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Patient Reference Group 

Forming a Reference Group 
Why form a group: 

To develop a structure that gathers the views of patients and enables the practice to obtain 
feedback from the practice population. 

How we advertised the group: 

The practice had previously set up a Patient Forum, however, despite best efforts patient 
participation is limited, and the last meeting had been over a year ago. 

In order to encourage patients to join the group and therefore increase our cross section of 
patients involved we advertised the group on the ‘Amscreen’ in the surgery, in the Practice 
Newsletter and also on the Practice Website.  

We also have a poster on the wall advertising the group and with the consent of the present 
members, their individual names.  Next to this poster is a suggestion box for patients, any 
items will be discussed at the Patient Forum meetings. Patients also speak to members 
direct with concerns which they would like the Patient Forum to address. 

Surgery staff brings the group/suggestion box to the attention of patient’s opportunistically. 

To compliment the physical group we have set up a virtual patient group.  Patients are 
invited to provide an e-mail contact address and surveys/ questions are sent to them. This 
again is advertised as above. All new patients are provided an application form at the time of 
registration and patients sent routine letters by the practice are also sent a flyer for the 
group. 

The above actions hopefully will generate participation from a cross section of the practice 
population which is as representative as possible. 

Deciding an agenda: 

Forum members and patient suggestions will dictate the agenda together with issues that 
the practice wishes to discuss. 

Following the re-introduction of the patient group a meeting was held on1st February 2012, 
the agenda was based on an ‘Access’ survey which had been carried out in the practice by 
an external source ( see Patient Forum minutes on this site, Survey 2011 and Access 
summary). 

The action points from the meeting were sent to the virtual group for approval. 
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The practice also undertook an in house patient survey based on ‘Access’ (see patient 
survey results on this site). 

These results will be discussed at the next forum meeting. 

Once changes are established further surveys will be carried out. 

Physical Group: 

We have 6 members, 3 men and 3 women, within the following age ranges: 

17-24  0 
25-34  0 
35-44  1 
45-54  1 
55-64  2 
65-74  0 
75-84  2 
85+  0 
 

Virtual Group: 

We have 14 members, 5 men and 9 women within the following age ranges: 

17-24  0 
25-34  0 
35-44  2 
45-54  5 
55-64  6 
65-74  1 
75-84  0 
85+  0 
 

All of the patients so far who have registered to join the patient Participation Group have 
indicated that they most closely identify with a White British ethnic background. 

The patients in both groups between them have experience of a wide range of chronic 
diseases including: 

Arthritis / Coeliac Disease / Diabetes / Heart Disease / Hypothyroidism / Osteoporosis / 
Respiratory Disease. 

Included also within the groups are patients in employment, retired patients, parents, parents 
with young children and carers. 

 

If you feel you could make a positive contribution to either of these groups please 
complete an application form. 



Patient Forum 

Wednesday 1st February 2012  

Present 

DM 

TS 

AS 

JM 

LJ 

Dr Zaidi 

Maureen Johnstone 

Mary Davidson 

Apologies 

EM 

Agenda 

Patient Forum Suggestion Box 

The suggestion box has not been particularly successful as in the year or so that it 
has been in place we have only ever had 3 suggestions in the box. 

2 suggestions have been received since the last forum: 

To be able to order prescriptions on the telephone - a pilot was introduced in 
May 2011 prior to the suggestion being made, details were displayed in the surgery 
for any patients interested.  This has proved to be successful and we are now 
actively encouraging patients to register. 

Have lady GP – Although we are presently not planning to appoint another partner, 
we do require the services of locum GPs. We have secured the locum services of a 
lady GP (Dr Paula Stidolph) to work on regular Fridays in the surgery. 

Patient Access Survey 

We recently took part in an access survey (which was conducted across South 
Tyneside) from the feedback we received from the external company; the areas we 
propose to look at are changes to the appointment system, after agreement with the 
patient forum members. 
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In the past we have tried various options. The survey suggested that we should 
change our booking from Pre-bookable /48 hour/Open on the day to 2/3rds of the 
appointments to be pre-bookable and 1/3 to be open on the day. 

To change the length of time you can pre-book appointments.  We presently only 
allow appointments to be booked 2 weeks in advance, this was changed to this level 
in order to attempt to reduce the ‘Did Not Attend’ appointments which at the time 
were running at approximately 150 per month. The present level is around 50- 60 per 
month. The suggestion was to change this to 6 weeks, however after discussing with 
the forum members we are in the opinion that we should amend to 4 weeks with a 
view to increasing to 6 weeks, if deemed appropriate. 

We anticipate that these changes will be in place in March 2012 

 

Virtual Patient Forum 

In order to get a wider opinion/input of our patients we are setting up a virtual patient 
forum. 

Patients will be contacted by e-mail with short surveys from time to time. They can 
then reply to our generic e-mail address. 

(The first survey will be issued prior to us introducing the changes in the appointment 
system) 

Registration forms are available in the surgery, on the notice board next to reception 

 

Practice Survey 

We will be undertaking a practice survey of patient’s attending the practice in early 
February 2012. Whilst we had drawn up a draft survey, we asked the forum 
members for suggestions of questions they wished us to ask patients. 

(See agreed survey for details – February 2012) 

Practice Website 

The practice now has a website, although it is in its infancy. Please have a look at 
the website and let us know what you think.  

www.eastwingsurgery.nhs.uk 

 

 



 

AOB 

Could we advertise that we now have a lady GP.   

This will be advertised on the ‘Amscreen’ in the surgery and in the patient newsletter. 

Posters in the surgery 

A comment was made that there are too many posters in the surgery on various 
subjects and that they are not at a good height for reading. We will take these 
comments on board and review what and how we display. A suggestion was made 
that we have a theme, although the consensus was that there should be a variety. 

Forum Minutes 

Patients have requested via forum members, that the minutes are made available to 
all. We will happily display in the surgery 

 

Meeting closed 7.20pm 
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Question 1 - Appointments to be reduced to availability up to 3 weeks in advance. 

 
Question 2 - Pre-bookable appointments to be reduced from 10 appointments 
per session to 8 appointments and Open on the Day to be increased from 5 
appointments to 7 appointments. 

 

  Q1 Q2 
For  238 260 

Against  19 22 
No Opinion  48 23  
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PATIENT PARTICIPATION GROUP 

MONDAY 11TH MARCH 2013 @ 6PM 
 

PRESENT 

BC 

LJ 

EM 

DM 

TS 

AS 

Maureen Johnstone 

Dr Zaidi 

Mary Davidson 

 

AGENDA 

Minutes December 2012 

Reviewed  

Patient Survey Results 

Following on from the December meeting.  Changes to the appointment system where 
suggested and agreed and approval was to be sort from the wider patient base. 

A survey with 2 questions was carried out in February 2013 in the surgery over a 10 day 
period. 

306 completed questionnaires were received 

Question 1 

Appointments to be reduced to availability up to 3 weeks in advance (previously 4 weeks) 

Question 2 

Pre-bookable appointments per GP session to be reduced from 10 per session to 8 and 
Open on Day appointments to be increased from 5 appointments to 7 

(see copy of survey) 
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These changes will be implemented with effect from April 2013. 

A short discussion took place with the PPG members as to what had already been tried in 
the surgery in previous years around appointments, and the overall thoughts were that it was 
a difficult area and that there would always be objections from patients no matter what. 



‘Did Not Attend’ patients 

An area that we discussed briefly in December 2012 and the surgery was to look to see if 
there were any trends. 

This area the members agreed impacts heavily on appointments, see below: 

�

�
The group suggested the following action: 

• A prominent display in the surgery around the number of patients who failed to 
attend, to include figures for a longer period which would have more impact and to 
break it down to  clinic level. 

    TOTAL AGE AGE AGE AGE AGE AGE AGE 

    
DNA 
APPT  

0 to 
4 

5  to  
14 

15 to  
44 

45 to  
64 

65 to    
74 

75 to   
84 85+ 

MONTH                   

2012                   

JULY   99 11 6 41 33 4 1 3 

AUGUST   68 7 2 33 19 3 3 1 

SEPTEMBER   93 6 2 51 20 6 7 1 

OCTOBER   95 9 4 35 24 11 10 2 

NOVEMBER   91 5 6 40 17 13 9 1 

DECEMBER   61 6 2 29 11 6 6 1 

2013                   

JANUARY   93 6 3 48 22 4 6 4 

FEBRUARY   79 9 4 37 16 6 7 0 

                    

    679 59 29 314 162 53 49 13 

          

Jul 2012  - Feb 
2013   538 38 27 242 131 47 41 12 

  male 257 23 14 109 63 23 22 3 

  female 281 15 13 133 68 24 19 9 



• Appointment slips to have a notice to cancel if not needed. 
• Surgery LED board to have ‘ Was that you?’ added to the DNA message. 
• Prescriptions to be updated with a reminder to cancel appointments that patients no 

longer need. 
• PPG members to devise a letter to be sent to patients who fail to attend    ( to be 

discussed at the next meeting) members to send draft letters to the surgery ( e-mail 
ews@gp-A88613.nhs.uk) Copies will then be distributed to members prior to the next 
meeting. 

 

Feedback Box 

There were 4 feedback slips in the box since the last meeting. 

3 slips were compliments for Dr Stidolph and  

1 slip related to appointments over-running in the surgery. 

This area was discussed: 

The forum members stressed that if a good job was being done they would be prepared to 
wait, however, they would like to be kept informed of how long they could anticipate waiting, 
in order to make an informed decision as to whether or not to rebook on this occasion. 

The surgery advised that a general appointment was 10 minutes but that the nursing staff 
dealing with chronic disease would often have 30 minute appointment. 

We are aware of the need to keep to the schedule, however, it would be inappropriate to 
finish a consultation prematurely for the sake of a couple of minutes, although if this happens 
with every patient you would soon be half an hour to an hour behind. 

However, often this is not possible, if the reason for delay is due to specific circumstance, 
e.g. Patient having a heart attack, collapse etc. 

 

Group suggest that reception staff advise patients of any waiting times when they arrive. 

Include a space for the date on the form, so that specific events could perhaps be looked 
into in more detail in the future. 

 

A&E Attendance 

There is concern at the number of patients who are attending A&E, when a more appropriate 
service is available e.g. minor injuries / walk in centre / Out of Hours / GP. 

The surgery continues to monitor this. 

Any suggestions as to how to educate patients to the most appropriate service would be 
gratefully received. 

 



Any Other Business 

Phlebotomy – patients who need fasting bloods, often have to wait in a long queue at 
8.30am.  

The surgery advised that bloods can be taken in the surgery by the Healthcare Assistant, in 
circumstances such as this. The Healthcare Assistants appointments are generally available 
at 8.30am but would need to be pre-booked. This should only be used in exceptional 
circumstances. 

 

Minor Operations – How long is the list at present?  The surgery advised that some 
patients may have been waiting up to 6 months for a procedure, but this was due to an 
oversight and all patients in this position should have been recently contacted. If this is not 
the case, please contact us. 

Generally a routine appointment can be up to approx 16 weeks. 

 

South Tyneside PPG – TS is to represent the surgery at this group.  The next meeting is 
scheduled for April. 

 

Antibiotics -  One member asked for comments from Dr Zaidi regarding the recent press 
coverage relating to the rise of antibiotic resistance warning from the Chief Medical Officer 
professor Dame Sally Davies. 

Dr Zaidi agreed with the comments and advised that there had been a low threshold for 
issue of antibiotics in the past and that this would need to be improved i.e. GPs to prescribe 
fewer antibiotic prescriptions, in order to tackle this as more and more infections become 
resistant to frontline antibiotics. 

 

Meeting closed 

 

7.15pm 
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