
 

 

Patient Participation DES Report 
2012/2013 

Profile and Practice Population 
 

The Practice has been established for over 100 years within the Ravensthorpe area and was previously sited 
on North Road moving across to the new Ravensthorpe Health Centre in November 2005. Although the 
Practice is situated in a high ethnic minority area the Practice demographics are not representative of the 
population. There are two other Practices within the health centre who do have a predominantly Asian 
demographic population. 

Practice Population and Demographic compared with the Patient Participation Group (PPG) has not 

changes since 2011/2012.   We feel that the group is broadly representative however; we welcome and 

actively support any interest from our Practice population especially our ethnic minority groups. 

The Practice has an established a face to face PPG however; provisions have been made for all Patients 

registered at the Practice to be able to feed back to us electronically through the Practice Website this 

route was established in 2009. We do not have any representation from our Ethnic population as the 

original team members decided that they could not juggle their commitments; some have shown interest 

and have been actively encouraged to join but have not yet done so, however, our regular ethnic minority 

patients do give us feedback on services. Our invitation is still strongly promoted and we welcome any 

expression of interest to join us. 

Appendix-2 

Group Formation 
Although we have and established group we are keen to welcome new members and we used the following 

methods: 

 Set up a Patient information display on a dedicated a high profile notice board in the patient 

reception area. This consists of information about PPG’s and how they could get involved.  

 Set up a dedicated PPG page on our website at www.northroadsuite.gpsurgery.net. This enableds 

patients to express their interest via electronic means and give us their feedback on services.  

 We produced our own PPG recruitment leaflet which details what PPG’s are. Who can join and the 

benefits for patients and the Practice, meetings, what would be involved and other questions along 

with how to join and ‘expression of interest’ form.  

 Our Practice team encouraged Patients to read the information and get involved. 

 We have Practice information books in the Patient reception area and the PPG is publicised within 

the content pages. 

http://www.northroadsuite.gpsurgery.net/


 We messaged on our electronic J.X. boards. 

 All of the above is still actively pursued and on show to potential group members or patients who 

may not have the time to be part of the group but would still like to get involved in some way. 

Terms of Reference for the Group 
Terms of reference were established when the group was set up.  

All members of the group have been briefed on Information Governance and have duly signed 

confidentiality agreements.  

 

Meetings 
 

Our PPG meetings are held bi-monthly. Meetings are structured as follows: 

 Meeting dates are agreed and are held in the seminar room at the surgery. 

 An agenda is prepared with contributions from the PPG members and the Practice team. 

 Minutes are recorded and then sent to each member of the PPG and the Practice team via email 

 Email communications, feedback and comments and actions required. 

 Meetings for 2011/2012 were held on: 

o 24th April 2012 

o 12th June 2012 

o 25th September 2012 

o 27th November 2012 

o 8th January 2013 

o 5th March 2013 
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Local Patient Survey 
 

Development of the Patient Survey for 2012/2013 and how this builds on our 

competed action plan from 2012/2013 from our patient survey of 2011/2012. 
In 2011/2012 the Practice developed a ‘bespoke’ version of the General Practice Assessment Questionnaire 
(GPAQ) and this provided both the Practice and the PPG members with the information we required to 
base our joint action plans for 2012/2013. All of this information along with the end of year report and the 
final work completed against the action plan for 2012/2013 is posted on the Practice website and was 
displayed in the Practice reception areas for our patients. This plan was also approved and signed off by the 
Primary Care Assessment team. 

In order for us to build on the success of the work that was carried out from the 2012/2013 action plan the 
team agreed that it would be a good starting point for 2013/2014 to re-test our services against the 
complete General Practice Assessment Questionnaire (GPAQ) version 3. This also provided us with an 
opportunity to measure our progress against national bench marks. We have now collated all of the above 
information in order to chart our progress from 2005/2006 so that we could measure the effectiveness of 
the work undertaken to improve services and systems where appropriate. 

A great deal of work has been undertaken in the Practice during this time, and we are delighted that our 

patient feedback has been honest, positive and constructive. The latest results from the 2012/2013 survey 

place the practice way above the national bench marks in all available criteria. In particular the work that 

the team has undertaken with the new phone system has seen us increase from a -19 against the national 

bench mark to achieving a +3 rating which is dramatic increase which shows that our patients agree that 

the service has improved dramatically. With the introduction of the new call management system as part of 

our action plan which we have completed we hope to see this position increase further for 2013/2014. 

The PPG and Practice team members worked through the above previous survey results and formulated 

the key areas that need to be addressed or re-measured. We agreed that it would be highly beneficial to 

use the General Practice Assessment Questionnaire version 3 for 2012/2013. This would provide us with 

the opportunity to measure the progress against previous work undertaken enabling us to also be 

measured against national bench mark standards combined with the work under taken as part of our joint 

action plan for 2012/2013.  We then developed our joint action plan from this information for 2013/2014. 

This plan was agreed at our PPG meeting on Tuesday 5th March 2013. 

The following processes were completed: 

 Patient Survey Discussed and developed at the PPG meeting in November 2012 and 8th January 

2013. The minutes duly record the processes and are held in the Practice.  

 Following the meetings it was agreed that the GPAQ V3 would be used for this year’s survey.  

 It was agreed that the Survey should be conducted in the Surgery; however, we also provided an on 

a link on the Practice Website so that Patients can access the survey online and duly publicised this. 

 The Practice used Patient Dynamics for the GPAQ in previous years. Patient Dynamics also collate 

the results for us in readiness for publication to the Practice population.  

 

 

 

 

 

 



Conducting the Survey. 
 The survey was undertaken week commencing 14th January 2013. 

 Posters were produced to publicise the survey. 

 The Practice website – PPG page contained the same details about the survey as in the Practice and 

patients were able to click on the link to complete the online version of the survey. 

 Patients were also allowed to take the questionnaire home and return it to us if they wish. 

 All questionnaires are anonymous and were posted in the questionnaire box provided. 

 Our PPG members were keen to run with the operation and to meet their fellow service users and 

publicise the Group as well as the importance of the survey. PPG attended at the Practice to help 

the Practice team conducting the survey and they took a proactive approach in encourage all of our 

patients in the surgery to complete the questionnaire. This was a highly successful and we found it 

highly beneficial. 

Questionnaires completed 
 

 The Practice needs to complete 142 questionnaires based on the current Practice population of 

5,644. This will be a mixture of hard copy and electronic submissions via the Practice website. The 

Practice completed over 200 questionnaires during this year’s survey. 

 

Analysation of the results 
 

As we have detailed above, Patient Dynamics collates the results for us in readiness for publication to the 

Practice population. This will include the following: 

 Responses to the questions including free text comments 

 Patient demographics 

 Overall experience of the Practice 

The results were received and were analysed by the Senior Partner and the Practice Development Manager 

in preparation for Presentation to and scrutinisation by the PPG. 

The results were received by the Practice by the 4th February 2013 and were distributed to the PPG 

members via email on the 6th February 2013 in preparation for the next scheduled PPG meeting to discuss 

the results and this was duly completed on the 5th March 2013. 

 

 

 

 

 

 

 

 



Action Plans for 2013/2014 
The meeting to discuss the results of the survey and proposals for the action plan for 2013/2014 were 

discussed at the meeting held on Tuesday 5th March 2013. 

The PPG members expressed that they were delighted with not only this year’s results, but the progress 

that the Practice had made and charted over the past 7 years. They were also pleased with the joint results 

against our action plan for 2012/2013. The results against the action plan were posted in the Practice and 

are still available to view on the Practice website. 

The PPG members and the Senior Practice Team members agreed the following priorities for patients for 

the joint Action Plan for 2013/2014 having discussed in detail the challenges facing General Practice and 

our service users in the new NHS environment. Our joint action plan we believe compliments both the 

needs of the Practice population combined complimenting developments in ‘patient services’ and ‘patient 

centred care initiatives’ under the new government’s strategies and the North Kirklees Clinical 

Commissioning Group (NKCCG) of which the Practice is a member. These are the items selected. 

1. Telephone ‘Call Management’ Further development of the new system along with a service user 

survey to be conducted in June to gain patient feedback. PPG members will be assisting with this 

survey. 

2.  ‘Online Services’ for patients. This will build on the preparation work to enable additional 

functionalities which was completed in the action plan for 2012/2013. These services will be 

offered via our Practice website and will provide a link to ‘SystmOne online’ which is our clinical 

computer system. This will enable patients’ access to their records for on line services though a 

secure link. It is anticipated that we will be able to offer the following services online to our practice 

population for 

o Repeat medication requests (already available and highly used) however, the new 

functionality will bring up all of the patient repeat medication from their patient record and 

they will just tick which medication they require 

o Online booking of GP appointments and cancellation of appointments booked on line 

o View past and current appointments 

o Update their demographics 

o Complete online questionnaires uploaded by the Practice/PPG or Clinical Commissioning 

Group. 

o (more services will be added in year two which will be in our action plans for 2014/2015) 

 

3. Patient Education, Self Care and Signposting to Local Services: The Practice has obtained 
funding to introduce two ‘Health Care Multi Media’ centres in our patient reception areas. The 
system is provided by Jayex who provide these systems to multiple health care operations including 
Primary and Secondary Care.  

The aim is simple, to provide the right information in a highly professional and effective format directly to 
our patients in ‘real time’. The objective is: 

 To provide signposting, educational information and support for our service users to enable them 
to work in partnership with us to improve their health outcomes and service user experiences.  

 This will have a direct impact on health service costs if prevention and intervention treatments can 
be made known and available to our patients in this effective way.  

o Current and real time information for patients 
o Highly effective promotional tool for Practice and NKCCG sign pointing of services. 
o Improve the patient experience 
o Promote clinical and support services 
o Promote self care services 
o Provide the means to provide real time updates directly to patients 
o Wayfinding information for patients 
o Create clear and professional messaging and service promotion for service users 



 

Publicising the Survey Results 2012/2013 and our joint Action Plan for 

2013/2014 
 

Survey results and a copy of our Action Plan has been publicised as follows and is available to view as 

follows: 

 Displayed in the Surgery on the dedicated PPG notice board. 

 Posted on the PPG page of the Practice website 

 Will be included in the spring edition of the Practice Newsletter. 

 Regular updates against the action plan will be communicated via the above methods as well as 

inviting feedback from the service users to test our work to improve services by using the above 

modes of communications 

If any parties require any additional information they should in the first instance contact 

 

Lynne Bolton – Practice Development Manager 01924 351520 and select option 5 from the menu. 


