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Patient Participation Group 2012/13 Annual Report 

Dr Julia K Beresford, Dr Gillian B Eadie & Dr Christian D Gossel 

Wycliffe Surgery 8 Cattedown Road  Plymouth  PL4 0BZ 

Tele 01752 434500/1 

 

 

 

This financial year we advertised the group in our Newsletters, 

Prescription Counterfoils and posters up in the surgery notice boards for 

patients to participate in our group. 

 

We had only one patient who wished to join the group and invited Mrs 

Richard Hilbourne to join us on our first meeting on the 28th November 

2012. 

 

Seven members who were patients in the group from the previous year 

stayed on being members.  These were: 

 

          Jean Penney-cousins        Female      OAP 

          Carol Bull                         Female      OAP/Carer/Age Concern 

          Jill Clay                           Female      Chronic disease 

          John Clay                        Male          Disabled 

          Christopher Riggs            Male         OAP/cancer patient 

          Chelsea Renton                Female      Aged 14 

          Graham Harrington          Male          Chronic Disease  
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The Purpose of the Patient Participation Group (PPG) 

 

 

As part of the new NHS Health Bill currently being discussed in 

Parliament, General Practice(Surgeries) have been asked to form a 

Patient Group to look at certain aspects of the way their surgery runs. 

 

This is so that the Doctors who run the surgery can use their patient’s 

views to guide them as they make any changes and look at how they can 

improve the way all the staff work and the service provided for patients. 

 

In particular we are asked to discuss with the PPG, the sorts of questions 

that should go in the surgery questionnaire that goes to some of the 

practice patients.  The purpose of our second questionnaire is to gain an 

understanding or our patient’s ideas and views on how the practice runs 

and compare them from last year. 

 

The group reviewed the results of the survey and gave further advice to 

the practice about implementation of any changes to Practice policy that 

May be needed. 

 

Our plan was to meet at least three times in the latter part of 2012/13 

which we met.  The dates being 28th November 2012, January 16th 2013 

and 18th March 2013. 
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Report made on behalf of the surgery by Dr G Eadie (Partner) and Mrs 

Kathy Perrett (Practice Manager) on the 18th March 2013. 

 

A significant effort was made by the practice and PPG members to keep 

the group going and to find new issued that were raised in an effective 

manner. 

 

Three meeting were made, November 28th 2012, January 16th 2013 and 

March 18th 2013.   

 

The first meeting we welcomed Mr Richard Hilbourne into the group.   

The group asked how our 3 action plans from 2011/12 worked out during 

the summer.  We found that the children under 5 were seen in the same 

clinic that was running.  The eight pre-bookable appointment and eight 

book on days and two appointments for minor ops worked, but some days 

the blue appointments went very quickly and the reception staff would 

have to use the next day’s appointments.  This caused a problem with 

patients phoning in on the day, but on the whole it was a good system.  

The privacy situation was working well.  Patients used the sign in machine 

and the music was being played and put on a bit louder.  Chairs were 

moved away from the reception desk area. 

 

The group were asked if they had any ideas on this year’s PPG surgery 

changes.   

 

One PPG member was a wheel chair user and felt that the outside door 

had a lip and found it a bit of a struggle going over the lip.  We asked our 

maintenance firm to look at it and see if it is viable to put a tiny slope in 

the middle of the lip.  This is in hand and awaiting an answer.   Another 

PPG members asked if we had any interpretors for foreigners who 

couldn’t speak English.  We stated we used Language Line which is a three 

way conversation consultation.  One PPG member asked if we could have 

the newsletters put on the wall in a wall bracket rather than placing them 

on tablets as they were always covered with magazine etc.  The PPG 

decided to put it near the electronic sign in machine.  A wall bracket was 

bought and we placed it near the machine for all to see.  One PPG member 

asked if we could get voice activation on the appointment screen for the 

patients with poor sight.  Our Clinical system Microtest were informed 

and from April this should be activated.  One PPG member brought in a 

clipping from the Evening Herald regarding a surgery who had introduce a 
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patient access system.  This offered every patient who requests a 

doctor’s appointment or advice the opportunity to speak to a GP over the 

phone, usually within an hour.  Kathy and Dr Beresford is going to a 

Plymouth meeting including all GPs and managers with regards to using 

this system.  The meeting is the 27th of March.  This will be discussed at 

our next PPG meeting. 

 

A PPG questionnaire was then produced and given out to patients and was 

collated to present to our PPG members on the 16th January. 

 

On the second PPG meeting which was the 16th January 2013.  The audit 

was produced (as attached).  This was to see if we had made a difference 

from last year.   

 

We found that our appointment system had worked better, and patients 

felt that it was easier to get an appointment. 69% said it was easier. 

 

Even though children under five should have a same day appointment, the 

audit said we could do better.  40% said no. 

 

Confidentiality and privacy at the reception desk was very much better.  

We found that  86.8% said that it had improved by the banner and 

present seating positions. 

 

We needed to improve our website and newsletter a lot better.  Only 

42.6% said that they knew about the website. 

 

The PPG said that the music should be turned up as it was too quiet.  

Morning staff were asked to make sure it was on and turned up. 

 

Lorna had made the website a lot more efficient.  The PPG had asked if 

she could put a counter on the website to see how many patients actually 

visited the sight.  Lorna had put a counter on the website and within 2 

months 875 patients had visited it.  Lorna also put on prescription 

ordering via an online form.  This information was collected every 

morning.  She also had emails for information sent to her.  The PPG asked 

if we could put a sign up with our website address on it.  We got Eagle 

Signs in and had our website address put twice over the reception 

counter in five inch letters.  The PPG also stated that the white website 

address on the glass tower was too pale and needed a dark colour behind 
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it to stand out.  Eagle Signs were asked to come in and a large strip of 

black was put in to make the white lettering stand out. 

 

Non English patients – We have 173 patients with another language.  

Unfortunately we couldn’t search for language line users because they 

were not readcoded. 

 

Appel System – Lorna spoke to Microtest and unfortunately we could not 

get the system to put any further writing on that would go across the 

screen.  We are still looking at further ways of improving the call system. 

 

 

 

The next PPG meeting will be in July 2013. 

 

This report will be put on our Website in March 2013 and in our next 

Newsletter. 


