
PHGH DOCTORS 

Patient Participation DES – Analysis Report 2013/14 

This report has been written according to the requirements of the Patient 

Participation Directed Enhanced Service (DES).  Its aim is to provide evidence 

following the implementation and fulfilment of the DES requirements for 2012/13– 

2013/14.   

This report covers the third completed year of the DES from 1st April 2013 – 31st 

March 2014 also showing subsequent improvements made to the practice using 

feedback from the previous year. 

Objectives of the DES 

The purpose of the Patient Participation DES is to encourage and promote patient 

participation and therefore involve registered patients in the decision making process 

that will lead to improved changes of the practice services.  

The practice is expected to routinely ask for and act upon the views of its patients 

and has now completed its third year, therefore promoting patient involvement in the 

decision making process to improve the practices services in line with patient 

requirements. 

The results of the survey show areas that we need to improve upon or highlight 

areas within the practice where a better service can be offered. 

The expectation of the DES and what we have achieved in year 3 will show that as a 

practice we have built on the Year 2 Report. Issues raised in Year 2 have been 

brought forward to Year 3. From there the process of the DES was reiterated, 

resulting in a Year 3 action plan implementation and therefore showing further 

improvement to the practice services through patient involvement. 

Step One: Develop a Patient Reference Group (PRG) 

Following on from Year Two our Patient Representative Group was already 

established.  Please see Year 1 Report as to how we endeavoured to ensure that 

the PRG was representative of the practice population.  Once the PRG was formed 

we continued to encourage patients to join at the point of registration, therefore not 

only targeting patients that may attend the practice infrequently, but also giving all 

new patients the opportunity of joining the group. Even though the PRG had already 

been formed in Year 1, we had to take into account the fact that patients do leave 

the practice and in turn will leave the PRG, therefore we recognised the importance 

of a healthy sized PRG in relation to the practice list size. We did this by continuing 

to ask new patients if they would like to join the PRG at the point of registering with 

the practice by filling in a modified version of the Sample Contact Form from the 

Patient Participation DES contract.  

Please refer to Appendix 1. PHGH Contact Form 

We have continued to advertise our website www.phgh.co.uk  through displaying 

posters around the reception area, practice leaflet, newsletter and face to face.  Our 

PRG membership is currently running at 687 members. 

http://www.phgh.co.uk/


 

 

Patient Reference Group Distribution Report 04/03/2014 

 
At the start of the third year survey our PRG list size was 655 members 
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Step Two: Agree Areas of Priority with the PRG 

Building from Year 2 Input from the PRG and ourselves, information was used to 

shape the areas that were covered in the survey. Bearing in mind identification of: 

Patients’ priorities and issues 

Practice priorities and issues (complaints) 

Planned Practice changes 

Care Quality Commission related issues 

National GP patient Survey issues 

A letter was emailed to the members of the PRG on the 6th December 2013 

explaining that the PRG was now in its third year.  Members were asked to comment 

on what they thought were important priorities of improvement that the Year 3 survey 

should focus on.  We received 32 replies and we used these replies to plan our 

survey, areas of concern ranged from:- 

Appointment system, online appointment booking, communication between patient 

and doctor, telephone system, customer service in reception.  

These keys points were incorporated into the survey. 

Please refer to Appendix 2 for a copy of the letter emailed to PRG members 

 

Step Three: Collate patient views through the use of a survey 

Key priorities that were identified by the PRG and the Practice were, Appointment 

System, Opening Times, Continuity of Care, Appointment On-Line Booking, 

Telephone Communication, Email Communication between Patient and Doctor, 

Customer Service, 

With these key priorities in mind the Patient Survey was written therefore giving the 

PRG members an opportunity of opinion and for the practice to take on board patient 

feedback and in turn improve access to its services. 

On 20th January 2014 an email was sent to all members of the PRG. The email 

explained that the survey was now ready and would the patients please use the link 

provided in order to complete and submit the survey. 

In total 255 members completed the survey online. 

Please see Appendix 3 for a copy of the email sent to encourage members to 

participate in the completing of the survey and Appendix 4 for a copy of the 

2012/13 Survey Questions. 

At 15.30 on the 31st January 2014 the survey was closed, the results of the survey 

are automatically collated and electronically posted onto the PHGH Website Home 

Page. The providers of our website, ‘My Website Surgery’ included the survey facility 



within the website programme and therefore the results of the survey are 

automatically collated and pie charts are produced to clearly show the results.  

 

Step 4: Provide the PRG with opportunity to discuss survey findings and reach 

agreement with the PRG on changes to services 

A meeting was held on Friday 7th March 2014 attended by Dr Leora Harverd, Dr 

Karen Grossmark, Lisa Anderson and Karen Coughlan. The purpose of the meeting 

was to analyse the results of the survey and decide as a practice what to offer in 

regards to improved change to practice service access. Each question and response 

was considered in turn along with the percentages of patient responses for each 

question which were automatically calculated within the survey programme to ease 

the result reading and analysing procedure. 

 

Please see Appendix 5 for a copy of the Survey Results 

 

After careful consideration we decided to concentrate on two areas which seemed to 

need attention. 

Customer Service training 

Question 1 

Q1 How helpful do you find the receptionists at your GP Practice?  

Very helpful  49% 

Fairly helpful  45% 

Not very helpful  5% 

 

 

 

 

 

 

 



Question 2.  

Q2 Do you feel that the receptionists would benefit from Customer Service 

Training?  

Yes  54% 

No  41% 

No response  5% 

 

 

When members were asked in Question 1 How helpful they found the receptionists, 
49% said that the receptionists were very helpful, however when asked in Question 2 
If they thought that the receptionists would benefit from Customer Service Training 
54% said Yes. Therefore Customer Service Training was booked and has now been 
completed for all six receptionists and the waiting room assistant in an effort to 
improve our service to the patients of PHGH Doctors. 
 
 
Email Communication between patients and Doctors 
 

 

Question 6 
 
Q6 Do you feel that it would be beneficial to have access to the practice via email 

for administrative purposes related to your medical care?  

 

 

When members were asked if they felt it would be beneficial to have access to the 

practice via email for administrative purposes related to medical care? 87 % of 

members agreed that it would be beneficial.  At PHGH Doctors we realise the 

importance of keeping up to date with current ways of communication, we work 

towards improving the practice to the convenience of the patient and therefore have 

taken on board responses to this survey question.  

We plan to have in place an email address dedicated to patient communication.  At 

first we plan to offer this facility for administrative purposes only, non-urgent queries 

regarding test results, referrals etc, and with a 48 hour turnaround response time. 

 

 
 
 
 



 
Step 5: Agree Action Plan with the PRG and Seek PRG Agreement to 
Implementing Changes 

An email was sent to members on 24th February 2014, thanking them for taking the 

time to complete the survey and explaining our proposed ‘plan of action’ and asking  

for feedback as to whether our group members are in agreement with our proposals. 

Please see Appendix 6 for a copy of the email sent to patients with our 

‘Proposed Plan of Action’. 

The response to this email was very positive, with comments such as ‘action plan 

sounds good’ and ‘Very happy with the action plan’ were among the comments from 

our PRG members. Therefore following a sequence of discussions with the PRG via 

email feedback in respect of the results, findings and proposals arising out of the 

local practice survey it was decided to commence with the proposed Action Plan.  

What did become apparent after analysing the feedback is that some of the patients 

are not aware that we already offer an Online Prescription Request facility, and that 

we are trialing On-line Appointment Booking, it was noted that we need to advertise 

and promote the facilities that we are already offering.  This information will be added 

to the Newsletter due to be published in mid-April 2014. Our website is completely 

up to date with our latest developments and staff are all aware of our latest 

improvements and to encourage patients to utilise our service facilities. 

 

Step 6: Publicise Actions Taken – and Subsequent Achievement  

To follow the stipulations of the Patient Participation DES requirements, a copy of 

this report will be published on the PHGH Doctors website and a copy will also be 

supplied to the CCG.   

PRG members will be sent an email asking them to view the report on the website. 

Please see Appendix  7  for a copy of the email sent to patients regarding the 

posting of the report on the website. 

The Action Plan will also be publicised in the next edition of the Newsletter, as well 

as in the reception waiting area. 

A copy of the report will also be given to the CQC at the time of inspection.  

Subsequent improvements to the practice following feedback from the PRG in 

Year 2 and also practice/patient priorities and issues including themes from 

complaints, have lead us to:-  

We have now run a pilot 15 minute appointment length surgery once a week on a 

Wednesday morning, ideally for patients with complex medical conditions, that need 

longer than the usual 10 minute appointment slot.  This pilot has proved to be 

successful. We are pleased to announce that we will be continuing this service to our 

patients. 

Following on from Year 2 where we introduced a Phlebotomy surgery four times a 

week.  



It was brought to our attention that ideally patients required a choice of am and pm 

phlebotomy appointments. Therefore we have now altered the times of the 

Phlebotomy surgeries as follows:- 

Monday  13.20 – 14.20 

Tuesday   08.30 – 09.30 

Wednesday 13.20 – 14.20 

Thursday 08.30 – 09.30 

May we take this opportunity of thanking you for taking part in our survey, listening to 

your feedback has enabled us to make an improved difference to the Practice. 

A full report on the Patient Participation Survey can be found on the website. 

www.phgh.co.uk 

 

 

Once again we would like to take this opportunity of Thanking all of the members of 

the Patient Reference Group that took part in our survey initiative, your feedback and 

time that you have given has been used to enhance our service to you. 

 

Your opinions Count 

 

PHGH Doctors 

 

 

 

PHGH Doctors Core Opening Hours are:-  

Monday to Friday. Speak face to face with receptionist between the hours of  

 8:30 a.m. – 6:30p.m. 

Monday to Friday. Telephone Access, between the hours of  

8:30 a.m. - 1:00 p.m. and then 2:00 p.m. – 6:00 p.m. 

Prescriptions can be requested by filling in request form and handing in at reception, 

through website www.phgh.co.uk, by post or fax. 

Appointments can be made face to face with receptionist, telephone or on-line 

through our website www.phgh.co.uk 

 

http://www.phgh.co.uk/
http://www.phgh.co.uk/
http://www.phgh.co.uk/


Extended Hours surgery times: 

Nurse Led Clinic = Thursday 7.30 a.m. – 8.00 a.m. and Friday 7:15 a.m. – 8:00 a.m.  

GP Led Clinic = Thursday 7.30 a.m. – 8.00 a.m. and Saturday Mornings between 

9:15 a.m. – 12:15 p.m. 

The surgery cannot be accessed via the telephone during extended surgery hours. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

Appendix 1  

PHGH Doctors Contact Form 

 

PHGH DOCTORS  

Temple Fortune Health Centre, London NW11 7TE 

Dear Patients, 

We are encouraging patients to give their views about how the practice is doing.  We would like to be able to find 

out the opinions of as many patients as possible and are asking if people would like to provide their email 

addresses so we can contact you by email every now and again to ask you a question or two. 

Are you interested in leaving your email details? 

If you could fill in this quick form and hand it back to reception, we will add your email address to a contact list. 

Your contact details will only be used for this purpose and will be kept safely. 

Many Thanks 

PHGH Doctors 

Name: 

Email address: 

Postcode: 

This additional information will help to make sure that we try to speak to a representative sample of the patients 

that are registered at the practice 

Are you ?                      Male    □                            Female    □ 

Age: Group Under 16 □ 17 - 24 □ 

 25 - 34 □ 35 - 44 □ 

 45 - 54 □ 55 - 64 □ 

 65 - 74 □ 75 - 84 □ 

 Over 84 □   

To help us ensure that our contact list is representative to our local community please indicate which of the 

following ethnic background you would most closely identify with? 

White      

British group □ Irish □   

Mixed      

White & Black Caribbean □ White & Black African □ White & Asian □ 

Asian or Asian British      

Indian □ Pakistani □ Bangladeshi □ 

Black or Black British      

Caribbean □ African □   

Chinese or other ethnic group      

Chinese □ Any Other □   

How would you describe how often you come to the practice? 

Regularly □ 

Occasionally □ 

Very Rarely □ 

Thank you for completing this form 

 

 



 

Appendix 2 

PHGH DOCTORS 

TEMPLE FORTUNE HEALTH CENTRE 

23 TEMPLE FORTUNE LANE 
NW11 7TE 

Tel: 020 8209 2400 
Fax: 020 8731 8257 

 
Dr. K.R. Grossmark MBBS DRCOG 

Dr. L. Harverd MBBS DRCOG DFFP MRCGP 
 
 
 
December 2013 
 
 
Dear Members, 
 
 
The formation of our Participation Group is now in its third year. 
 
The Patient Participation Group was formed to encourage patients to give their views about 
how PHGH Doctors as a practice is doing. 
 
We are planning our third annual survey and to ensure that we ask the right questions, we 
would like to know what you think should be our key priorities of improvement when it comes 
to looking at the services we provide to you and other patients.  
 
What do you think are the most important issues that the survey questions should focus on? 
 
Examples are:- 
 
Clinical Care – Nurse Issues/GP Issues 
Appointment System 
Reception Issues 
Opening Times 
Communication 
 
If there are any issues that you would like to suggest please feel free to comment. 
 
I look forward to receiving your comments. 
 
Regards 
 
Lisa Anderson 
Practice Administrator 
 
Note: Please note that this email address is for comments regarding the annual survey only.  Please 
use other routes of communication if requesting prescriptions, making appointments etc as requests 
such as these will not be acted upon through this email address. 
 

 

 

 



 

Appendix 3  

Email sent to Patients on 20th January 2014 

From:-  
Sent:- 20/01/2014 10:45 

To:- lisa.anderson1@nhs.net,  

Hello, 

 

Many thanks for agreeing to give your views about how the practice is doing. 

 

Please follow the link below to the survey and answer all the questions. 

 

Kind Regards, 

 

Your Practice Team 

 

 

http://www.mysurgeryoffice.co.uk/psurvey.aspx?p=183308&a=E83009 

 

 

 

Appendix 4  

Patient Survey 2013/14 

Please follow this link to see a copy of the practice survey 

 

http://www.mysurgeryoffice.co.uk/psurvey.aspx?p=183308&a=E83009 

 

 

 

 

 

 

 

 

 

mailto:lisa.anderson1@nhs.net
http://www.mysurgeryoffice.co.uk/psurvey.aspx?p=183308&a=E83009
http://www.mysurgeryoffice.co.uk/psurvey.aspx?p=183308&a=E83009


 

 

 

Appendix 5   Survey Results 2013/14 

 
 
 

 

 

PHGH Doctors 
Patient Participation Survey 2013/14 

 Excel Report (click here for full dataset)Number of Responses: 215 

Patient Participation Survey 2013/14  

We would be grateful if you would complete this survey about your general 

practice, PHGH Doctors. We aim to provide the highest standard of care. Feedback 

from this survey will help us to identify areas that may need improvement. Your 

opinions are very valuable.  

Please answer ALL the questions that apply to you. Thank you  

 

 

 

About Receptionists  

Q1 How helpful do you find the receptionists at your GP Practice?  

Very helpful  49% 

Fairly helpful  45% 

Not very helpful  5% 

 

 
 

 

 

 

 

 

 

http://www.mysurgeryoffice.co.uk/psurvey.aspx?p=183308&xls=1
http://www.mysurgeryoffice.co.uk/psurvey.aspx?p=183308&xls=2


 

 

 

 

Q2 Do you feel that the receptionists would benefit from Customer Service 

Training?  

Yes  54% 

No  41% 

No response  5% 

 

 
 

 

Accessing the Practice 

 

Q3 How easy is it to get through to someone at your GP Practice on the phone?  

Very easy  8% 

Fairly easy  60% 

Not very easy  26% 

Not at all easy  3% 

No response  3% 

 

 
 

 

 

 

 

 



 

 

Q4 Do you think that an upgraded telephone system would improve access to the 

practice?  

Yes  56% 

No  35% 

No response  9% 

 

 
 

 

Q5 Which of the following methods would you prefer to use to book appointments 

at your practice? Please tick all boxes that apply.  

In Person  20% 

By phone  64% 

Online  67% 

 

 

Q6 Do you feel that it would be beneficial to have access to the practice via email 

for administrative purposes related to your medical care?  

Yes  87% 

No  10% 

No response  3% 

 

 
 

 

 

 

 



 

 

 

Thinking about the care that you get from your Doctors and Nurses overall, How 

well does the Practice help you to:  

 

Q7 Understand your health problems?  

Very well  70% 

Unsure  20% 

Not very well  4% 

Does not apply  3% 

No response  3% 

 

 
 

 

Q8 Cope with your health problems?  

Very well  64% 

Unsure  23% 

Not very well  5% 

Does not apply  5% 

No response  3% 

 

 
 

 

 

 

 

 



 

 

 

Q9 Keep yourself healthy?  

Very well  46% 

Unsure  34% 

Not very well  6% 

Does not apply  12% 

No response  2% 

 

 
 

 

Q10 Overall, how would you describe your experience of your GP surgery?  

Excellent  23% 

Very good  37% 

Good  27% 

Fair  7% 

Poor  0% 

Very poor  0% 

No response  6% 

 

 
 

 

 

 

 

 

 



 

 

 

Q11 Would you recommend your GP Surgery to someone who has just moved into 

your local area?  

Yes definitely  56% 

Yes probably  34% 

No probably not  3% 

No definitely not  1% 

Don't know  2% 

No response  4% 

 

 
 

 

It will help us to understand your answers if you could tell us a little bit about 

yourself:  

 

Q12 Are you?  

Male  44% 

Female  54% 

No response  2% 

 

 
 

 

 

 

 

 



 

 

 

Q13 How old are you?  

Under 16  0% 

17 - 24  1% 

25 - 34  5% 

35 - 44  9% 

45 - 54  11% 

55 - 64  20% 

65 - 74  28% 

75 - 84  17% 

or over  4% 

No response  5% 

 

 

 
 

 

Q14 Do you have any long-standing health conditions?  

Yes  65% 

No  31% 

Don't know/can't say  1% 

No response  3% 

 

 
 

 

 

 

 



 

 

 

Q15 What is your ethnic group?  

White  86% 

Black or Black British  0% 

Asian or Asian British  4% 

Mixed  0% 

Chinese  0% 

Other ethnic group  4% 

No response  6% 

 

 

 
 

 

Q16 Which of the following best describes you?  

Employed (full or part-time including self employed)  42% 

Unemployed / Looking for work  2% 

At school or in full-time education  0% 

Unable to work due to long term sickness  3% 

Looking after you home/family  5% 

Retired from paid work  40% 

Other  4% 

No response  4% 

 

 
Finally please make any other comments that you would like to make about your GP 

Practice  

 

 

 



 
Delete Responses

 

 

Appendix 6    

Email to PRG Proposed Plan of Action dated 24th February 2014 

 

Dear Members, 
 
 Thank you so much for taking the time to complete the Patient Participation Survey. 
The results of which are available on the PHGH Doctors website www.phgh.co.uk 
and click on the right hand side of the homepage entitled ‘Survey Results’. 
 
We have analysed and discussed the results in a meeting held on Friday 7th 
February 2014, taking on board the results and comments made by Patient 
Representative Group members in regards to the improvements of our current 
service. 
 
Action Plan 1 
Customer Service Training for all Reception staff. 
 
Action Plan 2 
To offer a PHGH Doctors generic email facility to enable patients easy access to the 
practice, to be utilised for administration queries only. 
 
We would appreciate your feedback on these ‘Action Plans’ to see if it is acceptable 
to you as a step in acknowledging our patient feedback and acting on the results of 
the survey in our goal to continually improve the service we offer to you. 
 
Please reply with any comments you have on the current Suggested Action 
Plan. 
 
May we take this opportunity of thanking you for all of your support and input with 
this survey.  
 
‘Your opinions Count’. 
 
 
 
Kind Regards 
PHGH Doctors 
 

 

 

 

 

 

http://www.phgh.co.uk/


 

 

Appendix 7 

 

Dear Members, 

Action Plan and Implementation Year 3    2013/14 

Taking into account the findings of our recent Patient Participation Survey Results 

and your positive feedback regarding our proposed Action Plan. 

PHGH Doctors are pleased to announce the following Plan of Action. 

Action Plan 1    

Customer Service Training for reception staff.  According to the Survey Results, 

when patients were asked ‘Do you feel that the receptionists would benefit from 

Customer Service Training’.  54% said Yes. We are pleased to announce that all 

seven receptionists have now attended and completed Customer Service Training in 

2014. 

Action Plan 2     

Email Access to the Practice.  Patients were asked ‘Do you feel that it would be 

beneficial to have access to the practice via email for administrative purposes related 

to your medical care?’  87% said Yes.  

We understand that there is a growing need for patients to have convenient access 

to our practice through the internet. We therefore plan to have a generic email 

address, primarily as a trial for administrative purposes only, with a 48 hour response 

turnaround.  We will need to assess the added workload and assess how many 

hours will be needed to efficiently reply to the email queries. If this trial is successful 

our plan would be to expand this service to responding to non-urgent medical 

queries. 

We plan for this to be in place by May 2014. 

Subsequent improvements to the practice following feedback from the PRG in 

Year 2 and also practice / patient priorities and issues including themes from 

complaints, have lead us to:-  

We have now run a pilot 15 minute appointment length surgery once a week on a 

Wednesday morning, ideally for patients with complex medical conditions, that need 

longer than the usual 10 minute appointment slot.  This pilot has proved to be 

successful. We are pleased to announce that we will be continuing this service to our 

patients. 

Following on from Year 2 where we introduced a Phlebotomy surgery four times a 

week.  



It was brought to our attention that ideally patients required a choice of am and pm 

phlebotomy appointments. Therefore we have now altered the times of the 

Phlebotomy surgeries as follows:- 

Monday  13.20 – 14.20 

Tuesday   08.30 – 09.30 

Wednesday 13.20 – 14.20 

Thursday 08.30 – 09.30 

May we take this opportunity of thanking you for taking part in our survey, listening to 

your feedback has enabled us to make an improved difference to the Practice. 

A full report on the Patient Participation Survey can be found on the website. 

www.phgh.co.uk 

 

‘Your opinions Count’. 
 
 
 
Kind Regards 
PHGH Doctors 
 

 

 

 

 

 

 

http://www.phgh.co.uk/

