
Annex D: Standard Reporting Template

Sheffield Area Team 
2014/15 Patient Participation Enhanced Service – Reporting Template

Practice Name: HANDSWORTH MEDICAL PRACTICE

Practice Code: C88036

Signed on behalf of practice:        Nicola Harrison Date: 30.03.15

Signed on behalf of PPG: Nicky Bower Date: 30.03.15

1. Prerequisite of Enhanced Service – Develop/Maintain a Patient Participation Group (PPG)

Does the Practice have a PPG? YES 

Method of engagement with PPG: Face to face, Email, Other (please specify) – Face to Face, Email, Letter

Number of members of PPG: PPG Group – 14 patients, Virtual Reference Group – 5 patients. The Practice Manager, and various Practice clinical and admin 
staff.

Detail the gender mix of practice population and PPG:

% Male Female 
Practice 48.8 50.7
PRG 42 58

Detail of age mix of practice population and PPG: 

% <16 17-24 25-34 35-44 45-54 55-64 65-74 > 75
Practice 19.4 9.2 12.5 13.1 15 11.1 10.3 8.8
PRG 0 10.5 0 10.5 15.8 26.3 31.6 5.3



Detail the ethnic background of your practice population and PRG: 

White Mixed/ multiple ethnic groups
British Irish Gypsy or Irish 

traveller
Other 
white

White &black 
Caribbean

White &black 
African

White 
&Asian

Other 
mixed

Practice 84.3 0.2 0 0.9 0.9 0.6 0.3 0.2
PRG 84.22 0 0 5.26 5.26 0 0 0

Asian/Asian British Black/African/Caribbean/Black British Other
Indian Pakistani Bangladeshi Chinese Other 

Asian
African Caribbean Other 

Black
Arab Any 

other
Practice 0.5 4.4 0.6 0.1 0.6 0 0 0.1 0 0
PRG 0 5.26 0 0 0 0 0 0 0 0

Figures as of March 2015. Some patients do not yet have a recorded sex or ethnicity, the Practice figures can only take into account those with a recorded 
entry

Describe steps taken to ensure that the PPG is representative of the practice population in terms of gender, age and ethnic 
background and other members of the practice population:

The current make up of the PPG and the Virtual PRG includes a mixture of ages, sexes and ethnicity. We advertise the groups by 
posters in both our Practice reception sites and also on the Practice website. We ran reports via SystmOne highlighting minority 
groups taking into account ethnicity, carers and people with disabilities. We also asked the clinical staff if they knew of any 
appropriate patients for the groups

Gender – We have a mixture of both male and female members in our groups. This is currently 6 male and 8 female patients in the 
PPG, and 2 male and 3 female in the Virtual PRG

Age - Variety of age groups are represented in the groups, ranging from 19 years old to 83 years old

Ethnicity – We have 3 ethnic minorities represented in the PPG and Virtual PRG groups – 1 Greek, 1 Caribbean and 1 Pakistani



Disability – One member of the group is physically disabled

Carers – One member of the group is a carer

Are there any specific characteristics of your practice population which means that other groups should be included in the PPG? 
e.g. a large student population, significant number of jobseekers, large numbers of nursing homes, or a LGBT community? NO

If you have answered yes, please outline measures taken to include those specific groups and whether those measures were 
successful:

We have advertised the PPG groups in our reception areas in the Practice by posters and leaflets. We have also advertised the PPG 
groups on our Practice website. Members of our clinical and admin staff have also verbally advertised the groups to patients

We have considered advertising the PPG groups on twitter and Facebook for the younger patient demographic but we decided 
against this due to the fact that some other Practices have had confidentiality and abuse issues with these sites

2. Review of patient feedback

Outline the sources of feedback that were reviewed during the year:

 We reviewed feedback from patients in the patient surveys that we devised with the help of the PPG and Virtual PRG
 We have Suggestion Boxes in the reception areas at both of our sites for patients to make suggestions and air their views –

both positive and negative
 The Friends and Family test was introduced in December 2014, this now is another source of gaining patient feedback
 Verbal feedback from patients



 Patients can make comments and suggestions via our Practice website

How frequently were these reviewed with the PRG?

Survey results were discussed in the PPG meetings in April, September and November 2014. They were also sent to the Virtual 
PRG members around the same times



3. Action plan priority areas and implementation

Priority area 1

Description of priority area: Practice Cleanliness

Patient survey highlighted a higher number of dissatisfied answers for the cleanliness of toilet areas compared  to other rooms in 
the Practice

What actions were taken to address the priority?

Staff reminded at staff meeting in March 2015 to complete daily toilet checks and sign the ‘toilet check’ sheets on the back of the 
toilet room doors

Result of actions and impact on patients and carers (including how publicised):

A better check on the toilets at both sites, this provides a cleaner and more pleasant experience for our patients, visitors and staff

We informed both the PPG and Virtual PRG groups in March 2015 of the outcomes of the Action Plan in regards to this issue. The 
Outcomes of the Action Plan have also been put on our Practice website in March 2015



Priority area 2

Description of priority area: Services available when the Practice is closed

Large majority of patients answered in survey that they know they can go to Accident and Emergency if appropriate when Practice 
is closed, but fewer people knew about the 111 NHS phone service, the NHS Walk In Centre on Broad Lane and the Minor 
Injuries Unit at the Royal Hallamshire hospital

What actions were taken to address the priority?

Larger, clearer displays put up in reception areas of Practice detailing these available services. Also this new format of information 
was put on the Practice website. Smaller print out of information attended to selection of patient prescriptions

Result of actions and impact on patients and carers (including how publicised):

This will hopefully reduce the number of attendances at Accident and Emergency from our patients. Patients are more informed of 
their choices with regards to services available

We informed both the PPG and Virtual PRG groups in March 2015 of the outcomes of the Action Plan in regards to this issue. The 
Outcomes of the Action Plan have also been put on our Practice website in March 2015



Priority area 3

Description of priority area: Cancellation of Appointments

Patient survey highlighted the knowledge of patients of how to cancel appointments by phone, in person, text, online and email. 
Some of these areas were less well known than others by patients, especially less well known being texting, online using 
SystmOne and email to the Practice.
Still approximately 150 - 200 patient DNA (Did Not Attend) appointments per month. This figure was higher before the introduction 
of text reminder messaging last year, but it is still high

What actions were taken to address the priority?

A more eye catching, larger display put in Practice reception areas on how to cancel appointments. New format of information 
also put on the Practice website. More ‘book on the day’ patient appointments just introduced - to be monitored and more added if 
demand is still high

Result of actions and impact on patients and carers (including how publicised):

DNA appointments to be reviewed over the next couple of months to see how the new displays are affecting the DNA results. A 
lower number of DNA appointments will increase the number of appointments available to patient’s

We informed both the PPG and Virtual PRG groups in March 2015 of the outcomes of the Action Plan in regards to this issue. The 
Outcomes of the Action Plan have also been put on our Practice website in March 2015



Priority area 4

Description of priority area: Contact of patients by the Practice

Majority of patients who took part in the patient survey indicated they like to be contacted by telephone, the second highest 
number was by texting 

What actions were taken to address the priority?

We already do majority of immediate patient contact by telephone. We improved Practice texting by the texting of cancellation / 
amendment of appointments to patients. Also when patients need to pick up paperwork from surgery the Admin staff now text in 
some cases rather than telephoning the patient. New mobile phone purchased in March 2015 for the Fitzalan site for texting

Result of actions and impact on patients and carers (including how publicised):

The Practice is now texting to more patients where appropriate. This has brought the Practice more into line with wishes of 
patients who like being contacted by texting, which was indicated in the last patient survey.

We informed both the PPG and Virtual PRG groups in March 2015 of the outcomes of the Action Plan in regards to this issue. The 
Outcomes of the Action Plan have also been put on our Practice website in March 2015



Progress on previous years

If you have participated in this scheme for more than one year, outline progress made on issues raised in the previous year(s):

The Outcomes in 2014 for the previous Action Plan:

Poster designed and displayed in reception areas and on Practice website detailing the different appointment types available to patients. Feedback from 
PPG group and patients has been positive – a more detailed knowledge for patients on appointments and when / how to book

Extra bookable appointments added onto the online booking system and time limit increased from 2 to 4 weeks to book in advance. This has given 
patients a greater choice in available appointments. Encouraging patients to book online has also helped to continue to free up the phone lines which 
can be very busy

More ‘book on the day’ bookable appointments added to morning GP surgery sessions.  This has given greater access for emergency appointments for 
patients who were struggling to get an appointment on the day if they needed it

Online booking of Flu appointments created – this gave greater flexibility for patients who wished to book their Flu appointment. Online bookable flu 
appointments are to be carried on for this coming year

Staff training schedule for reception staff – Reception and Admin staff have undertaken Customer Services training. This has given staff greater 
confidence and continued to set standards in relation to patient care

Clarification of what has been said between staff and patients over the telephone - this has helped greatly in clarifying a number of issues relating to 
patient complaints. Being able to hear exactly what has been discussed is a valuable source of information. The recordings are also to be used for further 
staff training for patient care when needed

Review of leaflets in reception areas – leaflets have been amended to represent more what patients said they require / are interested in. This will 
hopefully increase patient knowledge regarding medical conditions, and go towards improving the health of the local Practice population

Members of admin and clinical staff to give Talks to patients – Patient Talk with Practice Manager / Practice Nurse arranged and advertised. This will give 
interested patients a greater understanding of the Practice and how it runs, and the Practice nurse will offer a clinical view



4. PPG Sign Off

Report signed off by PPG: 

Date of sign off: 

How has the practice engaged with the PPG:

How has the practice made efforts to engage with seldom heard groups in the practice population?

 Part of recruitment for the PPG and Virtual PRG targeted patients from seldom heard / underrepresented groups via 
SystmOne searches and advertising

 Patient feedback sought in the patient survey in both sites of the Practice
 Feedback option is on our Practice website for all patients to use
 Suggestion boxes in reception areas of the Practice
 Talk given by Practice staff for patients arranged

Has the practice received patient and carer feedback from a variety of sources?

The Practice has received feedback from the PPG meetings which are held in the Practice approximately 3 times a year. The 
Practice has also corresponded with PPG members by letter who have been unable to attend the meetings due to other 
commitments.

The Practice has 2 dedicated staff members who look after a young carers group for patients. The Practice Manager arranged for
a representative from Sheffield Young Carers organisation to come to the PPG meeting in February 2015 to discuss their work, 
and how they and the Practice can work together to help our patients

Other forms of feedback also being:



 Patient feedback sought in the patient survey in both sites of the Practice
 Feedback option is on our Practice website for all patients to use
 Suggestion boxes in reception areas of the Practice
 Talk given by Practice staff for patients arranged
 Friends and Family Test now introduced which is another form of gaining patient feedback

Was the PPG involved in the agreement of priority areas and the resulting action plan?

Yes – the PPG and Virtual PRG reviewed sources of feedback from patients including the patient survey. The PPG and Virtual 
PRG were consulted and agreement made on what should go into the Action Plan in the PPG meeting on the 24th February 2015. 
The Action Plan was posted out to members of the PPG who could not attend the meeting, and it was also emailed to members of 
the Virtual PRG asking for their comments and suggestions. The Outcomes of the Action Plan were posted to the members of the 
PPG and emailed to members of the Virtual PRG at the end of March 2015

How has the service offered to patients and carers improved as a result of the implementation of the action plan?

The toilet areas in both sites have improved in cleanliness

Patients have been made aware in a clearer more visible way of the services to use when we are closed. This will hopefully 
reduce to number of unnecessary visits to A&E by patients

More visible information of ways in how to cancel appointments has been put in reception areas and on the Practice website. The 
number of Did not Attend appointments has reduced and will hopefully continue to do so. This will increase the number of 
appointments available to patients to book into, especially the ‘On the day’ appointments

Contact of patients by the Practice staff has been reviewed and more text replies / initiation by staff used. This will bring the 
Practice more into line of the wishes of patients who like to be contacted by texting

Do you have any other comments about the PPG or practice in relation to this area of work?

No


