
 

 

  

PRACTICE NAME: 

LOCAL PATIENT PARTICIPATION REPORT 2012/13 

This report summarises the development and outcomes of York Road Group Practice Patient 
Reference Group (PRG) in 2012/13.  

It contains: 

1. Profile of the PRG. 

2. Priorities for the 2012/13 patient survey and how they were agreed with the PRG.  
3. Method and results of patient survey. 
4. How the survey findings were discussed and changes agreed with the PRG. 
5. Action plan agreed with the PRG. 
6. Confirmation of opening times 

 

 
1. Profile of the PPG: 
Our PPG consists of 12 patients, Lead GP Dr Chris MacDonald and PM Cathy Bedford.  We 
have two patients with disabilities and the average age is approximately 65yrs.  
 
The PPG was advertised using posters in waiting area/reception, advertising in the practice 
leaflet and website, and a flier was produced for GPs and reception staff to hand to interested 
patients. 

 
 
2. Priorities for the survey and how they were agreed with the PPG: 
The decision was made to write our own questionnaire to gage our patient’s understanding of 
the services we provide and seek their views on access to these (including telephone access, 
and availability of same day/urgent and pre-bookable appointments). 
We also wanted to determine patient awareness of the Extended and Out-of-hours services, 
and of our Practice Website. 

 

 
3. Method and results of patient survey: 
We handed out questionnaires at reception and posted a downloadable version on our website.  
The survey was completed over a 3 week period; 500 were handed out and 415 were returned 
completed.  
 
 

4. How the survey findings were discussed and changes agreed with the PPG: 
(Include areas that the practice was not able to act upon). 
 
The results were collated and discussed at the next PPG meeting.  Discussion took place 
around clinician triage and pre-bookable appointments, as well as DNA rates and the use                     
of Out-of-Hours + A&E when surgery closed. 
 
 

5. Action plan agreed with the PPG:  
 
 



 

 

  

 
 

7. Confirmation of opening times:  

 The Practice phone lines are open between 8am and 6.30pm.  

 Appointments run from 8am – 12pm   3pm – 6pm  

 

You said… We did… The result is… 

Telephone advice/triage slots 
should be available for all 
patients to access on same-day 
basis 

New access /appointment 
system implemented November 
2012 by the practice 

The new system is based on 
telephone-triage by GPs for 
majority of same-day requests. 

Overall there is an increased 
number of patient ‘contacts’ 
available to try and address 
increasing demand 

Patients should still have 
ability to book in advance to 
see their GP of choice. 

This facility was retained by 
the practice in the New 
appointment system. 

Approx one-third of 
appointments are still 
available to book up to 4 
weeks in advance by patients. 

On-line booking service for 
appointments would be useful 
for many patients. 

(and may reduce DNA rates) 

Agreed to consider 
implementing this facility 

May become available once 
the practice moves over to 
EMIS Web computer system 
in May 2013 

It would be beneficial to have 
some younger people at the 
PPG Meetings to gain their 
views on the services we 
provide. 

Encourage a range of patients 
(including different ages, 
backgrounds etc) to attend by 
widely advertising the PPG 
Meetings –posters, practice 
leaflets, Website, and 
responses to some complaints 
etc. 

A profoundly deaf patient 
wishes to attend our next 
meeting so an interpreter/sign 
language expert has been 
organised. 


