
Derbyshire & Nottinghamshire Area Team
2014/15 Patient Participation Enhanced Service REPORT

                                       

Practice Name: Melbourne Park Medical Centre

Practice Code:  C84116

Signed on behalf of practice: Dr Diane Ridley, Senior Partner Date: 03/03/2015

Signed on behalf of PPG: Mr Barry Moore, PPG Chair Date: 04/03/2015

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, letter and email

Number of members of PPG: 12 patient members
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Detail the gender mix of practice population and PPG:

% Male Female 
Practice 48% 52%

PPG 25% 75%

Detail of age mix of practice population and PPG: 

% <16 17-24 25-34 35-44 45-54 55-64 65-74 > 75
Practice 23% 10% 13% 12% 15% 11% 9% 7%
PPG 0 0 0 0 17% 42% 33% 8%

Detail the ethnic background of your practice population and PPG: 

% White Mixed/ multiple ethnic groups
British Irish Gypsy or 

Irish 
traveller

Other 
white

White 
&black 
Caribbean

White &black 
African

White 
&Asian

Other 
mixed

Practice 71% 1% 0% 1% 4%
PPG 75% 0% 0% 0% 0%

% Asian/Asian British Black/African/Caribbean/Black
British

Other

Indian Pakistani Bangladeshi Other 
Asian

Chines
e

African Caribbean Other 
Black

Arab Any 
other

Practice 6% 1% 8% 0%
PPG 8% 0% 17%
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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:
We have an open invitation for anyone who is interested to join our PPG. We have advertised with posters, included information and requests for members in
our patient newsletters and on our practice website. The PPG has made a ’door sized’ poster to place in the waiting room to advertise the PPG and also placed
a suggestion box on the reception to try and raise the profile to all out patients and help attract new members.
We have not excluded anyone – whether or not they can attend meetings. We initially asked what time of day and type of meeting would suit the members who
came forwards. We have chosen to meet in the evenings to facilitate attendance by those who work – however we realise this could exclude patients who are
carers for children/dependants who cannot come to an evening meeting. We are happy to be flexible as the make-up of the group requires.

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? 

Yes

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

35% of our adult population are aged between 17 and 44 yrs and we have no-one from this age-group on our PPG
We have tried speaking to some patients directly and also wrote to some patients directly from the younger age groups. However we have had no success.
Despite further advertising for younger group members via our practice newsletter (paper version in the practice and also posted on our website) we have had 
no new members come forward. Other than under-representation of our younger adult population, we feel we have good representation of men and women 
across the age and ethnic groups.

2. Review of patient feedback

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

PPG suggestion box comments
NHS Choices comments
Complaints & compliments received by the practice
Putting Patients First Campaign – PPG members were in the surgery and received some direct comments
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GP Patient Survey

How frequently were these reviewed with the PRG?

At each meeting (quarterly)

3. Action plan priority areas and implementation

Priority area 1

Description of priority area:

Respond to patient complaints about waiting time and in particular not being kept informed

What actions were taken to address the priority?

Practice discussed with PPG members and the strong feeling as that it is better to keep people informed at the outset as this is 
less likely to cause frustration if patients are aware of length of wait.

Result of actions and impact on patients and carers:

We have instituted a wipe board so that patients can see on arrival each GPs waiting time. This is regularly updated by the 
reception staff who have also received training to encourage and facilitate them to keep patients informed.
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How were these actions publicised?

Wipe board clearly on view and used in the waiting room and response on NHS Choices.

Priority area 2

Description of priority area:

Concern over safety in the car-park and access road raised by PPG members (especially whilst our building work is on-going – 
but also thereafter).

What actions were taken to address the priority?

Following discussion with the PPG the practice took the request to the premises developer for speed humps or 5mph signs

Result of actions and impact on patients and carers:

5mph signs provided by the developer have been attached to the sign posts on the approach access road to the car-park

How were these actions publicised?

5mph signs are clearly on view
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Priority area 3

Description of priority area:

Negative NHS Choices comments – how best to respond to these? The practice had hitherto not responded to any comments via 
this website.

What actions were taken to address the priority?

Discussed with the PPG how best to respond to the negative comments in particular. Practice concerns over the way in which 
patient reviews are displayed on the web page with a large red exclamation mark next to the practice. Effect on staff morale. PPG 
was extremely supportive and helped the practice to take a positive approach to responding to negative comments. Also agreed to
make patients who wished to make positive comments about the service 

Result of actions and impact on patients and carers:

The practice now responds to all concerns that are appropriately raised via the NHS choices website. Infrastructure is in place for 
practice management and the senior partner to receive email alerts when new reviews are added.

The issues raised will be brought to future PPG meetings for discussion and planning on whether any further action is appropriate.

How were these actions publicised?

The responses are posted on the NHS choices website and we have produced slips to give to patients detailing how to post 
comments.
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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):
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Last year we initiated pre-bookable appointments for 30% of our GP appointments based on a survey undertaken and discussion with the 
PPG.

Whilst this continues to be a source of comments, the practice and PPG have further discussed and agree that maintaining a 30/70 split of 
pre-bookable versus same day appointments probably is the best balance between responsiveness to urgent demand, reducing the number 
of ‘Did Not Attend’ wasted appointments and allowing patients to pre-book. Half of the pre-bookable appointments have been made available
on-line.

We have had positive feedback from patients regards the on-line booking system, though the demand for appointments (both same day and 
pre-bookable) can still outstrip the resources available to provide appointments. There is always a clinical triage system in place, so that any 
patient with an urgent problem will always be seen if clinically appropriate.

Prior to last year, the PPG had in integral role in the planning of our new premises development. The new building project is now well into its 
second phase with the practice now working from a new ‘wing’ whilst our old building is completely remodelled and re-furbished. The PPG 
has continued to contribute their views and support to any matters arising in relation to the premises development. The planned completion 
date is now early May 2015.



4. PPG Sign Off

Report signed off by PPG:    Yes 
Date of sign off: 04.03.2015

How has the practice engaged with the PPG:

How has the practice made efforts to engage with seldom heard groups in the practice population?
By holding open meetings up to 5 per annum, by notices, emails and suggestion box.

Has the practice received patient and carer feedback from a variety of sources?
Yes – detailed in the report.

Was the PPG involved in the agreement of priority areas and the resulting action plan?
Yes, we are fully involved with complaints and action plans to overcome any short falls from patients with GPs and administration staff. 
However we are not a complaints forum, there is a complaints procedure within the NHS that all patients and groups must adhere with.

How has the service offered to patients and carers improved as a result of the implementation of the action plan?
The PPG was formed prior to the medical centre being developed, we hope to have a more active involvement between GPs, patients and carer 
groups when the centre is fully operational in summer 2015

Do you have any other comments about the PPG or practice in relation to this area of work?
We are hoping to have group meetings when the new medical centre is fully operational.
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Please submit completed report to the Area Team via email no later than 31 March 2015 to:

 Derbyshire practices: e.derbyshirenottinghamshire-gpderbys@nhs.net

 Nottinghamshire practices: e.derbyshirenottinghamshire-gpnotts@nhs.net
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