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Derbyshire & Nottinghamshire Area Team  
2014/15 Patient Participation Enhanced Service REPORT 

 

 

Practice Name:  PARK LANE SURGERY 

 

Practice Code:  C81040 

 

Signed on behalf of practice:                 Lesley Hutchinson  Date:   17 March 2015 

 

Signed on behalf of PPG:       Alan Twaite   Date:   23 March 2015 

 

 

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

 
Does the Practice have a PPG?      YES / NO 
 

 
Method of engagement with PPG: Face to face, Email, Other (please specify) 
Face to Face meeting approximately every 2 months 
Email as and when required 
 

 
Number of members of PPG:  7 
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Detail the gender mix of practice population and PPG: 
 

% Male Female 

Practice 49.36% 50.64% 

PPG 28.57% 71.43% 
 

 

Detail of age mix of practice population and PPG:  
 

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

Practice 18.55% 6.46% 8.31% 12.79% 16.59% 12.66% 12.61% 12.02% 

PPG   14.29%   14.29% 57.14% 14.29% 
 

 

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  94.37% 0.67% 0.00% 0.99% 0.12% 0.05% 0.08% 0.13% 

PPG 100%        

 

% Asian/Asian British Black/African/Caribbean/Black British Other 

 Indian Pakistani Bangladeshi Chinese 
Other 
Asian 

African Caribbean 
Other 
Black 

Arab 
Any 
other 

Practice 0.96% 0.49% 0.00% 0.50% 0.27% 0.08% 0.13% 0.12% 0.08% 0.96% 

PPG           
 

 

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 have found that for the PPG Group of patients who regularly attend meetings, all but one are retired or semi-retired.  

Whilst we accept that the current group is not wholly representative of the complete patient demographic we believe that it is fairly 

representative of the patients who utilise the services available at the practice on a regular basis. 

We are actively open to recruit new member, advertising through practice waiting room, website and word of mouth. 

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?  

YES/NO 

If you have answered yes, please outline measures taken to include those specific groups and whether those measures were successful: 
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2. Review of patient feedback 
 

Outline the sources of feedback that were reviewed during the year: 
 

We distributed newsletters at each of our three main flu clinics in September, October and November 2014.  Members of the PPG were 
on hand on each occasion to hand out the newsletters and to encourage patients to return the brief tear off questionnaire attached to each 
newsletter. 
 
The questionnaire asked the Friends & Family Test regarding how likely a patient would be to recommend the service and an additional 
question as follows; 
September - Please use the space below for any comments you would like to make about the practice in general. 
October & November - If we could change one thing about your care or treatment to improve your experience, what would it be? 
 
In December & January we started distributing the “NHS Friends & Family Test” A5 cards received from the area team.  These are 
available to all patients in the practice waiting room, and are actively distributed to patients by reception staff on a different day each week 
through the course of the month.   
The FFT is also available for patients to complete via the practice website. 
 
We also reviewed the comments that patients had made in previous years Patient Participation to Surveys to identify any areas to 
prioritise for the action plan. 

How frequently were these reviewed with the PRG? 
 

Comments and Feedback received through the Flu clinic newsletters, the Friends & Family test and Patient Surveys are discussed at 
PPG meetings.  These are held approximately every couple of months. 
The comments and survey reports are also made available on the practice website. 
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3. Action plan priority areas and implementation 
 

Priority area 1 

Description of priority area: 
Privacy at the reception desk in the waiting room area for patients speaking with the receptionist.  Previous surveys had commented on 
the fact that there was more of an echo in the waiting room since it had been refurbished. 
If there was a queue of patients at the reception desk then it was very easy for patients waiting in the queue to hear the conversation 
between the reception desk and the patient in front. 

What actions were taken to address the priority? 
The practice purchased some crowd control Tensa barriers to manage the queue at the front desk.  This includes a sign at the end of the 
barrier asking patients to wait until the patient in front has finished before approaching the reception desk.  Patients are also advised that 
they should let the receptionist know if they wish to have their conversation in a more private location. 

Result of actions and impact on patients and carers: 
Patients do not approach the reception desk unless they can see that the receptionist is available to deal with them. 
Patients are aware now that they simply need to ask for a conversation to be held in a more private locati 

How were these actions publicised? 
Visual physical improvement in the waiting room. 
Notice advising patients to wait here also advises them to ask if they require a more private location to speak to a member of staff. 
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Priority area 2 

Description of priority area: 
Access to Medical Records.   A previous practice survey identified that approximately 50% of patients surveyed would like to have access 
to their Medical Records online.   
TPP SystmOne is not currently in a position to offer more detailed access to Medical Records as there appears to be no means of defining 
or limiting the access to the record. 
The practice has identified members of the PPG who would be interested in trialling access to the more detailed record as the system is 
developed to allow more defined access to medical records.  It will be a priority to trial how patients can access their record online, and to 
work with the PPG to develop a robust and straightforward policy & procedure for patients to apply for online access to their record in 
more detail. 

What actions were taken to address the priority? 
The practice has implemented access for patients to see their own Summary Care Record online from October 2014. 
All patients registering for Online Access for Appointments and Repeat Prescriptions after October 2014 will now automatically also have 
access to their Summary Care Record.  All new patient registrations are offered access to what is currently available online at the point of 
registration. 
A bulk transfer was done to give patients who were already registered for online access prior to October 2014 access to the SCR as well. 

Result of actions and impact on patients and carers: 
Patients who had previously only been able to make appointments and order repeat prescriptions online can now see their Summary Care 
Record which includes details regarding their allergies and sensitivities as well as a copy of their current medications. 

How were these actions publicised? 
 
Newsletter, Practice Website and notices in patient waiting room for existing patients. 
Registration pack for new and prospective patients. 
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Priority area 3 

Description of priority area: 
It had been noted by patients in recent surveys and by quite a few members of the PPG that the practice policy of identifying patients by 
Date of Birth was considered to be impersonal.  Whilst there was an appreciation that the DOB was required to confirm identity and to 
ensure that the correct medical record was accessed it was felt by many people felt that asking for the DOB first rather than a patient’s 
name was impersonal.    The practice had implemented the policy that DOB was used to access a medical record after a significant event 
review where two patients with the same name had resulted in the wrong patient record being updated. 
 
As a small practice many of the patients are well known to the reception and admin team and the practice had not fully appreciated how 
this policy change could be perceived as a more impersonal approach. 

What actions were taken to address the priority? 
The practice has agreed to review the procedure for identifying patients to revert to offering a more personal feel. 
The reception team have been instructed to identify the patient by their name in the first instance.  They will then to ask the patient to 
confirm their Date of Birth. E.g. “Good morning Mr Smith, please can you confirm your DOB.”   
The receptionist will then proceed to access the medical record using the DOB as the system search identifier.  Once in the medical 
record further ID confirmation can be verified by asking the patient to confirm their address. 

Result of actions and impact on patients and carers: 
Patients and PPG are happier with a more personal approach.   Patients understand that the request for additional identifiers is policy to 
ensure their record is correctly and appropriately accessed.   

How were these actions publicised? 
Patients noticed the difference straight away. 
Newsletters “you said we did” section helped to inform patients of the reasons for always asking for additional patient identifiers. 
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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): 
 

Last year we said that we would Introduce Feedback Cards including “Friends & Family Test” and the PPG would discuss in more depth 

patient comments & suggestions arising from the last 2 surveys.  We also said that we would produce regular newsletters with input from 

Practice and PPG Members.   And there would be a designated PPG notice board set up in the surgery waiting room & regularly updated. 

 

We first introduced FFT type questions on our newsletters that were distributed by PPG members at all of our dedicated flu clinics in 

September, October and November 2014.  We had a great response and were able gather quite a few comments and feedback from 

patients.  There is a PPG noticeboard in the waiting room, and PPG members have made themselves identifiable to the wider patient 

population by their presence at flu clinics distributing newsletters. 

 

Last year 7.6% of our patient list were signed up for online access and comments received from surveys had indicated that many patients 

were still unaware of this service.  We have also continued to actively promote online appointments and repeat prescription ordering.  All 

new patient registrations are offered online registration at the point of GMS registration.  The result is that patients with active online 

registrations have almost doubled in the year with nearly 14% of our patients now signed up for this service. 

 

There has been similar progress with signing up patients for SMS text reminders with numbers increasing from 20% of the practice 

population last year to the current level of 41%. 
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4. PPG Sign Off 
 

Report signed off by PPG:    YES / NO 

Date of sign off:    23 March 2015 

How has the practice engaged with the PPG: 
 

How has the practice made efforts to engage with seldom heard groups in the practice population? 
We have tried to ensure that our Patient Participation Group is representative of our registered patients.  Patients in under represented 
categories, in particular under 18 years and 35 to 54 years, have been targeted specifically by clinicians during consultation to encourage 
involvement in the patient groups.  This was successful in finding one patient to represent the 18 to 34 year old age group. 
 

Has the practice received patient and carer feedback from a variety of sources? 
Yes, the practice has received feedback through patient survey, a tear off comments section on newsletters, Feedback cards in the 
patient waiting room and Friends & Family Test introduced from December 2014. 
The Practice has also recently signed up with the website https://www.iwantgreatcare.org/ and is now regularly sending SMS messages to 
patients who have attended the surgery to ask them to feedback about the surgery and their care online. 
 

Was the PPG involved in the agreement of priority areas and the resulting action plan? 
Yes, priority areas and the resultant action plan were discussed as a PPG meeting on 2 February 2015. 
 

How has the service offered to patients and carers improved as a result of the implementation of the action plan? 
In general patients who have commented were usually already very happy with the service offered by Park Lane Surgery; indeed since 
September 2014 570 patients have responded to questionnaires and over 97% stated that they were either Extremely Likely or Likely to 
recommend this surgery to Friends or Family.    
However as a direct result of the action plan more patients are aware of online services & SMS texting as a means of the surgery 
contacting the patient and confirming appointments. 
 

Do you have any other comments about the PPG or practice in relation to this area of work? 
There is no complacency with regards to the positive feedback that this practice is fortunate to receive from the majority of patients. The 
practice and the PPG will continue to work together to find effective ways of communicating with all patients and to ensure that patients 
will continue to benefit from the services provided for them at Park Lane Surgery. 

 

Please submit completed report to the Area Team via email no later than 31 March 2015 to: 

• Derbyshire practices: e.derbyshirenottinghamshire-gpderbys@nhs.net 

• Nottinghamshire practices: e.derbyshirenottinghamshire-gpnotts@nhs.net 

 


