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The Practice is participating in a project to collate information and feedback from our patients. The practice 
has set up a Patient Participation Group (PPG - face to face group). 
 
All of our patients are welcome to give feedback via this group and therefore we consider you to all be 

members of the PRG already. Simply complete a membership form either via our surgery website at 

www.pooletownsurgery.co.uk or the form attached to the new patient questionnaire or complete a form in 

main reception to ensure you are contacted directly each time a survey is ready for you to complete. 

Alternatively all patients can take part in the surveys at any time as you will see them published on our 

website as well as in the waiting room. 

 
The PPG meets about once a quarter at the practice and they receive annual surveys from the practice via 
email, post or copies in the waiting room and a link that can be accessed via our website at 
www.pooletownsurgery.co.uk  
 
The results of the surveys are shared with all of our patients using our practice website, hard copies in the 
waiting rooms or by request from reception.. 
 
It is important to be clear at this stage of the structure of the groups which are as follows: 

 
The Patient Participation Group (PPG) is a committee of patients who have volunteered to meet at the 
practice regularly to support the practice with patient communication, service development and to play an 
active part in survey design and results. 

 
 
Patient Participation Scheme DES 2011 to 2014 
 
Poole Town Surgery decided to establish a Patient Participation Group during 2011-2012.  During 
the last three years we have tried to keep the PPG updated with current services and involved them 
where we can or where they have wanted to be involved! This report outlines the way the practice 
approached this task and the changes that were made as a result of feedback gained from the 
patients. 
 
Opening Hours 
 
Our Surgery is open from 8.00am to 6.30pm Monday to Friday. We do not close for lunch. We run a 
late surgery on Thursday from 6.15pm to 8.15pm. GP appointments are available from 8.30am to 
10.30am and 3.30pm to 6.30pm Monday to Friday. We have 3 nurses and they cover 8.00am to 
6.30pm Monday to Friday. 
  
 
 
 

http://www.pooletownsurgery.co.uk/
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Developing our Patient Participation Group 
 
We decided to form one Patient Group where the patient would come into the practice and discuss 
issues directly with practice staff.  In addition we decided to form a virtual practice group where 
patient would be contacted by email and reply with ideas and suggestions.  It was hoped that by 
having both forms of group we could maximise the number of patients we could attract to the group.  
We hoped that by offering both forms of group we would have a better chance of attracting a wider 
range of ages and social situations to the group. 
 
Recruitment of members 
 
We utilised a number of methods to try and attract patients to sign up to be part of this group.  
These included: 
• GPs and Practice Nurses asking patients to join 
• Giving out the sign up form at the Saturday flu day to 300+ patients 
• Having sign-up sheets on the front desk for patients to take 
• A message asking people to volunteer for the Patient group was added to the repeat 
prescriptions 
• We have amended our new patient information form so that we ask all newly registering 
patients whether they would like to sign up for the group. 
• We wrote to all those registered as carers at the practice to ask them if they would be 
interested in joining the group. 
 
We have ensured that all patients who are recorded as being part of the Patient group are 
registered patients at the practice.  We have tried, using the various methods outlined above to offer 
the group to as many different groups of patients as we possibly can. 
 
Profile of Members 
 
As at the end of February 2014 we have 15 members of the Patient Participation group (0.4% of 
total number of patients registered at practice). We have 3575 currently registered patients. Several 
patients that had indicated they wanted to part of the group have asked to be removed this year and 
not as many newly registered patients want to be involved hence the decrease in members! 
 
Proportion of ….  Practice  Patient Group 
males    48.75%   25% 
females   51.25%   75% 
Ethnicity   
British/mixed british 61%    100% 
Other white (inc Polish) 7.2%  
All other groups  5.3%  
Age   
0- 19    14.5%    n/a 
20 – 39   23.6%    n/a 
40 – 69   40.2%    25% 
70 – 90+   21.6%    75% 
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Representative 
 
Ideally we would have had Polish members in the PPG but all of those contacted declined. This 
remains the case. With this in mind we have created an information sheet for our Polish patients just 
outlining how to make appointments and access services. This has been translated into Polish. This 
sheet has proved to be very useful and it is issued to all newly registered Polish patients. 
 
A very large percentage of patients in the PPG are in the 65-90+ category and we are grateful that 
they have stepped forward to help us! 
 
Agreement of priority areas 2011-2012 
 
A meeting was held at the surgery with all of those who had offered to join the PPG. The key areas 
that were discussed were as follows; 
 
• The standard of the out of hours service  
• The accessibility of home visits 
• The quality of clinical care provided 
• The quality of NHS direct 
• The availability of blood test results 
• The easy of obtaining the appointment of your choice 
 
Patient Survey 
 
As a result of this meeting the practice manager was asked to design a questionnaire. We set the 
survey up on Survey Monkey based on the key areas stated above. (See attached survey). We sent 
the survey to all of those on our PPG and made it accessible through our website. We also printed 
the survey off and made it available to the patients attending the surgery. These surveys were then 
manually entered into Survey Monkey. From this the Practice manager was then able to correlate 
the results.  
 
Discussion of survey results 
 
34 patients completed the survey. The results were excellent. A couple of patients commented that 
they would like to have more appointments available for blood tests.  
 
 
Action Plan 
• We plan to meet with the PPG to discuss these results  
• We are looking at the possibility of having an HCA to provide blood tests 
• Bi annual meetings with the PPG  
 
Agreement of priority areas 2012-13 
 
A meeting was held at the surgery with the members of the PPG that could attend (5) The key areas 
from last year were discussed (as above) and a few other matters were raised; 
 
• NHS 111  
• BP monitoring equipment 
• Immediately necessary nurses appointments 
• Recall letters 
• Reduction in appointments to see Dr Hayward as he is reducing his sessions to 4 per week. 
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Step 1 
 
 
 
 
Patient Survey 
 

We held a coffee morning in aid of comic relief on Wednesday 6th February where the 
Practice Manager and the Deputy Practice Manager were able to speak to the patients and 
obtain their views. We also invited our PPG members to this but only received a small turn 
out but, this gave us the opportunity for a chat and to discuss the issues raised at the last 
meeting. 

 
One of the issues raised was the lack of blood test appointments.  The patients agreed that 
this had greatly improved which is mainly due to the increase in nursing hours at the surgery, 
and most of the patients we spoke to were now satisfied with the system we have in place. 
The clinical staff at the surgery now orders blood tests electronically and this has facilitated 
the patients getting an appointment at Boots or at Poole Hospital if we cannot accommodate 
them on site.  They no longer need to collect a form from us and they can ring boots or the 
hospital for an appointment of their choice. We also advised them that Bournemouth Hospital 
do a walk-in blood test clinic if this was more convenient to them. 

 
The patients we spoke to love our beautiful new modern building and felt they were well 
looked after and the standard of care by all concerned was of the highest standard. 

 
We are still recruiting via our new patient questionnaire new patients to join either our virtual 
or our actual meeting group. 

 
We agreed that another meeting would take place at the end of this year or the beginning of 
next but they were advised that they can raise issues of concern at any time with us. 

 
We have also this year actively engaged with our carers. We have a carers lead and she has 
made herself known to all known carers and cared for. We ask all newly registered patients if 
they are carers or are cared for and have had positive feedback from them. They have all 
said that they feel we go out of our way to help them which has been really positive 
feedback.  

 
Action Plan 
 
• We are waiting for information regarding the NHS 111 service and have agreed that once we 

receive this we will publicise it as widely as possible within the surgery and on the back of 
prescriptions 

• Several patients made the comment that they felt coming in for “just a BP check” and or a 
“new patient check” was a waste of clinical time. We have invested some our PBC savings 
monies from last year into the purchase of a Telehealth Surgery Pod. This pod will be 
installed, hopefully, by the end of March and will enable patient to go into a room and 
complete some checks on a touch screen, have their height, weight and BP automatically 
entered onto the clinical system 

• We have noticed that we are getting more and more calls on the day needing sutures to be 
removed or dressings to be changed where the patient has been discharged from hospital. 
We have therefore introduced an hour on a Tuesday, Wednesday and Thursday in the 
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afternoon for one nurse to have emergency appointments. This has been in effect since 
January and seems to be improving the demand 

• The employment of an HCA for bloods is not financially viable. 
• Several patients commented that they are receiving recall letters when they have already 

been seen by the nurse or have a pending appointment. We explained that this is due to us 
changing our clinical system in September 2012 and that the recall system is different with 
Emis web which has meant we have had an overlapping of correspondence.  We apologised 
for this and explained that hopefully over the next few months this will sort itself out but in the 
meantime we have added a footnote at the end of each recall letter stating that if they have 
already be seen or have a booked appointment to please ignore this letter. 

• We advised the PPG that Dr Hayward would be reducing his sessions from April 2013 from 7 
to 4 per week. This obviously caused concern amongst a few members regarding access to 
appointments but we advised them that we have taken on a new experienced salaried GP to 
do 4 sessions a week and that one of Dr Hayward’s 7 sessions was to provide occupational 
health care which had now been cut to once a fortnight due to funding, and therefore would 
mean that every other week he would do four sessions instead of 3 at the surgery. 

 
We will continue to keep the PPG informed and hope to run further coffee mornings in 2013-2014. 
 
2013-14 Update 
 
We have held a number of coffee mornings throughout the year where the members of the PPG 

have attended along with the carers group and also a Dementia support group.  
 
The key areas that have come out of the quarterly meetings with the PPG are as follows 
 

 Extreme concern regarding the District Nursing  

 The insufficient service with regards to phlebotomy 

 A lack of a notice board in the waiting room 

 The PPG becoming involved with the carers group as many of the PPG were also carers 

 Setting up a Friends of the Practice group 
 
 
Action plan for 2013 -14 
 

 The practice listened to the concerns raised by the PPG regarding the District Nurses but the 
group was advised that the District Nurses are not employed by the Practice and that we 
have very little influence over how the team is run. The PPG raised issues such as a lack of 
flexibility shown by the District Nurses when visiting and the lack of willingness to visit in the 
first case. The Practice agreed that we would pass the concerns raised on to the District 
Nursing team and that we were happy to receive comments in the future and to keep the 
PPG informed at to any changes within the service 

 We agreed that the phlebotomy service should be included in our annual survey as the 
Practice explained we are funded by the CCG to provide this service but that there were 
insufficient funds to run it. We explained to the PPG that we offer the best service that we 
can on the funding we are given. This year’s survey shows that this concern is echoed by the 
patients that completed the survey.  

 Our notice board was in the foyer of the building, we have now purchased a movable notice 
board and placed it in the main waiting room downstairs. We ensure that it is regularly 
updated and managed to ensure that the information on there is current and correct. 
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 We have held a number of coffee mornings with the PPG and Carers and are planning a 
future one where a representative of the Alzheimers Society will attend along with Val 
Mitchell.  

 We have set up a Friends of the Practice using RSVP – we have to date got a few volunteers 
but believe that the service is beginning to be used. 
 

We continue with our meetings and regular coffee mornings. 
 
The practice struggles to attract interest with regards to becoming members of the PPG. The 
methods used to invite members to join the PRG 

 

 Practice website 

 Waiting room leaflets 

 Waiting room posters 

 Sending information and sign up forms out to patients alongside other practice communications 

 Forms and leaflets in the waiting room 

 Notes on the bottom of repeat prescriptions  

 All new patients registering at the practice are given a leaflet and form with advice on how to join  
 
These methods of invitation and communication will continue throughout this project, although 
posters in the waiting room are circulated by season and will be refreshed and removed/replaced 
over time. 

 
As the practice has such a large community of older patients, many of whom can feel isolated and 
vulnerable, our work continues to engage with these patients and to ensure they are represented on 
our feedback groups and are able to contact the practice should they wish to for support or to 
provide feedback. 
 
Some patients are less keen to use PCs or internet based communications. With this in mind the 
practice offers all of the patient material in paper form and patients are offered details and 
communications to be sent to them by post or to collect from the waiting room or main reception. 
 
All of our communications media are ongoing and newsletters, PRG information, website pages and 
notice boards are updated and circulated on a continuing basis. 
 

 

Patient Participation Scheme DES 2011 to 2014 
 
Step 3 
 
Collate the views through the use of a survey 
 
3.1 - The method used for the survey, the date the survey was issued and the period in 
which feedback took place 
 

At a PPG meeting on Thursday 12th September 2013, we discussed the survey at length. This 
centred around the content, design and structure of the survey and most importantly was used 
to identify areas of patient concern. These areas would then be identified and prioritised by the 
number of patients choosing each topic and the most highly selected subjects would be used 
for future surveys. The detailed outcomes of this exercise are documented in Step 2 of this 
project. 
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We agreed to use survey monkey and to place the survey on our website and also put a link 
on the prescriptions and hard copies in reception. Where we had email addresses we would 
also email it to patients. 
 
The following project plan was agreed with the PPG: 
 

 To circulate the survey for the period of 1 weeks  

 To circulate the survey over the Christmas and New Year period as it was felt that people 
would have extra time available to them and would probably generally be reading emails 
during the festive season 

 The PRG found Survey Monkey to be a useful tool and was an ideal way of conducting the 
future surveys and so this would be used throughout this project 

 The survey was to be distributed from 16th December 2013 to 3rd January 2014 inclusively 
 

3.2 - The method and rationale used to agree to the questions (these should reflect the 
areas of priority agreed with the PRG), also the date and how the practice demonstrated 
to the PRG that the methodology chosen to support the survey was credible 
 
The questions were collated using ideas generated by the PPG at face to face meetings 
(22.05.13 & 12.09.13) and email feedback with ideas from the practice manager, assistant 
practice manager, two practice administrators and the GP partners using advice from the PCT 
DES guidance documentation. The topic chosen for this first full survey was that of phlebotomy 
and the ease of requesting prescriptions.  
 
The final draft full survey was discussed at a practice meeting in November 2013. This meeting 
was attended by the partners and the practice management team. It was deemed that such 
wide involvement from the practice staff, GP partners, PPG meant that the process completed 
in designing the new survey was credible and responsive to the guidelines set out for the 
project by the DES. 
 
 
3.3 - Survey results - An analysis of the number of patients surveyed and the number of 
responses together with the themes emerging from patient feedback 
 
The practice has 15 patients on its PPG – breakdown as shown above. The PPG members are 
sent the survey via post. Patients can access the online Survey Monkey facility or hard copy 
available from reception. 
 

The survey had a total of 7 questions. The answers to these questions are analysed in the 
narrative that follows. Step 4 will discuss the findings and identify areas for change. The 
analysis of the survey results for Step 3 is broken down into two parts with each question 
analysed and responded to.  
 
We had 26 completed questionnaires and an analysis of the questions are below. 
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Analysis of Questions  
 

Question summary Response summary Discussion with PPG summary 

1 Are you happy with 
the current prescription 
turnaround time, is 
available collection 
within 48hrs? 

92.31% of respondents 
said yes, they were 
happy 

It was noted that two completed questionnaires 
asked for a 24 hour turnaround.  

2 Are you aware of all 
of the different ways in 
which you can order a 
prescription? 

100% in person, 50% by 
email, 50% by website 
and 15.38% through our 
clinical system 

Our website and email is used a great deal to 
request scripts, but could be used more and 
the use of our clinical system is very new and 
requires a password. 

3 Do you use the 
online service for 
booking appointments 
via email or patient 
access? 

61.54% do not use this 
method 

Patients are not aware of this option and we 
need to advertise this more  

4 Locality hub uses? NA Very poor response to this question most 
patients left it blank. Lack of understanding 
about it possibly?  

5 Interested in joining 
the friends of the 
practice scheme? 

92.3% said no Recruiting to a volunteer service is always 
going to be hard! 

6Sufficient phlebotomy 
service? 

38.46% said need more 
availability 

This interested us as the vast majority of 
niggles from patients are in regard to not being 
able to get an appointment at the surgery.  
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Our Key area of questions in our questionnaire related to the ease of access in ordering 
prescriptions the graphs below represent questions 1,2 and 3. 
 
Question 1 – Are you happy with the current prescription turnaround time, ie Avaliable for 
collection within 48 hours? 
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This clearly shows that a very high percentage (92.31%) of patients are happy with the service 
we provide. Two comments made were that they should be available within 24 hours (7.69%). 
This is not really practical as all of the GP partners are part time and some do not work 
consecutive days. 
 
Question 2 – Can you tick all the ways in which you are aware the ayou can send your 
prescription request to the practice? 
 
A- In person 
B - Via post (inc SAE) 
C - Via a chemist 
D - Online via our website 
E - Via email 
F-  Via patient access through our clinical system 
 

 



Poole Town Surgery – PPG Report – 2013/14 

 

0

10

20

30

40

50

60

70

80

90

100

A B C D E F

%response

 
It is reassuring to see that everyone answering the questionnaire knows that that can request 
a prescription in person (100%)! Most know that they can order one via a chemist. With 
regard to our internal systems, via our website (50%) and via email (50%) we need to 
promote this more as this will take the pressure off of reception from telephone requests. 
Patient access to the clinical system (15.38%) is a new DES this year and we are promoting 
it as much as possible and encouraging all newly registered patients to use this system as 
they can book appointments online too. This question is about knowing the service is 
available NOT about whether they use it. 
 
Question 3 Do you use our online service for booking appointments and ordering 
prescriptions either via our website or patient access? 
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A high percentage (61.54%) do not use this facility. We will continue to promote this service 
over time and hope to see a significant increase in the next few years. It is a new facility. 
 
Themes identified and conclusion 
 
The discussion with the PPG at a further meeting held on the 26th February 2014 highlighted 
the following themes from the results of the survey that need further discussion and 
evaluation, 
 

 Turnaround time of 48 hours in respect of prescriptions is adequate 

 We offer a number of ways in which to request a prescription 

 Patient Access to our clinical system is not widely used 

 Available phlebotomy appointments at the surgery could be improved if we had          
more funding from the CCG  

 
These areas will be discussed under Step 4 and the agreements reached regarding changes 
and service development will be communicated to the PPG and the CCG as part of Step 5 of 
this project. 
  
 

 

Patient Participation Scheme DES 2011 to 2014 

 
 
Step 4 and 5 
 
Provide the PRG with the opportunity to discuss the findings and reach agreement with 
the PRG on changes to services 
 
4.1 - The method used for those discussions and the date that discussions took place 
 
A PPG was held on the 26th February 2014 where the agenda centred around the results of 
this survey. The answers to each question and an analysis of the results from the Survey 
Monkey service were discussed and scrutinised at length. The themes described above were 
discussed. 
 
General PPG 
 
Feedback in general was positive 
 
4.2 & 4.3 - The suggested areas for change (if appropriate). The rationale for agreeing 
areas where a change is appropriate and/or not appropriate and the changes that have 
been agreed with the PPG (these two sections have been joined together as its more 
efficient to identify the areas for change and state the agreements reached with each 
area accordingly). 
 
In order to address the four themes indentified via the survey that are listed above, the 
following actions have been taken by the practice.  Each point outlines the discussion held with 
the PPG and a rationale behind the changes that can or cannot be delivered. These include: 
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Theme 1: • Turnaround time of 48 hours in respect of prescriptions is adequate 
 

We discussed the 24hour issue and the PPG agreed that 48 hours was adequate as long as 
there is always some flexibility if there is an urgent need ie the patient has run out of 
medication or going away on holiday. The practice already offers this flexibility and will 
continue to do so. It was agreed that moving to a 24 hour window was not practical due to 
the part time issue relating to the GP partners. 
 
 

Theme 2 and 3: • We offer a number of ways in which to request a prescription and 
that Patient Access to our clinical system is not widely used 
 

The number of ways we accept prescription requests was viewed as excellent. One 
comment on the survey was that when using the email request the practice acknowledges 
receipt of the email and even advises the patient that the prescription has been issued. We 
discussed this at length. We agreed that an acknowledgement of receipt was a good idea 
and that when replying to the email we would advise the patient that the script had been 
prepared but not sign at the point of replying to the email. 
 
The access to our clinical system is a very new facility and we agreed that we will 
incorporate the request form for passwords to the new patient questionnaire. By doing this 
it is hoped that we will attract more patients to use this online function. 

 
 
Theme 4: Availability of phlebotomy appointments at the practice 
 

We were all surprised that this was not as negative as we expected. We surmised that 
those patients that had completed the survery had not needed to have a blood test and 
therefore had no knowledge of the skeleton survey. The PPG agreed that this is an area 
where more funding from the CCG would be a positive outcome as most patients would far 
rather come to the practice for a blood test than go to the hospital. 

 
4.4 – The areas of significant service change that will impact on the contractual 
arrangements and whether this change has been agreed with the LAT/CCG (if 
appropriate) 

 
Although each of the four themes identified raised areas for further practice development, 
none if the items raised impact on the practice contractual arrangements. Internal service 
redesign are the areas identified by the respondents and these will be addressed and 
communicated accordingly to all of our patients using the variety of media available to us.  

 
 

 
 
 

 

 


