
PATIENT PARTICIPATION GROUP REPORT 
Five Towns GP Surgery 

By establishing an active Patient Participation Group for our Practice we hope to – ‘ promote co-operation 
between the Practice and Patients to the benefit of both’. 

1) Patient Participation Group (PPG) Demographic Profile – (potential & current as at March 2012) 

During the uncertainty of the practice in 2009 we advertised for patients to join our Patient 
Participation Group (PPG) by placing posters in our practice waiting rooms and handing out 
leaflets asking for patient representation of our PPG.  Having previously assessed the 
demographics of the practice with regard to gender, age and ethnicity as a practice we tried to 
recruit members who would be representative of our practice profile.  Our initial PPG consisted 
of 14 potential members and 2 members of our practice staff.  Following two PPG meetings 
(January 2 & 1st March ), current membership is 7 patients, 4 practice staff.  Currently Practice 
staff are represented by the Practice Manager and a Senior Receptionist  and 2 Gp’s.  The 
practice staff  have an open invite from the patient representatives should they wish to attend.  
The PPG members appointed  Mr S as PPG Chairman (previously patients were reluctant to 
volunteer for this role due to the uncertainty members felt regarding the amount of work 
involved, therefore our Practice Manager was acting Chairman during both meetings).  We are 
grateful to Mr S, a local business man with experience of attending and chairing meetings. 

Demographics of Patient Representation 
 Number of 

Practice staff 
representatives  

Number of 
Patient 
representatives 

Gender Age 
range 

Ethnicity 

December 
2009 

3 08 5 male      
3 female 

30-70 2 White British 
6  Pakistani 
 

March 
2012 

4 08 5 male     
3 female 

30-70 2 White British 
6  Pakistani 
 

In terms of demographics we will target specific groups currently under represented for future 
PPG members (e.g. under 30). 

2) Local Practice Survey 

During the PPG meeting in October 2011 we discussed the priority issue to be surveyed by the 
practice using a GPAQ Patient Satisfaction Survey.  The issues covered and agreed between the 
PPG and the practice were 

 A  Receptionists /Appointments 

 B Surgery Opening Times 

 C GP 

 D  Overall Care 

 F Age/Ethnicity 



The PPG were in agreement with a survey covering these issues. (based on GPAQ).   

50 copies of our Patient Questionnaire were handed out to registered patients during 
September 2011.    

In view of the Demographics of the PPG when handing out our Practice Survey the Practice took 
steps to ensure we engaged all patient categories.  10% of the Practice Questionnaires (10 out of 
50 questionnaires) were specifically targeted at two patient groups - patients under the age of 
25 and not from the Pakistani ethnic (BME) groups.  Our Practice Survey results regarding age 
and ethnicity reflect that the practice were able to engage categories of patients under 
represented on the PPG (see results for questions 19 & 20).  40 copies were handed out 
randomly to patients attending for various clinics, collecting prescriptions etc.   

50 Questionnaires were analysed by the Practice.   The results of our recent Patient Satisfaction 
Survey are available to view on-line via www. 

The next survey is due to run in June 2012 

3) Summary and Action Plan/practice comments 

1: Almost all patients (96%) consider receptionist very helpful.  

Comments: Very encouraging. We continue to help our staff develop customer services skills  

2: Over 80% feel it easy or fairly easy to get to someone in practice via phone.  

Comments: Encouraging with room for improvement. We aim to provide access to our team via 
phone. We operate a 24/7 automated service for booking routine appointments; urgent calls can by-
pass automated service.  

3: More than half of the patients though it was easy to speak to a doctor or nurse on the phone.  

Comments: We started by providing telephone consultations with a GPand plan to roll this out to 
telephone access to nursing staff 

4: More than half of patients were able to get emergency appointments on the same day.  

Comments: This is unsatisfactory so we now provide more “on the day appointments” (almost 
double previous levels), also increasing total appointment numbers.. 

5: 86% of the patients felt easy to book their appointments in advance.  

Comments: See point 4 

6: More than half of the patients were able to book their appointments on the same day with a 
doctor of their choice. Over 80% were able to see the doctor of their choice within 4 days. 

Comments: Encouraging figures and we are trying to further increase access to GP of choice while 
trying to keep the overall access levels high.  

7: 84% of the patients were able to see the doctor wit in 4 days.  

Comments: We hope improve this figure.  



8: 92% of the patients get seen with 30 minutes of their arrival.  

Comment: We hope to increase these figures as we get to know our patients. We aim to see all our 
patients within 10 minutes of their arrival.  

9: Only 8% of the patients are not satisfied with our opening hours.  

Comments: Commencec Thursday afternoon surgeries and  extended hours on Mondays.  

10: There is a very high satisfaction level for GP & Nurse consultations  

Comments: This is very encouraging for our team. 

11: More than two thirds of the patients felt they understood their conditions, could cope with these 
and will keep themselves healthy after seeing a GP or nurse.  96% of the patients had a fair to 
excellent experience at the Surgery.  84% of the patients would recommend their GP to someone. 

Comments: Again very encouraging figures which we hope to improve. 

4) Practice Opening Hours   

Day Opening Times 
Monday 8.00am-18.30pm 18.30pm-20.00pm 
Tuesday 8.00am-18.30pm 
Wednesday 8.00am-18.30pm 
Thursday 8.00am-18.30pm    
Friday 8.00am-18.30pm 
The Practice is closed Saturday & Sunday.   

Please contact our Practice Manager at Five Towns GP Surgery Shelton Primary Care Centre (01782 
222920) if you require a hard copy of our Patient Participation Group Report, a summary of Minutes 
from any of our PPG Meetings, statistical information regarding our practice/PPG demographics or a 

copy of results of our recent Practice Survey September 2011              


