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The Fordingbridge Surgery 

 

Patient Participation Group 

Report 2012/2013 

 

 
An explanatory report on the work of the Patient Participation Group 2012/13 

for patients of The Fordingbridge Surgery and Hampshire PCT in accordance with the 

Patient Participation Directed Enhanced Service (DES) and audit requirements.   

This report is available on The Fordingbridge Surgery website  

www.fordingbridgegps.co.uk 

NHS Choices website www.nhschoices.nhs.uk 

Also available in hard copy in all Practice waiting rooms 



 

 

The Fordingbridge Surgery – Dr H Morris & Partners 

 

2

 

 

The Fordingbridge Surgery 
 

Patient Participation Group Report ~ March 2013 

 

 

CONTENTS 
 

Introduction              3 

Opening Hours and Extended Hours        4 

         

Step 1:   Develop a Patient Reference Group       5 

a) Practice Profile and description of the PPG  

Membership Profile        5 

b) Formation of the PPG        6 

c) Summary of the PPG demographics and continuing   6 

      recruitment and engagement   

d)  Obtaining the views of registered patients    7                               

    

Step 2:    Agree areas of priority with the PPG       8 

 

Step 3:    Setting up and collating views through the use of a survey   9 

   a) PPG Survey – Timetable and sequence of events 10 

 

Step 4:    Discuss the findings of the 2012 patient survey   11 

   a) Summary of results analysis by PPG Steering Group 11 

   b) Analysis of PPG Patient Survey 2012 results  12-16 

 

Step 5/6: Agree an action plan and Publicise action taken   17-19 

 

Summary          20 

 

Appendices 

Examples of:-  PPG Survey 2012       21-22 

   PPG Public Health Event Poster    23 

   PPG Bulletin August 2012     24 

   PPG Newsletter April 2012     25-26 

   PPG Membership Leaflet     27-28 

Please see surgery website for more examples 



 

 

The Fordingbridge Surgery – Dr H Morris & Partners 

 

3

 

The Fordingbridge Surgery 
 

Patient Participation Group Report ~ March 2013 

 
 

 
 

Introduction 
 

 

The aim of this report is to summarise the formation and achievements of  

The Fordingbridge Surgery Patient Participation Group (PPG) in the year 2012-2013 

and produce an action plan for the year 2013/14. 

 

The report shadows the template for such reports in accordance with the Patient 

Participation Directed Enhanced Service (DES) as instructed by government 

requirements. 

 

The work summarised in this report is the result of collaboration with the current 

members of the PPG (507) and the PPG Executive Steering Group.  The PPG 

actively encourages participation from all patients of The Fordingbridge Surgery 

and welcomes any feedback regarding the contents of this report.  Please contact, 

in the first instance, Michelle Raymond, Practice Manager at The Fordingbridge 

Surgery. 
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Opening Hours and Extended Hours 
 

 

The Fordingbridge Surgery has a practice population of 12714 (March 2013)  

 

Practice Opening Times and Extended Hours are detailed below. 

 

  Opening Times  

(Fordingbridge) 

Opening Times  

(Alderholt) 

Monday  08:00 - 18:30 11:30 - 13:00 

Tuesday  08:00 - 18:30 11:30 - 13:00 

Wednesday  08:00 - 18:30 11:30 - 13:00 

Thursday  08:00 - 18:30 11:30 - 13:00 

Friday  08:00 - 18:00 11:30 - 13:00 

Weekend  closed closed 

 

Extended Hours - Fordingbridge Surgery  

This practice offers a limited number of additional doctor appointments outside the usual opening 

hours. This provision is designed to help patients who are otherwise unable to attend surgery.  

These appointments are for routine matters only and must be booked in advance by contacting 

reception during usual opening hours. Please be aware that the appointments will be provided by 

the doctors of the practice on a rotational basis and that follow-up appointment and nurse team 

appointments (blood tests, ECGs etc) will generally need to be arranged during usual working 

hours.  

The Extended Hours appointments are available as follows:  

  Opening Times  

(Fordingbridge Surgery) 

Monday Evenings 18:30 - 19:30              GP Appointments 

Thursday Mornings 07:15 - 08:00 

GP Appointments, Blood Tests and miscellaneous Practice Nurse 

Appointments 

One Saturday per month  08:00 - 11:00 

Routine GP Appointments 

Reception service is available at these sessions.  

 

Appointments for regular and extended hours at The Fordingbridge Surgery can be booked either by 

phone, in person or by email request. 
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Step 1:  Develop a Patient Reference Group 

 

The first stage to developing a patient reference group which is representative and reflects and 

gains views of all the registered patients, is to understand the demographic structure of our 

practice list: 

 

a)  Practice Profile and description of the PPG Membership profile 
Total practice population 12714 (March 2013) 

Practice population profile PRG profile Difference 

Age 

% Under 16 17% % Under 16 0% -17% 

% 17 – 24 7% % 17 - 24 1% -6% 

% 25 – 34 8% % 25 - 34 2% -6% 

% 35 – 44 12% % 35 - 44 9% -3% 

% 45 – 54 16% % 45 - 54 12% -4% 

% 55 – 64 15% % 55 - 64 15% 0% 

% 65 – 74 12% % 65 - 74 32% 20% 

% 75 – 85 9% % 75 - 85 24% 15% 

% Over 85 4% % Over 85 5% 1% 

Ethnicity 

White 89 White 96.4 7.4 

% British Group 0 % British Group 0 0 

% Irish 0.1 % Irish 0 -0.1 

Mixed 0.16 Mixed 0 -0.16 

% White & Black Caribbean 0 % White & Black Caribbean 0 0 

% White & Black African 0 % White & Black African 0 0 

% White & Asian 0 % White & Asian 0 0 

Asian or Asian British 0.06 Asian or Asian British 0.7 0.64 

% Indian 0.12 % Indian 0.03 -0.09 

% Pakistani 0 % Pakistani 0 0 

% Nepalese 0 % Nepalese 0 0 

% Bangladeshi 0.1 % Bangladeshi 0 -0.1 

Black or Black British 0.14 Black or Black British 0 -0.14 

% Caribbean 0 % Caribbean 0 0 

% African 0 % African 0 0 

Chinese or other ethnic group 0 Chinese or other ethnic group 0 0 

% Chinese 0.16 % Chinese 0 -0.16 

% Any Other 0.1 % Any Other 2.9 2.8 

  

Gender 

% Male 49.4 % Male 44.8 -4.6  

% Female 50.6 % Female 55.2  4.6 

Practice Specific Care groups 

Residential Institute 1   

Learning Difficulties 1   
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b)  Formation of the Patient Participation Group (PPG) 
 

In December 2010 the Practice began its search to find a group of patients who we could have 

open discussions with and who could give us feedback and suggestions on our services and 

facilities.  We involved all the GP Partners and staff to find patients who they considered may be 

interested in volunteering to join a new Patient Participation Group (PPG).  We also involved our 

friends group ‘The Friends of Fordingbridge Surgery’ (FOFS), in this process.  The Fordingbridge 

Patient Participation Group was officially launched in March 2011.  The first formal PPG meeting 

was held on 7
th

 April 2011 which 14 people attended.  At this meeting the Aims and Objectives, 

Terms of Reference were agreed and a PPG Steering Group was formed.  PPG Steering Group 

meetings have continued mostly on a monthly basis, in addition there are regular emails and news 

bulletins sent by email or posted to all the members of the PPG virtual group (507 members) 

which are also available on the surgery website and by hard copy in all the surgery waiting rooms.  

Two Public Health events are also held every year. 

 

c) Summary of the PPG demographics and continuing recruitment and  

    engagement 
 

1. Total PPG membership is 507 patients 

2. Total PPG Steering Group membership consists of 10 volunteers:   

- Two GP Partners 

- Practice Manager 

- PA to Practice Manager 

- Six surgery patients, one of whom is the PPG Chairman 

- There are an additional three patients who have expressed an interest to join 

the PPG Steering Group and have been invited to attend the next meeting on  

16 April 2013 

3. Each age group of the Practice Profile is represented by the PPG 

4. 61% of PPG members are aged 65 years or over – this is considerably higher than the 

Practice Profile which is 25% of over 65 year olds.  Please see bullet number 6 below 

regarding action to improve this ratio 

5. There is a reasonably equal representation of male/female PPG members which is  

comparative to the practice profile - 45% Male / 55 % female 

6. An initial and specifically ongoing aim of the PPG is to regularly invite and encourage 

participation from a broad cross-section of the registered patient list.   From the present 

profile it is apparent that we need to encourage membership and feedback from a younger 

age group.  To this end, the Practice Manager and a GP have instigated meetings with staff 

and students at Burgate School Sixth Form Centre in Fordingbridge who are studying Heath 

and Social Care.  It is hoped that further work with those students will attract membership 

from the younger members of our population in the next few months.  The PPG is widely 

advertised and actively recruits patients to join.   

7. The PPG Steering Group have highlighted that carers in the practice population are not well 

represented or catered for in the community.  Work has commenced with regard to 

facilitating opportunities to include this group of patients.  The most recent recruit to the 

PPG Steering Group has a wealth of experience in ‘Care in the Community’.   
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d) Obtaining the views of registered patients 
 

The Patient Participation Group (PPG) is widely advertised and feedback is sought by the 

following methods:- 

 

� Posters in all surgery reception areas including Practice branch surgery 

� Notices displayed on the Practice website (see website www.fordingbridgegps.co.uk) 

� Patient Participation Group Leaflet which is available in all the surgery waiting rooms, handed 

to  patients in a cross-section of surgery clinics, incorporated into the New Patient 

Registration Packs and displayed on the surgery website 

� Public Health Event notices are published in local parish magazines and church groups 

including Alderholt Parish Magazine – full page advert (550 copies), The Courier and St Marys 

Parish Magazine 

� Posters are displayed in key areas of Fordingbridge Town and surrounding villages 

� Articles in the ‘Friends of Fordingbridge Surgery’ (FOFS) Newsletters which is emailed or 

posted to all FOFS members (534 members), copies are made available in the waiting rooms 

and on the Practice website 

� Regular bulletins are emailed/posted to the full PPG membership asking them to ‘spread the 

word’ and encourage new patients to join the PPG 

� Radio broadcast on Spire FM – February 2012 

� Press releases are sent to local newspapers inviting interested members of the community to 

join the group and attend Public Health Events including Salisbury / New Forest Journal, 

Ringwood and Fordingbridge News and The Fordingbridge Focus magazine – the latter are 

two free publications 

� PPG representatives attend key local community groups to facilitate attracting participation 

from a broader cross-section of patients relating to age, gender, and the ethnicity needs of 

the PPG 

 

Please see appendices on pages 23-28 as examples of a PPG Health Event poster, 

newsletter/bulletin and membership leaflet.  The PPG Steering Group is aware that further work 

is needed to proactively capture younger and mid-range age groups in line with the Practice 

Profile and this is included once again in our action plan. 
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Step 2:  Agree Areas of Priority with the PPG 
 

Through discussions between the surgery and the PPG steering group using feedback from the 

survey of the previous year (2011) including comments raised at the PPG Public Health Events, 

feedback from emails and letters sent to the full PPG membership, the following areas of priority 

were agreed:- 

 

• Review of newly launched (February 2012) GP Nurse Practitioner Triage System or ‘Same Day   

       Service’ Appointment System 

• Re-design of surgery car park  

• Maintain two way communication between patients and the surgery 

• Public Health Events 

• Maintain and build on PPG / PPG Steering Group membership – including young people and   

       carers 

• Health Promotion / ‘Expert’ Groups 

• Continued improvement of the surgery website 

• Secondary Care experiences 

• Improvements to the telephone system 

 

Feedback from patients at three public health events, see dates below, confirmed which priority 

areas were put forward for the 2012 survey, specifically questions about the appointment system 

and secondary care.  

 

 

            Dates of PPG Meetings         Dates of Public Health Events 

 

 

 

 

 

 

 

 

2011 2012 2013  2011 2012 2013 

07 April 01 February 14 February  27 September 22 March 21 March 

19 May 07 March 13 March   27 September  

02 June  29 May 16 April   

07 July 26 July   

09 August 26 September   

04 October 25 October   

29 November    
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Step 3:  Setting up and collating views through the use of a Patient Survey  
 

In July 2012 a ten question survey with an opportunity to add comments was agreed between the 

PPG and the Practice.  At this meeting the agreed areas of priority for this survey were the 

appointment system and secondary care experiences.   

 

In addition the following points were agreed:- 

 

• Distribution to commence in November 2012, with a minimum of 750 PPG patient surveys 

printed in order to receive credible statistics for analysis 

• PPG Survey to be anonymous unless the patient volunteered contact details 

• The survey to be handed out to patients by the receptionists at both reception areas and the 

practice branch surgery throughout the day to ensure the surgery profile of patients were 

captured 

• Survey to be emailed to the virtual PPG members 

• In an effort to actively encourage further feedback, a general comments box should be 

included in the survey 

• 200 surveys to be posted randomly to patients who had recent experience of the ‘Same Day 

Service’ triage system, with freepost envelopes supplied for replies  

• Freepost reply envelopes to be provided for patients who prefer to complete the survey at 

home rather than in the surgery waiting room 

 

Survey results to be collated and analysed for presentation by the PPG Chairman at the Public 

Health Event on 21 March 2013.   
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a)  PPG Survey – Timetable and Sequence of Events 

 
Stage Date - Timeline Action 

Stage 1 07 March 2012  

PPG Meeting 

Collation and scrutiny of completed 2011 surveys and 

comments from public health events.  16.5% of 

responders were dissatisfied with current appointment 

arrangements.  Practice developing new appointment 

system (launched February 2012) which should address 

difficulties.  Further work between Practice and PPG 

required. 

Stage 2 29 May 2012 

PPG Meeting 

Discussion as to alternative types of surveying.  Final 

agreement that a single survey would be simpler and 

easier to action. 

Stage 3 26 July 2012 

PPG Meeting 

PPG agreed not to use GPAC format but a simpler, more 

relevant style covering the comments on the 

appointment system raised from the previous survey 

and feedback from Public Health Events.  To be 

completed by February 2013. 

Stage 4 27 September 2012 

Public Health Event  

New appointment system and Secondary Care 

experiences were raised as topics and confirmed these 

areas as the basis of the next PPG survey. 

Stage 5 25 October 2012  

PPG Meeting 

PPG agreed the 2012 patient survey.  A comments box to 

be included to seek additional general feedback.    

Stage 6 23 November 2012 

Emails – PPG  

Patient Survey – drafts worked on and agreed.  Print 

1000 copies 

Stage 7 05/12/2012 - Launch 

of Patient Survey 

2012 

800 copies of the PPG Patient Survey were distributed in 

December 2012 and January 2013 via reception areas 

and 200 patient surveys were posted randomly to 

patients who had recent experience of the ‘Same Say 

Service’ triage system  

Stage 8 27 January 2013 Commence analysis of survey results 

Stage 9 14 February 2013 

PPG Meeting 

Initial Survey Results presented and discussed with PPG 

Steering Group.  Discussion about  presentation of 

results for Public Health Event on 21 March 2013 

Stage 10 March 2013 Draft Action Plan for 2013/14 – for discussion at PPG 

Meeting on 16 April 2013 

Stage 11 21 March 2013 Presentation of summary of PPG survey results at Public 

Health Event.  Invited questions and feedback from 

audience. 

Stage 12 March 2013 Publicise PPG Survey results with PPG report on surgery 

website, NHS Choices website, copy to the PCT and by 

hard copy in waiting rooms.   

Stage 13 March/April 2013 Email/Post PPG Newsletter/Bulletin following PPG Public 

Health Event, to all PPG members (507) including 

summary of PPG survey results and advise access to 

website for full PPG 2012/13 report and hard copy 

available in waiting rooms.  Invite patient feedback. 
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Step 4:  Discuss the findings of the 2012 PPG Patient Survey  
 

a) Summary of Results Analysis by PPG Steering Group 
(see analysis below) 

 

The PPG Steering Group met on 13 March 2013 to discuss the findings of the patient survey. 

 

� A total of 800 PPG Survey questionnaires were distributed in December 2012 and January 

2013 

� A total of 660 (83%) were completed and returned, which the PPG steering group consider 

to be an exceptionally good result.  

� The quality of response across the respondent community was extremely high 

� Not a single area of Practice activity illustrated a significant area of service dissatisfaction 

� An area where satisfaction fell below the upper quartile was the satisfaction of patients on 

being able to see their own GPs for routine appointments.   

� Of the 660 completed questionnaires received, 94 patients expressed their interest in 

participating in the PPG 

� Of the 660 completed questionnaires, 89 patients gave written comments.  The PPG 

Steering Group has analysed these comments.  The draft action plan for 2013/14 to address 

many of these comments 

� The results and comments from the survey were published at the PPG Public Health Event in 

on 21 March 2013 and attendees were invited to comment 

� The 507 Virtual PPG members to be informed by email/letter in March/April that the PPG 

survey results are available to view on the Practice website and by hardcopy in the practice 

waiting rooms.  Patients are invited to feedback their comments on this survey (2012) and 

invited to suggest topics for questions for the next PPG Survey (2013) 

� The PPG Chairman has commented that the new appointment system has proved to be a 

‘victim of its own success’ meaning that patients are learning to defeat the system, 

consequently the PPG must be forensic in its approach to survey analysis 
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b) Analysis of the PPG Patient survey 2012 results 

 

NOTE. The calculations exclude the ‘no answer’ numbers. 

Percentages are therefore based on net responses. 

 
Q1. Was your initial telephone call answered promptly? 

 

Q1. No answer 20 

  Yes                               88% 580 

  No                                 7.3% 47 

  Not sure                       1.8% 12 

 

659 responses, of which 639 (96%) expressed a view and 580 (88%) said YES. The percentage of 

the latter figure for each choice is shown ahead of the number of patients responding. 

59 people said NO or NOT SURE.  This represents 9.2% (7.3 +1.87%) of responders. 

THEREFORE, EVERY 11
th

 caller was NOT answered promptly.  

 

Q2. Did you have to call more than once? 

 

Q2. No answer 41 

  Yes                                10.3% 64 

  No                                  89% 553 

  Not sure 2 

 

660 responses of which 619 (93.7%) expressed a view.  553 (89%) of these did NOT have to call 

twice.   The percentage of the latter figure for each choice is shown ahead of the number of 

patients responding.    
 

THEREFORE 10.3% or EVERY 10th caller had to call TWICE (or more) 

 

There were also 59 narrative responses.  Of these, 68% encountered a busy line, were timed out, 

or advised by the answering software recording to call back.  Four converted themselves to ‘walk-

in’ patients, and the remainder had poorly defined responses such as cut-off or resolved problem 

by other means.  

 
Q3. Having spoken to the receptionist, was your call back within the timescale given? 

 

Q3. No answer 29 

  Yes                                   95% 600 

  No                                     1.5% 9 

  Not sure                             3.6% 22 

 

660 responses of which 631 (95%) expressed a view, and 600 of these (95%) said YES. The 

percentage of the latter figure for each choice is shown ahead of the number of patients 

responding. 

Of the 31 NEGATIVE responders, 22 (3.6%) were unsure and 9 (1.5%) said NO.   The RETURN CALL 

FAILURE RATE may therefore be as high as 4.8% or 1.4% at the lowest. 
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Q4. When you were called back, following discussion with the nurse or doctor, what was the 

outcome? 

 

Q4. 1. No answer 23 

  2. Telephone advice 14.7%                   94 

    

3. Same Day appointment with a Nurse 

or Dr 71.8%                 458 

  

4. Future appointment with a Nurse or 

Dr 10.6%                   68 

  5. Investigation 0.9%                     6 

  6. Home Visit 1.7%                   11 

 

660 responses of which 637 (96.5) answered this question. The percentage of the latter figure for 

each outcome is shown ahead of the number of patients responding. 

 
Q5. Were you satisfied with this choice? 

 

Q5.  No answer 26 

  Yes 95.1%                           603 

  No 3.6%                             23 

  Not sure 1.2%                               8 

 

660 responses of which 634 (96%) answered this question.   The percentage of the latter figure for 

each choice is shown ahead of the number of patients responding.  The DIS-SATISFACTION RATE 

for THIS question may therefore be as high as 4.8% AND IT IS SHOWN TO BE 3.6% at the lowest. 

 
Q6. Were you satisfied that the problem concerning you was addressed? 

 

Q6. No answer 18 

  Yes 92.2%                       592 

  No 4.0%                         26 

  Not sure 3.7%                         24 

 

660 responses of which 642 (97.2%) answered this question.   The percentage of the latter figure 

for each choice is shown ahead of the number of patients responding.    The DIS-SATISFACTION 

RATE for THIS question may therefore be as high as 7.7% AND IT IS SHOWN TO BE 3.7% at the 

lowest. 

 
Q7.  Would you be confident to use the Same Day Service again? 

 

Q7. No answer 16 

  Yes 93.1%                      600 

  No 2.4%                        16 

 Not sure 4.3%                        28 

 

660 responses of which 644 (97.5%) answered this question.  The percentage of the latter figure 

for each choice is shown ahead of the number of patients responding.  The NO-CONFIDENCE LEVEL 

for THIS question may therefore be as high as 7.7% AND IT IS SHOWN TO BE 2.4% at the least. 
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Q8. Do you feel able to make a routine appointment to see your own Dr or any Dr in a 

reasonable time frame? 

 

Q8. No answer 16 

  Yes 82.1%                  528 

  No 10.7%                    69 

  Not sure 7.1%                    46 

  

659 responses of which 643 (97.5%) answered this question.  The percentage of the latter figure 

for each choice is shown ahead of the number of patients responding.  The NO-CONFIDENCE LEVEL 

for THIS question may therefore be as high as 17.8% AND IT IS SHOWN TO BE 10.7% at the least.  

(Put another way; every 6
th

 to 10
th

 patient.) 

 

 
Q8.  COMMENTS:- 

 

1. This is an important data set.  The figures are significantly at variance from all other numbers  

     relating to patient satisfaction in this Survey. 

 

2. The figures are buttressed by comments in the narrative comments from patients. 

 

3. A significant aim of the development of the appointments system which SDS sought to achieve, 

    was to improve the ‘routine appointment’ performance.  We do not know from these numbers  

    whether progress in that direction has been achieved – a precise comparison with a pre-SDS  

    data set would be needed.  However we can conclude that, taken alone, these figures require  

    attention. 

 

Q8.  SUMMARY of Narrative patient comments. (on Same Day Service or other aspect of the 

appointments system.) 

 

1. 174 comments received.  Overwhelmingly positive  

 

Q9. Have you or someone close to you used any hospital or other secondary care service clinic(s) 

in the last year? 

 

Q9. No answer 78 

  Yes 62.8%                         365 

  No 34.4%                         200 

  Not sure 7.1%                           16 

  

659 responses of which 581 (88.1%) answered this question.  The percentage of the latter figure 

for each choice is shown ahead of the number of patients responding.  (It may be safe to conclude 

that 16 patients (7.1%) did not understand our explanation of what Secondary Care means.) 

 

 

 

 

 



 

 

The Fordingbridge Surgery – Dr H Morris & Partners 

 

15

 

 

Q 9 Narrative Responses. 

 

1. From the 581 responders, 360 told us where or what the experience was but often NOT 

both. 

 

2. The great majority of these (over 300) attended Salisbury District Hospital, as well as 

Fordingbridge, Lymington, Bournemouth & Christchurch, Southampton and New Hall 

Hospitals. 

 

3. A number took this opportunity to comment qualitatively – with an even split of GOOD or 

POOR. 

 

COMMENTS. 

 

1. Well over half of the Surgery’s responding patients (62.8% - 69.9% on these numbers) went to    

     secondary care in this survey period. 

 

2. There was sufficient confusion among responses to tell us that this work is useful and could be  

    refined in future. 

 

3. The conclusion from these figures is that more research is needed. 

 

Q10. If you or someone close to you has experienced any of these, how do you rate your 

experience? 

 

Q10. No answer 296 

  Good 72.6%                   265 

  Satisfactory 17.3%                     63 

  

Room for 

improvement 7.9%                      29 

  Poor 2.7%                        7 

 

659 responses of which 364 (55.1%) answered this question.   The percentage of the latter figure 

for each choice is shown ahead of the number of patients responding.  Reponses to this question 

tell us that 10% of patients rate their secondary care experience BELOW satisfactory – and three 

out of that ten think it to be POOR. 
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COMMENTS 

 

1. Some 56 comments were received (36 in the ‘Room for Improvement’ (RFI) or ‘Poor’ (P) 

bracket).  Twenty patients used the opportunity to compliment the surgery team in some 

way. 

 

2. Despite the question, patients chose NOT to separate surgery from secondary care in their 

comments, however all of the P and RFI comments related to Salisbury District Hospital. 

 

3. These figures are broadly what we expect to see since they compare roughly with ‘whole 

NHS’ figures. 

 

4. There was sufficient confusion among responses to tell us that this work needs to be 

refined in future. 

 

5. The conclusion from these figures is that more research is needed. 

 

 

Q11. Patient reaction on any aspect of service – especially on areas for improvement. 

 

1. There were 89 such comments. – including some negative that clearly related to POOR  

     secondary care. 

 

2. Overwhelmingly, the majority of responders took this opportunity to compliment the surgery. 

 

3.  The remainder (less than 25%) made suggestions or requests such as ‘More chairs with arms’ or  

     seeking ‘dispensary during lunch-period’ or improvement to out of hours and Saturday Surgery  

     availability. 

 

4. A small number also took this opportunity to reinforce their concern about the interrogative  

    style of the appointment system and waiting time to see ‘their own’ Dr. 
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Step 5 / Step 6:   Agree an action plan and publicise action taken 
 

Please note the following plan refers to actions taken in 2012 based on the survey of 2011 and 

associated patient feedback. 
 

Review of Action Plan from 2012 PPG survey 
ACTION POINT DATE IMPLEMENTED ACHIEVED 

Review new appointment 

system to ensure patients 

concern with obtaining a 

routine appointment has 

been addressed by the 

implementation of the new 

triage service 

December 2012 – via views from 

Patient Survey 

Achieved 

Routine appointments remain 

an area of concern for a 

minority of patients – further 

action 2013/14 

Clock in the waiting rooms March 2012 Achieved 

 

Car Parking Difficulties Car Park re-design  

Summer 2013 

In Progress 

Public Health Event  

September 2012 

Thursday 27 September 2012 – 

Public Health Event 

Fordingbridge Town Hall 

Achieved 

Maintain and Build on PPG 

Membership 

PPG membership has increased 

by 36%  

(April 2012-March 2013) 

Achieved 

Obtain PPG representation 

from local school 

Meetings:  10/07/2012 and 

28/02/2012 

23/11/2012 – Health Promotion 

and PPG information 

Work continues to progress 

Obtain PPG representation 

from local carers group 

 

 

October 2012 and 14/03/2013 

Meeting with Carers 

Coordinator of the Princess 

Royal Trust for Carers 

Work continues to progress 

“Expert Groups” / Health 

Promotion 

Complex area to be addressed 

broadly by Health Promotion 

displays and further 

development of the Practice 

website.  Prostate Cancer 

awareness month – March 2013 

Work continues to progress – 

targeted displays in surgery 

waiting rooms 

Improve Surgery Website September 2012 and ongoing 

throughout year.  Email/letter to 

all PPG Virtual Group members 

asking for feedback – comments 

and improvement ideas. 

Achieved initial objectives – 

although continued 

improvements necessary as 

information changes  

Increase PPG Steering Group 

Members 

February 2013 Achieved.  36% increase from 

April 2012 to March 2013.  

Ongoing to capture patients in 

all demographic areas 
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Step 5 and Step 6:  Agreement of Action plan and publication of action taken 

 
The following plan relates to actions required as a result of the 2012 patient survey 

 

Draft Action Plan 2013/14 
Following feedback from the patient survey 2012 and Public Health Events 2012 and 2013 

ACTION POINT DATE TO BE IMPLEMENTED ACHIEVED 

Requirement for more chairs for arms in 

the waiting rooms.  Practice to assess 

current patient use of chairs with arms if 

need identified Practice to buy additional 

chairs 

Assessment to be completed by 

June 2013 

In progress 

Dispensary to be open between 1pm and 

2pm 

September 2013 In progress 

Patient confidentiality – families/friends 

ability to share patient information.  

Completion of forms giving  ‘Consent to 

Share’ requires more publicity 

April 2013 In progress 

Increased provision of routine 

appointments with own GP 

Partnership Workload discussions 

continuing.  Resolution expected by 

year end. 

In progress 

Patient education the reason the 

receptionists need to establish the nature 

of patients’ illness 

July 2013 

(Hi-lighted at PPG Public Health 

Event in March 2013) 

In progress 

Increased Publicity 

‘Out of Hours’/111 Service 

April 2013.  (Hi-lighted at PPG Public 

Health Event in March 2013) 

In progress 

Reaching the Carers in the Community December 2013 In progress 

Understanding of the Ambulance Services 

– more supportive publicity for First 

Responders 

April 2013  (Hi-lighted by guest 

speaker at PPG Public Health Event 

in March 2013) 

In progress 

Health Promotion – continue with displays 

in surgery  

Quarterly  

June 2013 – Glaucoma Awareness 

In progress 

PPG Public Health Events Autumn 2013 and Spring 2014 TBC 

Expand PPG steering group and full 

membership to include patients of mid age 

range and younger patients.  Continue 

work with Burgate School, Fordingbridge 

July 2014 In Progress 

Secondary Care Experiences 

Further research required following 

feedback from survey 2012 

To be agreed with PPG In progress 

Patient Survey – 2013 

Request patient feedback for topics for 

survey questions 

Survey - Sept –Nov 2013 

Letter/email to patients March/April 

2013 

In progress 

Continued improvements to surgery 

Website 

2013/14 In progress 

Continued improvements to surgery 

telephone system 

2013/14 In progress 

Car Park Difficulties Car Park re-design Summer 2013 In progress 
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The draft action plan initially prepared by the PPG Chairman will be discussed at the next PPG 

meeting on 16 April 2013.  A copy of the draft plan together with a Chairman’s bulletin will be sent 

to the full PPG membership by mid April 2013, seeking comments and feedback.  Change will be 

implemented as required.   

 

The practice publicised this annual report on the surgery website, the NHS Choices website and 

sent copies to the PCT on 28 March 2013.  Hard copies of the report are also available for patients 

to read in all of the surgery waiting rooms. 
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Summary 

 

The 2012/13 report contains, of necessity, actions arising from the surveys and 

Public Health Events and patients feedback received during 2011/12 as well as the 

survey and feedback from 2012/13. The PPG continues to expand slowly and 

remains committed to improving patient communication, practice systems and 

general patient experience at The Fordingbridge Surgery.  We are constantly 

aware of the need to have representation from all age groups and patients with 

specific health needs; consequently we continue to strongly encourage all patients 

to become involved. 
 

Our sincere thanks go to the patients of Fordingbridge Surgery for their valuable 

comments and feedback, for completing the PPG surveys and for attending the 

Public Health Events.  Thanks are also extended to the PPG Steering Group for 

their hard work and dedication in helping us to continue to improve the 

Fordingbridge Surgery and to our guest speakers at the public health events who 

have given excellent presentations on each occasion.   
 

 

 

Michelle Raymond 

Practice Manager – 27 March 2013
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