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Patient Participation Group Report March 2014
Practice Profile
Woodlands Surgery has a practice population of over eleven thousand patients.
The korner bands of the practice population are as below:
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Woodlands Surgery has a high proportion of under sixty-five year olds and the
patient population is mostly employed White British.
The surgery is in a reasonably affluent part of Surrey although it does encompass
small pockets of deprivation.
The surgery is open Monday to Friday 8am to 6.30pm. The practice provides
extended hours on Saturday mornings and also before 8am on Tuesday mornings.
This enables patients’ access to appointments outside of core hours.
Pre bookable and book on day appointments with both GPs and Practice Nurses are
available for all clinics.
Patients are able to make appointments either in person or by telephone. The
practice now also offers patients the opportunity to make their appointments online.

Process for establishing our Patient Group
Woodlands Surgery’s’ patient group was set up in 2011. The surgery investigated
the best way for the group to be representative of its registered patients.
After discussions with practices within our commissioning group (ESyDoc) and after
discussions with the PCT PALS advisor the surgery decided to create a virtual
patient group. The main reason for creating a virtual patient group was due to the
high percentage of our patients being at work during the week and therefore finding it
difficult to attend face to face meetings.
Invitations to join the patient group were given out by GP’s during consultations,
invitations and the patient participation group contact form was put up on the practice
notice boards and leaflets were displayed within the surgery and a message was
placed on the surgery website (www.woodlands-surgery.co.uk) along with a
downloadable version of the contact form. The surgery tried to encourage patients
from many different groups such as carers, young families, patients with chronic
diseases, patients of different ethnic origin, disabled patients.
During the past year over 500 patient participation group forms have been given out
to patients of Woodlands Surgery. The practice currently has ninety-three patients in
its patient group. The good news is that this number is increasing on a weekly basis
as the advertising of the group has not ceased because the surgery aims to increase
this; both in number and in patient diversity. All of the practice staff have received
training on advising patients about the patient group and are being encouraged to
mention it when communicating with patients.
The current members are varied in ethnicity and ages. Please see graphs on the
next page which demonstrate this.
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Age of Patients in Patient Group 2014

Under
16-24
25-34
35-44
45-54
55-64
65-74
75-84
Over 84

Ethnicity of Patients in Patient Group 2014

British
Irish
White & Black Caribbean
White & Black African
White & Asian
India
Pakistani
Bangladeshi
Caribbean
African
Chines
Other

Actions from last year’s patient survey
All of the patients who joined the virtual patient group last year commented that it
would be useful to be able to make appointments online. The Practice Manager
discussed this with the GPs and it was agreed that the surgery would implement this
service for the patients.
The practice now has many patients making online appointments and receives
applications from patients to join up to this service on a daily basis.
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The review of the online appointment service showed that the service was successful
and popular with patients. It has therefore been agreed that the service provision of
online appointments will continue at Woodlands Surgery.
Agreed Priorities for 2014
Once a patient has completed a contact form the Practice Manager sends an email
to the patient to ask what of the following they think are the most important issues on
which the surgery should focus on initially;






Clinical care
Access to appointments
Reception issues
Opening times
Parking and so on

The majority of patients that have joined the virtual patient group during the past
twelve months have commented that access to appointments is good but that it
would be advantageous for patients to be able to order their repeat prescriptions
online.
The practice held a meeting in November 2013 to discuss the content that was
needed for this year’s survey and that this year the content would be agreed with the
virtual patient group and the survey would be given to 250 patients (50 for each GP)
by receptionists when patients come in to the surgery.
It was agreed with members of the virtual patient group that patient access should be
a priority. We do currently have the facility for patients to make their appointments
online and are interested to find out if patients would like to order their repeat
prescriptions online and would like to include this as part of the survey as well as how
easy patients find it to get an appointment on the day and also to be able to book
ahead.
Comments from members of our virtual group included the following;
“From what I can make out by comparing our surgery with those of our relatives, it
seems that we are very fortunate to have such good service.
In our opinion, this patient access is very important and should be included in the
survey. We also think that requesting repeat prescriptions on-line is an excellent
idea, thus saving valuable Doctor time for those who really need it. (Making sure the
patient sees the Doctor after a set period of time so that the patient is monitored of
course)”
“I would really love to vote for on line prescription requests.”
“I do think patient access would be a good subject topic. Also the new database that
is being proposed within the NHS and general use of internet appointments and
repeat prescriptions.”
“Parking also always seems to be a hot topic and with further parking restrictions
coming in along Woodlands Road, may be quite topical.”
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Results of Patient Survey 2013/2014
The following survey was given out to 250 patients who had come in to the surgery
either for an appointment, to collect or order prescriptions etc. Patients were given
the opportunity to take a survey home to complete and return to the surgery so that
they did not feel under pressure to complete the survey then and there.

Which age group do you come under?
Over 65

46-65

26-45

16-25
0

20

40

60

80

100

If you need to see a GP urgently, can you normally get
seen on the same day?

Don't know / never
needed to
No
Yes
0

50

100

150

200

How important is it for you to be able to book
appointments ahead of time in your practice?

Not important

Important

0

5

10

15

20
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How easy is it to book ahead in your practice?

Haven't tried
Don't know
Not at all easy
Not very easy
Fairly easy
Very easy

0

2

4

6

8

10

12

How would you normally book your appointment at
your practice?
Doesn't apply
Online
By phone
In person
0

50

100

150

200

Would you like to order your repeat prescriptions
online?
Don't know

No

Yes

0

20

40

60

80

100

120

140

160

Patient comments;
 “This is the best surgery I have been registered at. The appointment system
is perfect. The doctors and nurses are brilliant.”
 “Getting better than it was, receptionists are much nicer than they used to be –
helpful and welcoming now. “ next to “How easy is it to book ahead in your
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practice” – “Getting better than it was.” “I would also like to be able to get
messages to the doctor online too, and get his replies online.”
“Can get seen on the same same for the children definitely – am or pm.”
“No prescriptions ordered N/A”
“Make appointments by phone if I can get through!”
“I have found the surgery very helpful most of the time. When I have had to
get an appointment it has been very easy and quick, which I believe is unusual
nowadays.”

The results of the survey have been published on the practice website. As of the end
of March 2014 communication with the virtual patient group is ongoing.
On the 25th March 2014 the GPs and Practice Manager met to discuss the findings
from the survey.

Action Plan
At the meeting on the 25th March 2014 all of the points from the patient survey were
discussed. It was noted that the majority of patients who completed the survey
stated that they can normally be seen by a GP on the same day. The survey also
showed that it is important for patients to be able to book their appointments in
advance and that the majority of patients who completed the survey felt that this was
quite easy to do.
When reviewing how patients usually book their appointments it was noted that the
number of patients making their appointments online are much less than those who
either telephone or come into the surgery. It was agreed by all that the service of
booking patient appointments online needed to be advertised more in the practice i.e.
by posters in patient areas.
The patient survey and also the feedback from the virtual patient group has shown
that patients would like to order their repeat prescriptions online. Last year the
practice did trial this system for a three month period and the practice decided at the
meeting that this would now go live for all patients who wished to utilise this service.
Another point that did arise from both feedback from the virtual patient group and
also the patient survey was that a small number of patients would like to be able to
communicate with their GP online. This was discussed by all present and it was felt
by clinicians that they do need to either see a patient or at least speak to a patient in
order for either a diagnosis to be made or appropriate advice given. The surgery has
also been unable to provide patients with an online message service as the surgery
is currently unable to set up a fail safe system for this to work. The practice is
currently liaising with the clinical system supplier though to see if there are any
possible online message systems available which would prove appropriate.
Parking at the surgery was also discussed at the meeting. The surgery is unable to
provide further car park space however the GPs have requested that the local
Borough Council put parking bays for patients on the road outside the surgery. This
is still under consideration with the Borough Council. This was requested last year
following the previous patient survey and the practice is still working with the Borough
Council to arrange this.
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The surgery does have a facility for patients who find it difficult to get to the upstairs
consulting rooms; they can request at reception to be seen in one of the downstairs
consulting rooms. All present at the meeting on the 25th March 2014 felt that
communication regarding access for patients needed to be improved. This would be
done by communicating all of the above patient comments to the staff at the next
staff meeting, by continuing to expand the virtual patient group and by
communicating frequently with the virtual patient group.

Communication with the practice population
This report will be made available for patients to see in reception and will also be
published on the practice website www.woodlands-surgery.co.uk
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