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How the groups were set up

We set up a Patient Participation Group (PPG) in April 2011. The group usually 
meets on a 3 to 4 monthly basis. The aim of the group is to:

 Gain patient views and ideas on the services that we provide
 For the Practice to integrate more with our patient community
 To contribute to setting up Action Plans to move the practice forward

As well as the above group that meets in surgery, we also have a Virtual Patient 
Reference Group (PRG). This is for patients who are unable to attend the group in 
surgery. This Virtual group corresponds by email and telephone with the practice. 
Patients wishing to join either group can click on the link on our wesbite to download 
the joining form, or collect the joining form from one of our reception areas. 

How we recruited our current Virtual PRG and PPG members

PPG and Virtual PRG:

 We designed and handed out leaflets at both Handsworth and Fitzalan sites 
to those patients who came into surgery

 We put posters up in the reception areas at both Handsworth and Fitzalan 
sites

 We attached application forms to patient prescriptions sent out / collected
 Clinical staff verbally promoted the group
 We put the joining form onto our website

After receiving the intial response from patients to join the PPG we saw that some 
patient defined areas were not represented. We therefore contacted by telephone a 
random selection of our ethnic minority patients and patients who are carers (chosen 
via SystmOne reporting), to enquire if they would wish to join the group, and some 
patients did join.
We decided to set up the Virtual PRG after the PPG to increase the diversity of 
patients to whom we could liase with, especially regarding the age range diversity of 
group members. 
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Diversity of members of Participation Groups

Patient Participation Group:

Sex Age Ethnicity
Male 57 White British
Female 48 White British
Male 58 Caribbean
Female 46 White British
Female 57 White British
Male 82 White British
Female 67 White British
Male 73 White British
Female 41 Pakistani
Female 64 White British
Female 55 White British
Male 70 White British

Virtual Patient Reference Group:

Sex Age Ethnicity
Female 48 White British
Female 42 White British
Male 18 Greek
Female 19 White British
Male 64 White British
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Survey November 2013

How we decided what areas were included in the survey

We highlighted a number of possible areas with the PPG and the Virtual PRG to go 
into the survey. We discussed ideas with the PPG in the meeting of the 14th August 
2013. The areas agreed which would be included in the survey were:

 Appointments
 Staff
 Information for patients

We asked for views from the Virtual PRG on the 18th November 2013. Please see 
Appendix 3 for the email that we sent to the group.

How patient views were sought

302 questionnaires were completed by patients. The surveys were given out to 
patients in the reception areas at both sites. The completed surveys were either 
handed to receptionists, or for confidentiality reasons put in boxes on the reception 
desks.
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HANDSWORTH MEDICAL PRACTICE

Patient Survey – November 2013
Please take a few minutes to fill out this survey. The areas covered in this survey are 
Appointments, Staff and Patient Information.

Handsworth Medical Practice welcomes your feedback. The survey will enable us to improve 
the service that we provide. Please return your completed survey to reception. 

Please tick which answer is most appropriate. Thank you for your participation.

Some questions about you:

Are you Male or Female?

 

Male Female

What age are you?

       

Under 16 16-24 25-34 35-44 45-54 55-64 65-74 75+

What is your ethnic background?

      

White Black Indian Pakistani Irish Mixed 
background

Other

If Other please specify ………………………………………………………………

Appointments:

How easy do you find it to make an appointment by telephone?

   

Easy Fairly Easy Sometimes 
Difficult

Difficult

How easy do you find it to make an appointment at reception in the surgery?

   

Easy Fairly Easy Sometimes 
Difficult

Difficult



Page 7

How easy do you find it to make an appointment via our internet website?

    

Easy Fairly Easy Sometimes 
Difficult

Difficult I did not know 
about this 

service

Do you think there are enough internet appointments available to book? 

  

Enough
available

More needed Don’t Know

Do you usually get the appointment date and time that you wish? 

  

Yes Sometimes No

Staff:

Tick the boxes that characterise the demeanour of our Reception staff?

     

Attentive Concerned Friendly Distracted Rushed Inconsiderate

Tick the boxes that characterise the demeanour of our Nurses:

     

Attentive Concerned Friendly Distracted Rushed Inconsiderate

Tick the boxes that characterise the demeanour of our Healthcare staff (staff which do 
taking of bloods, ear syringing, etc.):

     

Attentive Concerned Friendly Distracted Rushed Inconsiderate

Tick the boxes that characterise the demeanour of our Doctors:

     

Attentive Concerned Friendly Distracted Rushed Inconsiderate
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Information for patients:

Please tick the areas that you would like to see the practice promote information on:

     

Healthy 
Eating

Understanding 
the NHS (relating 
to GP surgeries)

Exercise / 
Fitness

Stop 
Smoking

Contraception Other

If Other please specify ………………………………………………………………

How would you like to gain information on the above areas through the surgery?

   

Practice website Leaflets in 
reception

Display boards in 
reception

Through a talk given by a member of 
our clinical / admin staff

If we organise talks given by our clinical / admin staff, which subjects listed below would 
interest you?

     

Healthy 
Eating

Understanding 
the NHS (relating 
to GP surgeries)

Exercise / 
Fitness

Stop 
Smoking

Contraception Other

If Other please specify ………………………………………………………………

Additional Feedback:

Please list any other comments regarding appointments, staff and patient information:

_________________________________________________________________
_________________________________________________________________
_________________________________________________________________
_________________________________________________________________
_________________________________________________________________
_________________________________________________________________
_________________________________________________________________
_________________________________________________________________
_________________________________________________________________
_________________________________________________________________
_________________________________________________________________
_________________________________________________________________
_________________________________________________________________
_________________________________________________________________
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Findings of the survey 

The survey results were analysed at the beginning of December 2013. The results 
were due to be discussed in the PPG meeting on the 9th December 2013, however 
this meeting was cancelled. So the results were discussed in the meeting of 
the 22nd January 2014. The results of the survey showed that overall patients were 
happy with our performance in most areas of the survey. Some areas however were 
identified for improvement / areas of consideration, these being:

 Continuing lack of knowledge of our practice internet website
 More internet bookable appointments needed
 Reception staff demeanour - some staff appearing rushed
 Sometimes difficulty in patients obtaining the appointment date and time that 

they wish
 Identified ‘Talks’ by members of practice staff to patients to be arranged
 Review of leaflets available for patients in reception areas

Action Plan

We asked for views from the Virtual PRG on the 30th January 2013 regarding the 
survey results to go into the Action Plan (see Appendix 4 and Appendix 5 for the
copy of the email and attachment sent). 

Once the draft Action Plan had been completed, we posted the plan to the PPG 
members asking for their views and suggestions on the 13th March 2014 (please see 
Appendix 6 for the copy of the letter), and emailed the Virtual PRG on the 14th March 
2014 asking for their views and suggestions (please see Appendix 7).
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Patient Results - Patient statistics in Bar chart form

Details of patients who answered the survey

Sex of patients who completed survey - 
Male or Female
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Survey Results - Patient statistics Pye chart form

The details of patients who answered the survey

Sex of patients who completed survey - 
Male or Female 

35%

65%

Male

Female

What age are you?

2% 6%
9%

13%

22%
19%

17%

12% Under 16
16-24
25-34
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45-54
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75+
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Survey Results - Appointments Bar chart view

How easy do you find it to make an 
appointment via our internet website?
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How easy do you find it to make an appointment 
at reception in the surgery?
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Cont..

Do you usually get the appointment date and time 
that you wish?
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Survey Results - Appointments Pye chart view

How easy do you find it to make an appointment by 
telephone?

20%
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How easy do you find it to make an appointment 
at reception in the surgery?
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Sometimes difficult
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Cont..

Do you think there are enough internet 
appointments available to book?

7%
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Enough Available
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Survey Results - Staff Bar Chart view

0

50

100

150

200

250

Nu
m

be
r o

f p
at

ie
nt

s

A tte
nti

ve
Conc

erne
d

Frie
n dly

Dis t
ra

cte
d

Ru sh
e d

Inc
o ns

id era
te

Demeanour of our Reception staff Demeanour of Nurses

0

50

100

150

200

250

Atte
nti

ve

Conce
rne

d

Frie
ndly

Distr
act

ed

Rus
he

d

Inc
on

sid
era

te

Nu
m

be
r o

f p
at

ie
nt

s

Demeanour of our Doctors

0 50 100 150 200 250

Attentive

Concerned

Friendly

Distracted

Rushed

Inconsiderate

Number of patients

Demeanour of our Healthcare staff

0 50 100 150 200 250

Attentive

Concerned

Friendly

Distracted

Rushed

Inconsiderate

Number of patients



Page 
17

Survey Results - Staff Pye chart view

Demeamour of our Reception Staff
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Survey Results - Information for Patients Bar chart view
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Staff Survey Results - Information for Patients Pye chart view

If we organise talks given by our clinical / admin 
staff which subjects listed would interest you?
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Handsworth Medical Practice
Action Plan for 2014 : Patient Participation Survey Results

Area of Concern / area to be worked 
on

Action Planned Date for Completion Responsibility

Patients would benefit from a clearer 
understanding of different appointment 
types available to book

Display poster to be designed for 
reception areas detailing different types of 
appointments available for patients. Also 
to go on the practice website

31st March 2014 NH
CM

Patient survey showed a desire for 
internet bookable appointments to be 
increased in number. This will help to 
ease the volume of patient phone calls 
into the practice, allowing patients to 
get through more easily

More internet appointments to be added 
onto the system for patients to book

Increase time period for booking 
appointments from 2 weeks to 4 weeks

31st March 2014

31st March 2014

NH
CH

NH
CH

Patient survey highlighted a desire for 
patients to get the appointment time 
and date that they request

Practice to look into adding onto the 
appointment system more ‘Book on the 
Day’ appointments 

31st April 2014 NH

Still a majority of patients stated in the 
survey that they did not know about 
the internet system for booking 
appointments and ordering 
prescriptions

Wallet sized cards to go onto reception 
area for patients to take, detailing online 
booking services for appointments and 
repeat prescriptions

QR scan logo to be looked into to see if 
one can be put on future cards, which will 
link to practice website

31st March 2014

30th April 2014

NH
CM

CM
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Patients only able to book online 
doctor’s appointments at present. 
Unable to book healthcare and nurses 
appointments

Practice to look into putting advisory 
questions for online bookings for possible 
nurses and blood appointments

Reception staff verbally promoting online 
booking system for appointments and 
repeat prescriptions. Staff to be reminded 
again at next staff meeting to promote the 
system

30th April 2014

1st April 2014

CM

CM
Receptionists

Need to ease the pressure on 
telephone lines due to the volume of 
patients phoning into surgery. Also 
offer more choice of appointment 
bookings

Practice to look at putting flu clinics as 
bookable appointments on the online 
system (in time for next flu campaign in 
September 2014)

31st July 2014 NH

Practice needs to engage more with 
younger patient population, especially 
in terms of booking appointments 
online and cancelling of appointments 
via text. Having a presence in social 
media would help in this regard

Practice to look into using Facebook and 
Twitter 

31st May 2014 NH

Patient survey showed some patients 
thought that the receptionists seemed 
‘rushed’ when answering the phone

Training schedule to be draw up for staff, 
after staff appraisals have been 
completed in April 2014, to include more 
telephone training for receptionists

30th April 2014 CM
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Sometimes unclear at present what 
has been said between a patient and 
reception staff if clarification is needed 
on what has been discussed

Practice to look into the viability cost wise 
and practicality wise for recording phone 
calls

Reception staff to be asked at next staff 
meeting to say their name when 
answering the telephone

31st May 2014

1st April 2014

NH

NH 
Receptionists

The Practice needs more members for 
the PPG and Virtual PRG groups. 
Posters are up in reception areas and 
information on practice website. Need 
to reach out to patients who may not 
be familiar with the website or who do 
not come into reception areas often

PPG information leaflet to be attached 
with some patient prescriptions and 
patient letters posted out by practice 
(where appropriate) –
SystmOne audit to be undertaken to 
check minority groups patients and a 
range of age groups are invited to join 
PPG and Virtual PRG

30th April 2014

30th April 2014

CM
Receptionists

NH
CM

Survey indicated majority of patient’s 
preferred to receive information about 
health issues and NHS via leaflets in 
reception areas

Review of leaflets in reception areas 30th April 2014 CM

Patients would like talks given by 
practice staff, especially in areas of 
Healthy eating, Understanding the 
NHS and Exercise / fitness

Practice to identify members of clinical 
staff and admin staff who can give talks in 
the areas. Dates to be set up, and talks 
advertised

30th June 2014 NH
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Action Plan for 2013 : Patient Participation Survey Results (and OUTCOMES)

Area of Concern Action Planned Date for Completion Responsibility Outcome
Not enough stimuli for patients 
in reception areas whilst 
waiting to be seen by clinical 
staff

Toys for children in both sites.
Staff to bring in spare 
magazines to put in reception 
areas for patients

Discuss above at next 
Reception meeting 

25th March 2013

20th March 2013

CM, LM, NH, 
reception staff

NH

Discussed at reception 
meeting 20th March 
2013 – staff agreed to 
bring in spare 
magazines. Toys / 
children’s books put in 
reception areas by 25th

March 2013

Lack of knowledge of our 
confidentiality standards by 
patients when the telephones 
are being answered by 
receptionists

Receptionists not to say aloud 
the patients names whilst on 
phone. Receptionist to ask for 
patients DOB to verify identity, 
and to ask the patient for their 
name 

Notice in reception areas 
stating our confidentiality 
standards

Above notice to be put on our 
practice website

Next Reception meeting 
- 20th March 2013

28th Feb 2013

11th March 2013

NH, reception 
staff

NH, KW, CH

CM

Discussed at 
Reception meeting 20th

March 2013 - NH 
advised receptionists 
not to say patients 
names aloud and to 
verify identity by DOB

Notices put up in 
reception areas – Feb 
2013

Notice put on website 
Feb 2013 under 
Practice Policies
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Area of concern Action Planned Date for Completion Responsibility Outcome
Confidentiality concerns when 
patients are stood at reception 
desk whilst speaking with 
receptionist

Display signs asking patients 
to stand back from the desk to 
enable the patient stood at the 
desk more privacy

28th Feb 2013 NH, KW, CH Signs put up in 
receptions areas Feb 
2013

Need of private areas at 
reception at both sites for 
patients to discuss any private 
matters

Create a confidential area at 
the Handsworth site to allow 
patients to use if needed. 
Already an area in reception 
at the Fitzalan site for this. 
Display a sign in reception 
areas advising patients of 
these confidential areas if 
needed

To be discussed at next 
reception meeting

25th March 2013

20th March 2013

CM, NH, KW, 
CH

NH

Confidential areas 
identified March 2013. 
Signs advising patients 
put up in reception 
areas March 2013.

Discussed at reception 
meeting 20th March 
2013

Car parking at the Handsworth 
site is limited for patients

Practice to contact the social 
club across the road from the 
practice to ask if it would be 
ok for some members of staff 
to park there in surgery time, 
thus reducing the amount of 
cars parked outside the 
surgery

28th Feb 2013 NH NH contacted social 
club Feb 2013 and 
asked regarding 
parking. Club agreed 
that our members of 
staff could park in the 
car park if desired
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Area of Concern Action Planned Date for Completion Responsibility Outcome
Possibility of a new build for 
surgery premises desirable, 
as discussed in the Patient 
Participation Group meeting. 
A new build opens 
opportunities to provide more 
community clinics, e.g. 
physiotherapy, chiropody etc.

Ongoing internal discussions 
regarding possibility of a new 
build for the practice. 

However the majority of 
patients indicated in the 
survey that they did think that 
nothing needs to be changed 
regarding premises

Ongoing Practice GP 
Partners

GP Partners discussed 
in March 2013 possible 
new build, but it was 
agreed that it was not 
viable at present. 
Possibility for a new 
build still open for a 
future date



Page 
27

Handsworth Medical Practice
Opening Times

Handsworth Surgery Opening Times
Monday, Tuesday, Wednesday and Friday

8.30 am – 6.00 pm
Thursday

8.30 am – 12.00 pm

Fitzalan Surgery (Branch Site) Opening Times
Monday, Tuesday, Wednesday and Friday

8.30 am – 12.20 pm and 1.00 pm – 6.00 pm
Thursday

8.30 am – 12.00 pm

Extended Hours

Handsworth Surgery
Alternate Wednesday’s

6.00 pm – 8.30 pm
Alternate Saturday’s

8.00 am / 9.00 am – 11.00 am – 12.00 pm

Fitzalan Surgery (Branch Site)
Tuesday evening’s
6.00 pm – 8.30 pm

Practice contact details:

Handsworth Surgery site: Tel. 0114 2697505,  Fax. 0114 2698535
Fitzalan Surgery (branch site): Tel. 0114 2889777,  Fax. 0114 2548592

Practice email: sheccg.handsworthmedicalpractice@nhs.net

Practice website: www.handsworthmedicalpractice.co.uk

mailto:sheccg.handsworthmedicalpractice@nhs.net
Practice website: www.handsworthmedicalpractice.co.uk
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Appendix 1

Handsworth Medical Practice

Patient Participation Group
What is the Group?

A selection of patients and practice staff who meet at regular intervals to discuss ways of making a 
positive contribution to the services and facilities offered by the practice to our patients

In particular, the group discusses areas of the practice’s work that, through changes, can continually 
improve our practice

For further information regarding the group or to join, 

please enquire at our reception or 

contact Nicola Harrison on telephone number 0114 2697505
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Appendix 2

Handsworth 
Medical Practice

Visit out website
www.handsworthmedicalpratice.co.uk

We have set up a Patient Participation Group (PPG) and a Virtual 
Patient Reference Group (PRG)

The aim of these groups is to:
 Gain patient views and ideas on services that we provide
 Help the practice to integrate more with our patient community
 Help us to continually move forward as a practice

The PPG meets in surgery on an evening approximately every 
3 months. The Virtual PRG patients correspond with the surgery by 

email and this links into the PPG Meetings.

Please tick the slip below if you wish to join either group, and 
return the slip to reception at either of our surgeries.

_ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ 
(FAO: Chris or Nicola)

Patient Participation Group
Virtual Patient Reference Group

Name: ……………………………………………..
D.O.B: ……………………………………………..
Contact number: ………………………………..
E-mail: …………………………………………….

http://www.handsworthmedicalpratice.co.uk/
www.handsworthmedicalpratice.co.uk
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Appendix 3

Hello 

As part of the ongoing Patient Participation Group and the Virtual Patient Reference Group, we are 
undertaking another patient practice survey. Possible areas that we are concentrating on are 
Information for Patients, and revisiting the areas of Appointments and Staff.

As a member of the Virtual Patient Reference Group we would value your comments on the survey. 
Please take a look at the attached daft survey, could you please let me know by Friday (22nd 
November) if you have any comments / suggestions regarding the proposed survey?

Regards

Christopher Marsh
Handsworth Medical Practice
Tel. 0114 2697505
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Appendix 4

Handsworth Medical Practice Survey 
November 2013

PPG Discussion – 22nd January 2014

This is a summary of the results from the survey which was conducted at the Handsworth and 
Fitzalan sites, between a two week period (25th November – 9th December 2013). 

302 patients in total answered the survey.

Also, please see results breakdown on the separate sheet.

Ethnic background of patients who answered 
surveys

White
Black
Indian
Pakistani
Irish
Mixed background
Other

Age range of patients who answered surveys
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Appointments

The results showed a general split between people who found it ‘Fairly Easy’ (34%) and 
‘Sometimes Difficult’ (33%) in making an appointment over the telephone. We need to look at 
ways in which we can improve this area.

The results showed that the other ways in which patients make an appointment were generally 
positive. 

However, a large percentage of patients indicated that they were unaware that appointments 
can be made via our website. We need to address this to make full use of the internet 
appointments available, and ease the volume of the number of patients making appointments 
by telephone.

Making an appointment by our internet website

17%

12%

6%

5%

60%

Easy

Fairly Easy

Sometimes difficult

Difficult

I did not know about this
service

Patients answering if they get the date and time of the appointment that wish then they book:

Do you usually get the appointment date and time that you wish?

Yes Sometimes No
55 148 53

Areas which need consideration:

Suggestions for discussion:-

 Amend the appointment system. Add some ‘book on the day’ appointments?
 Improve display boards in reception to clearly show different ways of appointments 

available – triage, 5 min appointments, etc
 Practice cluster group Appointment Trial
 Have Practice ‘cards’ for patients to highlight booking internet appointments 
 Add more internet appointments onto the booking system
 Any other suggestions?
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Staff

The results showed a generally positive response regarding the demeanour of practice staff. 
The Reception staff had slightly higher numbers in negative sections compared to other 
member of practice staff.

Demeamour of Reception Staff

27%

11%

49%

3%

7% 3%

Attentive

Concerned

Friendly

Distracted

Rushed

Inconsiderate

Areas for discussion:

 Further training for reception staff
 New receptionist starting which will ease pressure on current reception staff
 Any other suggestions?

Information for Patients

Results of this section of the survey showed an interest in areas we listed, with healthy eating 
coming top. Other additional areas that patient’s suggested having information available for 
were Mental health, Prostate problems, Carers support, Wellness checks and Preventative 
health programmes.

How would you like to gain information through the 
surgery?
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Practice Website

Leaflets in reception

Display boards in reception

Talk given by member of practice staff

Number of patients



Page 
34

Suggestions for discussion:-

 Add information pages onto website regarding areas listed in the survey
 Organise a number talks by various members of staff on the areas indicated. Advertise 

these talks – on website, in reception on notice boards and verbally by staff
 Review leaflets available in reception and order more accordingly
 Purchase mobile phone for nurse, and advertise number for contraception advice, which 

may encourage younger people to gain advice
 Any other suggestions?
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Appendix 5

Hello 

Further to the email I sent with regards to the patient survey, which we undertook in November last year. Please 
find attached the results of the survey. As a patient group we now need to come up with an Action Plan to 
address issues raised in the survey.

I have attached 2 documents - a breakdown of the survey results and a 'Survey Results / Action Plan 
consideration' document. Please see the 'suggestions for consideration' sections in blue, which offer ideas to go 
into the Action Plan and suggestions / ideas from yourself.

As a member of the Virtual Patient Reference Group we would value your comments on the survey results, and 
any suggestions you may have for ideas to go into the Action Plan. Could you please let me know by Thursday 
next week (9th February) if you have any comments / suggestions?

Regards 

Christopher Marsh
Handsworth Medical Practice
Tel. 0114 2697505
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Appendix 6

HANDSWORTH MEDICAL PRACTICE
432 HANDSWORTH ROAD

SHEFFIELD
S13 9BZ

Tel No. 0114 269 7505
Fax No. 0114 269 8535

Website: www.handsworthmedicalpractice.co.uk

13 March 2014

Dear 

Further to the last patient survey which was undertaken and our last group meeting. Please 
find enclosed the draft Action Plan. Please take a look at the plan and let either myself or my 
colleague Christopher Marsh know if you have any comments or suggestions on the plan. 

Could you please get back to us by Thursday 20th March 2014 if you have any comments.

Yours sincerely

Nicola Harrison
HANDSWORTH MEDICAL PRACTICE

DR A R SHAIKH MB, BCh, DCH, DRCOG, MRCGP
DR KATHARINE A OTTEN MB, ChB, MRCGP
DR V KNOTT MBChB, MRCGP
DR A KHAWAJA PhD, MBChB, MRCGP

Website: www.handsworthmedicalpractice.co.uk
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Appendix 7

Hello

Further to the last patient survey which was undertaken. Please find enclosed the draft Action Plan which has 
been done in relation to the survey results. Please take a look at the plan and let me know if you have any 
comments or suggestions regarding the plan. 

Could you please get back to me by Thursday 20th March 2014 if you have any comments, or if you have any 
queries.

Christopher Marsh
Handsworth Medical Practice
Tel. 0114 2697505


