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Demonstrating how a Patient Reference Group is Representative 

Practice Population 
Profile – 9427 Patients 

PRG Profile  Difference  

Age 

19.5 Under 16        2% Under 16    The Practice initiated the PRG in August 2011 
and remains the same for 2013. We now have a 
PPG Chair who attends all internal meetings and 
represents the group at CCG Meetings. 
We recruited the group by advertising around 
the surgery on posters, Plasma screen, Patient 
leaflets (and to the housebound), Web site, and 
staff encouraged patients to join. The GP’s 
targeted the minority groups. We continue to 
have 102 members. Some members are ‘virtual’ 
contactable by email and approx 20 members 
attend the surgery for meetings. 
 
Under 16’s are all ‘virtual’ members by email. 
 

9.8%     17-24          6% 17-24          All are virtual members in this group.  

13%      25-34             8% 25-34          as above 

12.7%   35-44            12% 35-44         As above 

13.6%  45-54             10% 45-54          We do have several virtual members in this age 
group male, female and ethnically represented. 
Also a representative for patients with learning 
difficulties.  

12%  55-64             20% 55-64          Well represented by email.  

9.7%    65-74              19% 65-74          as above 

7%       75-84         23% 75-84           This is the largest group represented. Most of 
these patients are also actively involved in the 
practice patient group meetings. They are very 
enthusiastic in being involved with the PRG and 
attend CCG Meetings on behalf of the practice 
patient group. One patient is disabled and 
several sit on other patient groups like Breath 
easy and expert patient panels. One patient is 
from a Health Care background. Some have 
Chronic illness, some are carers. 

2.7% 85 and Over    2% 85 and Over   The smallest of the groups - represented the 
meeting or by post. 

Ethnicity  - note not all ethnicity data captured for the practice patients 

White White  

33,9% British Group      81% British Group     

0.4% Irish                  6% Irish              

Mixed Mixed  

1% White & Black 1% White & Black  
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Caribbean              Caribbean            

1% White & Black 
African             

1% White & Black 
African 

 

1% White & Asian    % White & Asian    

Asian or Asian British Asian or Asian British  

4.9% Indian             1% Indian     

1.5% Pakistani       2% Pakistani    

0.18% Bangladeshi     1% Bangladeshi    

Black or Black British Black or Black British  

1% Caribbean        3% Caribbean    

1% African           % African    

Chinese or other 
ethnic group 

Chinese or other 
ethnic group 

 

1% Chinese           3% Chinese     

1& any other           0% any other    

Gender 

47.99% Male                 34% Male            

52% Female            66% Female         

Differences between the 
practice population and 
members of the PRG 

The practice should describe any variations between the group and 
the efforts that have been made to reach any groups not represented.  
 
We recruited the group by advertising around the surgery on posters, 
Plasma screen, Patient leaflets (and to the housebound), Web site and staff 
encouraged patients to join. GP’s targeted the minority groups. We have 
102 members and are well represented ethnically and by both genders. 
 We continually try to encourage more patients to join the group and attend 
the meetings. 

  
 
 
 
 
 
 
 
 
 

Survey and Action Plan Checklist 
 

Survey 

How were the priorities set?  
 
The PRG had a face to face group meeting on the 21ST January 2014 with the 
Practice Manager and Practice Secretary. The ‘Virtual’ group were emailed 
after the meeting to share/engage with them in the discussions that took place 
at the meeting. They were also asked for their views on the following: 
 
The minutes below reflect the meeting: 
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Angela Styring the Practice Manager opened the meeting by giving a 
reminder on the requirements of a Patient Participation group. 
 
 
 
 
 
 The purpose of a PRG is to ensure that patients are involved in 

decisions about the range and quality of the services provided and 
overtime commissioned by the practice. 

 
 That the PRG Chair Paul Mills takes the lead at the PRG and tries to 

engage/attend the CCG PRG meetings. Paul and several other PPG 
members have attended several CCG events this year.  

 
 
 Angela reminded the group that qualifying practices will establish a 

PRG, this group will represent patients’ views, alongside the findings 
from the survey and agree with the practice the priority areas for 
possible change. This will result in an Action Plan to be agreed 
between the practice and the PRG. 

 
 Angela shared with the group her complete analysis of the survey 

results and then will produce a report, including suggestions and 
priorities that the PPG want to implement. 

 
 Following this she will meet with the PRG to discuss the report and 

reach an agreement on any suggested changes and the manner in 
which they are delivered. 

 
 The report will be published on - http://www.yardleywoodhc.co.uk 

 
 
The Practice Manager then reminded everyone that all GP’s and staff believe 
in providing the highest standard of care and commitment to their patients. 
We believe that that enhancing Patient Choice and Care by providing them 
with a greater appointment capacity, expert medical skill mix team with a 
wider range of specialized clinics, along with an experienced management 
team and a pro-active well engaged PRG will enable us to provide an 
excellent service to our patients. 
 
The patient’s all agreed that Yardley Wood Health Centre provides an 
excellent caring service to the patients, is well organised, clean and friendly. 
 
The PRG tries to meet monthly and the following areas are discussed 
regularly: 
Note: some of these points also feature in our annual survey. 
 
 
1.  Practice matters in general like staff changes, services provided,  
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      Consultation of any changes. Up keep of the practice. 
 
2.  Review of any concerns or complaints made to the practice not just  
     relating to the practice, but the wider community. 
 
3.  CCG events, new services and intensions. 
 
4. Review of the appointment system, Prescriptions and any changes that 
    Require patient input. 
 
5.   Health presentations: This year we have had regular speakers and 
      covered many subjects. Here are a few examples: 
  
                                              My Care –  speakers Birmingham, City Council 
                                              Hall Green LCN – PPG group meeting 
                                              Parkinson UK - speaker 
                                              Age UK – speaker 
                                               Stroke - DVD 
                                              Yardley Wood Practice Nursing team - examples 
                                              Health eating & Lifestyle, Asthma, Warfarin. 
                                              Carers in the community 
                                              Sharing together good & bad experiences of 
                                               Care. 
                                               Safeguarding Adults and Children 
6. On-going review of our practices priorities. 
 
7.  Government changes to the NHS. 
 
 
 
 

How were the questions drawn up? 
 
Following the PRG meeting all the ‘virtual’ patient’s were sent the minutes 
either by email /post and published on the Web Site. Some made further 
comments. The questions were then drawn up from the meeting/email 
suggestions. The Partners and Angela reviewed the questions and then 
produced the survey. 

How was the survey conducted?  
 
450 Surveys were distributed amongst the practice population. Patients were 
chosen randomly and surveys either handed out by the practice staff, posted, 
emailed or downloaded from the Web site. These were given out over an 
eight week period and a total of 387 were received completed. 
Following this the results were analysed. 
 

What were the results?  
The results were analysed by the number of patients answering the questions. 
There were lots of other comments made which we feel should be shared. 
Please see below: 
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PATIENT SURVEY RESULTS 2013/14 

 

 

Total received 387  

 

Note: Not all questions were answered. 

 

 

1. During the last year has it become 

easier to get an appointment? 

 

 

 

 

 

 

2. Have you used the online booking 

facility? 

(If you require access please see 

Reception). 

 

 

 

3. Are you aware that you can receive 

a reminder message on your mobile 

phone? 

(PLEASE MAKE SURE WE HAVE 

UP TO DATE DETAILS). 

 

4. Do you know that you can book and 

cancel appointments on-line? 

 

 

 

 

 

5. Did you know that you could have a 

telephone consultation with a doctor? 

 

 

 

6. How helpful do you find the 

surgery opening times? 8.30 – 6.30 

Monday to Friday and  

Yes =51% 

No  =49% 

Haven’t noticed. 

Only if medically urgent. 

Not by telephone only if patient comes 

at 8.30am to book 

Never really had any problems. 

 

Yes =10% 

No  =90% 

  Not everyone has or knows how to use 

the internet! 

No internet access 

Did not know about it. 

Think it is really good. 

 

Yes =24% 

No  =75% 

And e-mail. 

I am now 

Didn’t realise 

 

Yes =7% 

No  =93% 

Did not know about availability 

Only book with some doctors (i.e. Not 

Dr Holland) 

I do now. 

 

Yes =67% 

No  =33% 

Very Good 

What times are convenient? 

 

Adequate     =43% 

Very good   =47% 
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Saturday Morning 8.00 – 11.00 (for a 

pre book surgery only). 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

7.Did you know that we offer a 

combination of pre-booked and book  

On the day appointments? 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Other hours =5% 

If other hours please 

State… 

Blood tests appointments very difficult 

in restricted hours. 

8.00am start. Or 6.00-8.00 

Should open at 8.15 for 1
st
 booking at 

8.30. 

Can never seem to get appointments. 

Saturday should have a few phones on 

day appt for emergencies only. 

Would like late night. 

7.30am – 7.30pm. 

8.00am-7.00pm. 

One later evening for worker. 

7 days a week. 

If you work it can still be difficult to get 

here before 6.30pm 

 

Yes =79% 

No  =18% 

Never seem to be available even though 

here early. 

I have had 3 letters now to see a nurse, 

but when I try to book one there is no 

appointment’s, so why send letters out. 

It is getting an actual appt that appears 

to be the problem. If I am unwell today 

– it is not ideal that I am advised there 

are no appointments available for 7 days 

– which is what happened. 

 

Other comments: 

Have only been a patient since July and 

all the staff doctors have been really 

kind and helpful. 

 

Well organised lovely bunch of ladies. 

 

For the past 2 days I tried calling from 

8.30 to get an appt on the day, I didn’t 

get one yesterday, and was offered one 

for Friday – 5 days later – today I tried 

for 20 minutes and did manage to get 

one for today. It may be something to 

consider re on the day appt especially 

for the elderly, vulnerable. 

 

If you need to contact the surgery on a 

sat morning regarding that day’s 
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appointment, how do you do it? Eg 

running late or possibly no longer 

needed. *Ringing for a same day 

appointment at 8.30am can also be hard 

if you have a school run to do. However, 

a great surgery, wonderful staff and we 

appreciate all that you do. 

 

The appt service is fine if you do not 

work but if you work and need to see a 

doctor its almost impossible to get 

through on the phone so surgery times 

need to fit in with people who do work 7 

days a week. 

 

One or two of the receptionists need to 

smile more. 

 

Know about pre-booked appointments 

but never seem to get one. 

 

Definitely not easier to get an 

appointment during the last year. 

 

Not notice any change in being easier to 

get an appointment. 

 

The attitude is not good of receptionists  

 

Still remains a problem getting an 

appointment. 

 

Will try on line booking good idea. 

 

Maybe have one night later opening 

 

We have always experienced very 

helpful receptionist who sort us out very 

efficiently. Super. 

 

What would really help is to have a 

queuing system on the 8.30am 

appointment booking. If you ring then 

for an urgent appt the phone is 

invariably engaged.  Recently rang over 

30 times till I got through at 8.45 and all 

appts had gone. This is quite stressful 

when one is feeling really ill. 

 

Never a problem getting an appt. 
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Please indicate your gender 

 

 

Male     = 43%  Female     =56% 

Please sate your age group. 

 

 

Under 25  =  6% 

26-45        =  20% 

46-65        =  33% 

65 +          =  33% 

 

Please state your ethnicity 

 

White/British  = 69% 

Irish                 =  5% 

Caribbean        =   0.25% 

African            =   0.25% 

White Asian    =   0.25% 

Indian              =  4% 

Pakistani          = 3% 

 

Need to be able to see a Dr if needed 

later 

 

Jacque Stott: What a very pleasant and 

very easy person to have an appt with 

for a check up.  She is like a light in my 

life as we all get nervous when we come 

to the Health Centre. 

 

Find it very hard to get through to 

reception by phone. Was waiting for 

some one to answer for 5 min 27 sec 

before finally giving up. Tried 5 times 

over an hour. I also think reception 

could be more helpful. 

 

Still hard to get an appointment. 

 

Longer opening weekends. 

 

5.00pm – 8.00pm Fridays and 

Wednesday. 

 

Weekend and/or one later evening 

would be useful. 
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Bangladesh      = 

Chinese            =  0.25% 

Other                =  2% 

 

 

 
 

Action Plan 

How was the PRG consulted on the proposed Action Plan?  
 
All PRG members were invited by email, post, web site and posters around 
the surgery asking them to attend a meeting on 21st January 2014. Present in 
the meeting were PRG Chair, Practice Manager, Practice Secretary, PRG 
Members and Virtual emailed or posted following the meeting. 
 
Angela welcomed everyone and thanked them for attending. 
 
The meeting was to review the findings of the patient survey and agreed 
priority areas for the practices. 
 
There were 450 surveys given out and 387 were returned in total. There were 
7 questions in the survey. 
They were given out to patients in the practice, by email and posted to home 
addresses. 
 
The results were analysed within the practice (see attached results). 
The results were discussed as follows and the PRG gave their opinions’ on 
what the Practice priorities could be: 
 
 

1. During the last year has it become easier to get an appointment? 
 
There was a slightly higher percentage that thought it had been easy, but 
some hadn’t noticed, others mentioned they never had a problem. 
 
After much discussion it was suggested that the practice would consider 
implementing the following: 
 
Suggested Priority: 
If was suggested that due to the practice population increase  would it be an 
idea to review the number of GP’s and if possible maybe be increase adding 
in more sessions? 
 
2. HAVE YOU USED THE ON-LINE BOOKING FACILITY? 
   
A large majority said that they hadn’t used the facility.  
 
The group were surprised as a large number of patients have registered for 
on-line booking. 
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Suggested Priority: 
 
 
 The group suggested continued advertisement incorporating help form the 
staff.  The advertisement will be as follows: 
 
Receptionist to take a pro-active approach in offering patients the service. 
The Newsletter 
The Plasma screen 
The Website 
Posters around the surgery 
 
 
 
 

3. Are you aware that you can receive a reminder message on your 
mobile? 

 
The majority of responses said they were not aware. 
 
The group were surprised that the majority were not aware. 
 
 The group suggested continued advertisement incorporating help form the 
staff.  The advertisement will be as follows: 
 
Suggested Priority: 
 
 
Receptionist to take a pro-active approach in offering patients the service and 
checking that we have the patients up to date mobile details along with all 
their others 
. 
The Newsletter 
The Plasma screen 
The Website 
Posters around the surgery 
 
 
4. Do you know you can book and cancel appointments on-line? 
 
 The majority of responses said they were not aware. 
 
As in points 2 & 3 we need to continue to advertise and offer the services. 
 
 
5. Did you know that you could have a telephone consultation with a doctor? 
 
     A large majority said yes. 
 
The group said this is an excellent service, especially for the working people 
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and the elderly. 
 
Suggested Priority: 
 
The group wondered is it worth adding more telephone consultations into the 
appointment system. Would it relieve the pressure on the demand for actual 
appointments?  
 
 
 
 
6.  How helpful do you find the surgery opening times? 
 
A high number of patients either very good or adequate and a very low 
number thought otherwise. 
 
The group thought that they were happy with the opening hours and we 
already offer extended hours on a Saturday, but did suggest maybe 8am 
appointments for Blood tests/nurse. 
 
Suggested Priority: 
 
The group feel that a slight change to extended hours and incorporate some 
nurse appointments for early morning appointment, 
 
7. Did you know we offer a combination of pre-booked and book appointments  
    On the day? 
 
 A high number of patients said yes. 
 
The group were happy with this result. However some of the comments with 
regards to the lack of appointment availability raised concerns and suggested 
the same as in point 1 more GP sessions. 
 
The group felt on reflection of the survey results and the comments made the 
following should be considered as priorities for the action plan: 
Other Suggestions: 
 
Nurse telephone consultations 
 
On Saturday mornings have more book on the day appointments to try and 
reduce A & E attendance at the weekends. 
 
Remind patients not to ring at 8:30 if there call is not related to an 
appointment that day. 
 
The group thanked Angela for providing the patients with an excellent service 
that is of a very high standard including a well maintained building. 
 Angela said she would feed this positive comment back to all the staff. 
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The  next meeting is 27.3.14 @ 3pm a presentation on Healthy Eating. 
 
 

Were there any aspects that were not agreed?  
 
At the above meeting Angela informed the patient’s she would contact the 
virtual group and discuss with the Practice Partners the suggestions that were 
made for the Action Plan. 
 
All actions were approved by the PRG. 
 
The Practice Partners, Practice Manager and staff held a meeting on 
18.2.2014 to discuss the priorities and all were agreed.  
 

Were there any contractual considerations to the agreed actions?  
Only if there was a change to extended hours or a new Salaried GP 
employed. The practice would have to inform the CCG. 

 
What was the agreed Action Plan?  
 
The PRG felt that these are the main priorities of action for the Practice to 
consider for 2014/2015: 
 
These are the agreed Action points: 
 

1. If possible increase GP sessions. 
2. Continued advertisement and staff involvement to promote on-line 

access, text messaging and electronic prescribing. 
3. Advertise to patient’s that the telephones are busy first thing in the 

morning for appointment requests. If their call relates to any other than 
appointment please call back at a less busy time. 

4. Increase availability of telephone consultations and expand to nursing 
team. 

5. Extended hours earlier nurse appointments. 
6.  Review Saturday morning surgery appointments to see if urgent on the 

day are feasible. 
7. Continue with Health Education sessions highly valued by the patients. 
 

 
 
 
 

Final Report 

What is the website address where the report was published? 
www.yardleywoodhc.co.uk 

 
 

How else was the report advertised and circulated? 
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The report was circulated via email, on the Plasma screen in the surgery and 
an article was added to the news letter advising patient’s it was completed 
and if they wish to received a copy please ask at reception.  

Opening Times 

Confirm opening times and Out of Hours arrangements  
 
8.00 am – 6.30 pm Monday to Friday 
8.00 am – 12.45 pm Saturday 
 
EMERGENCIES AND OUT OF HOURS 

Please phone the surgery at all times on 0121 474 5186. During normal 

surgery hours your details will be taken and given to the duty doctor. At other 

times, you may be put through to a local ‘out of hours’ centre. In emergencies 

such as severe chest pain or severe bleeding, please call or 999 directly, or 

for something less severe call 111. 

 

Walk-In Centre at Katie Road, Selly Oak, Tel: 0121 415 2095. Solihull 

Hospital Walk-In Centre Tel: 0121 709 7711. Family Planning Clinics Tel: 

0121 446 1010. Patient.co.uk for general advice. 

 
 
 

 


