
 

Executive Summary 

The Patient Participation Group – 221 Patients at Present (as at March 2014) 

The Whitley House Patient Participation Group was founded in November 2011 and is made up of two sub 

groups at present: 

The Core Group: – 9 Members 

The Reference Group: – 212 Members 

Core Group:  

The core group meets face to face bi-monthly and contact one another in between if necessary. 2013-2014 

saw the group change from a fixed group of people nominated into a „committee‟ with a constitution to a 

more relaxed group of „frequent attendees‟ who have a set of „Aims‟. This group is now open to any 

members of the Reference Group (with prior notification of their intention to attend a meeting).  This change 

is part of the group‟s attempts to widen access and representation to the group.  

Meetings April 2013 and March 2014:  

(March 13), June 2013, August 2013, November 2013, January 2014, March 2014. Mini-meet for 

newsletter: Jan 14 & March 14. Annual Patient Group Feedback Meeting scheduled for May 2014. 

A GP Partner and the Practice Manager attend every meeting and the group invites the Reception Manager 

as appropriate. The Practice Manager acts as secretary to the group. 

The practice and patient participation group have an excellent working relationship and work closely 

together to support the group‟s aims: 

 

Patient Group Aims:  

 To represent that registered patient population 

 To put forward comments and suggestions for the good will of the surgery 

 To enable the surgery to maintain the high standards and values that it aspires to 
 

The group are confident they can make suggestions to the practice which will be considered genuinely and 

sensitively and appropriate action taken.  

Reference Group: 

The reference group continues to grow and has over doubled again during 2013-2014.  

Members 2013-2014 2012-2013 2011-2012 

Total Core: 9 12 11 

Total Reference:  212 90 42 

TOTAL PPG 221 102 53 
 

It is currently made up of 212 members representing a wide range of patient groups from over 33 different 

countries. It is a virtual group with two way communication with the core group. The core group consult the 

reference group from time to time about items on its agenda. The reference group members can give any 

feedback or raise any new issues with the core group. This year saw the core group develop its 

communication channels with the reference group and wider registered patient population.  

The practice and patient participation group are continually looking to increase membership to the 

reference group, or see more faces at the core group meetings. If you are interested, please send the 

group an email at whitley.ppg@nhs.net, sign up to the group via the website www.whitleyhouse.co.uk or 

mailto:whitley.ppg@nhs.net
http://www.whitleyhouse.co.uk/


complete an invite which can be found in the reception area at the surgery. We also want to increase the 

integration between the core and reference group – as we feel this is an excellent way to get a broad 

spectrum of views at patient‟s convenience – and often fits in with their lifestyle far better than face to face 

meetings. 

Local Survey 

The core group has designed and run three local surveys for registered patients at Whitley House Surgery 

to complete. The surgery ran the third survey in November 2013. The survey was available to all patients 

attending the surgery during this time and 188 completed surveys were received. (1.5% of the total 

registered population which was 12,421 at 1st April 2013). 

What We Do Well 

The survey showed high overall levels of satisfaction with the surgery and improvement in some key areas 

for which the Patient Reference Group were consulted during 2013-2014 and were actions from last year‟s 

report. These are marked with an *  

2013-2014 2012-2013 

99% 

97%* 

 

99%* 

92%* 

97% 

95% 

99%* 

99% 

99% 

99% 

99% 

 

90%* 

 

93%* 

 

83%* 

 

89%* 

73%* 

 

96% of patients were satisfied with the reception staff 

92% found booking their appointment in advance helped them fit the appointment around their 

lifestyle* 

98% were satisfied with the date and time arranged for their appointment* 

90% of patients were able to see the specific Dr or Nurse of their choice* 

97% of patients are satisfied with the surgery's current opening hours 

94% of patients are satisfied with access to the surgery building 

100% of patients are satisfied with the comfort of the waiting room* 

99% of patients were satisfied with the quality of their consultation 

99% of patients felt the Dr / Nurse made them feel at ease in discussing the reason for their visit 

99% of patients felt they had enough time for their appointment 

100% of patients were satisfied with the way the Dr / Nurse explained their problem or the treatment 

they required 

85% of patients now know we have a Nurse Prescriber at the surgery who can see them for ailments 

and prescribe appropriate medications* 

98% of patients who require repeat medications now know they don't need an appointment to order 

repeat prescriptions (unless a medical review is due) * 

76% of patients who require repeat medications now know they can order these online via our 

website* 

85% of patients now know they can book appointments with Drs and Nurses online via our website* 

80% of patients now know they can leave a message for a Dr / Nurse to call them rather than booking 

an appointment if they require medical advice* 

*results directly linked with work influenced by the Patient Participation Group 

Whitley House Surgery had a Care Quality Commission inspection in February 2014.  
 
A quote from the report: “The practice had established a patient participation group to encourage people to 
share their views and highlight areas for improvement. The group was very active and it was clear that the 
surgery staff valued the group's contribution with regard to the work they did in assisting the surgery to be 
aware of people‟s views” 
 
Full report available on our website or by asking at reception 



What We Can Try and Improve: Our Action Plan 

A suggested action plan has been agreed by the surgery and core group based on feedback from the PPG 

members and the local survey results. All actions are suggestions and there may be reasons why not all 

actions are acted upon in the coming year. 

Action No. Action Detail 

1 Improving Surgery Access 

The group is going to focus its efforts this year on „Improving Surgery Access‟. It will aim to review 

barriers patients face when attempting to access surgery services.  

The group will: 

1. Consider barriers which may be caused by current surgery processes e.g. the appointment 

system and phone system 

2. Consider additional barriers which may be faced by patients who consider themselves to have a 

long-term condition, disability or infirmity, or who are unable to attend the surgery.  

3. Consider barriers to access created by one set of patients which impacts another set of patients 

e.g. attendance rates. Each month almost 200 patients book appointments and fail to attend for 

them – if these patients cancelled their unwanted appointments, they could have been used by 

other patients 

4. Consider how to decrease barriers through different communication methods; how can the 

surgery best communicate with its patients to ensure its processes are clear and patients 

benefit the most from the surgery. How can the surgery best advertise the services it has for its 

patients? How can the surgery tailor its communication to reach different patient groups?  

 

 Actions from previous years’ action plans which remain permanently within the remit of the PPG 

now 

2 Produce bi-monthly newsletters 

3 Maintain the „Local Services Directory‟ produced by the group in previous years – ensure it is available 

on the website and in the waiting room.  

4 Explore different patient group recruitment methods 

5 Consider TV screens in waiting room as a channel of communication with patients (linked with Action 1) 

 

The following set of actions were completed during 2013-2014 

 Improve phone access to surgery - PPG target set at end of 2012-2013 for 90% calls to be answered 

within 4 minutes 

 Text messaging – increase use of text messaging and mobile phone coverage 

 Ethnicity / nationality - Increase opportunity of recording ethnicity.  

 Group representation: Ensure efforts are made to make the PPG representative of practice patient 

population - Following the above – compare the data with the Patient Participation Group profile to 

identify any under-represented groups, or any groups which may require more support from the surgery 

 Increase patient awareness of services – produce new practice leaflet, consider barriers to patient 

awareness and ways to overcome these 

 Produce and maintain „Local Services Directory‟ leaflet 

 Display photos of clinicians in the waiting room  

 Continue to improve website 

 Assess accessibility to the surgery for key patient groups (wheelchair users first) 

 Provide photos of clinicians in the waiting room and maintain as staff change 

 

 


