms at reception.  Face to 

face feedback is also provided at reception and in clinical consultations and fed back to the surgery team at practice meetings.  Additionally the 
surgery now also collates Friends and Family Test feedback on a monthly basis. 

 
Was the PPG involved in the agreement of priority areas and the resulting action plan? Yes all PPG members were involved via letter 

and email. 

 
How has the service offered to patients and carers improved as a result of the implementation of the action plan?  The Stanley Court 

Surgery now has a cleaner health centre, are able to offer more GP appointments to patients who work and provide an online access service for 
our patients to order their medication, book appointments and view parts of their medical record. 
 
Do you have any other comments about the PPG or practice in relation to this area of work?  The PPG has been highly influential in 

helping to improve and shape the services offered by the Stanley Court Surgery over the last 3 years. 
 
 
 

 

Please submit your report to: england.lancsat-medical@nhs.net by 31st March 2015 

mailto:england.lancsat-medical@nhs.net

