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The Patient Reference Group (PRG) 

 
This year has seen us struggle to keep numbers of the Patient Participation Group at acceptable 

attendance levels. When we have spoken to group 

members and other patients about this, the general 

consensus was that this was due to the high quality of 

service we provide – essentially the vast majority of people 

can see no reason to get involved when everything would 

appear to be as needed.  

Whilst the Riverside Partnership is reassured by this, we do 

not wish to become complacent and are continually looking to develop and improve. The current 

group consist of 14 members although only a few frequently attend meetings due to other 

commitments. 

We will in the coming year be looking to establish a virtual patient participation group of some 450 

members (5% of all Patients). We will also actively seek to increase numbers in the face to face 

grouping and increase frequency of meetings.  

Active Practice Involvement 
 

The current Patient Group members are very supportive and have on various occasions in the past 

year volunteered to attend surgery and assist patients booking in at reception by training them on 

our electronic book in screen. 

Members of the Group also volunteered to assist in the running of a 

cake and bookstall in the later part of last year to raise funds for 

Breast Cancer awareness – Part of the wear it Pink 

Campaign. 

We have also, on discussing the needs of 

Patients started hosted a number of Carers Workshops 

run by the Carers Federation. These have proved very popular and this 

is a partnership we hope to develop further in the future for the benefit of 

our patients and their carers. 

Thank you to everyone who has responded to our Patient Survey. The survey was carried out during 

March 2012, and during that time we’ve had 416 responses. 

Ethnicity of the Patient Group 

 
Current group demographic is 100% White British against a practice recorded patient ethnicity of 

89.5% White British or British mixed ethnicity. However, the practice has only been recording 

ethnicity for a small number of years, so patients registered for a long time do not have ethnicity 

records; this skews the data in favour of migrants to the area. By comparison the latest UK Census 

data show Retford as being 97% White British. 



 

Age of the Patient Group 
The age demographics of the PPG versus the Practice population are shown in Graph 1: Whilst 

younger age groups appear under 

represented by the PPG, anecdotally 

this appears to be representative of 

appointment usage, the older ages 

groups using the Practices services 

the most.  

 

 

 

Gender of the Patient Group 
 

The gender split of PPG versus the 

Practice population is shown in Graph 

2: Female representation of the PPG 

is higher that the practice 

demographic. This has been agreed 

with the PPG is an area for 

development. 

 

 

 

 



Practice Attendance of the Patient Group 

 
Finally, we looked at PPG member 

attendance at the practice. This was 

to ensure that the PPG truly 

represented patients who use the 

practice. (See Graph 3) 

 

 

 

 

 

Driving Change for 2013/14  

 
Following the 2012/13 Patient survey, priorities were discussed with the PPG for the coming year. 

Although access was generally considered acceptable, it was agreed there was some room for 

improvement.  Contacting the surgery by telephone was also an area targeted for improvement. 

One additional area highlighted for improvement was communication with patients. 

It was therefore generally agreed that the following were the top priorities: 

Improve communication with patients 

Improve our telephone response to patients 

Improved Access 

Many of the elements that make up 

the areas above had already been 

identified as early submissions to the 

Practice survey had been analysed and 

thus a draft action plan was already in 

place. 

Communications 
 

Telephones 
 

The Photograph on the right is a snap shot of our telephone usage monitoring software. The Practice 



invested in a new telephone system to help improve telephone access with additional lines and 

software to better help us understand demand. On a typical Monday morning the Practice will 

receive in excess of 600 incoming calls. (The photograph was taken at 12:14 after the lines had been 

open just over 4 hours). On any typical Monday the surgery in Retford receives over 1000 incoming 

calls. 

The software has helped us understand demand. At peak times average call waiting times can be as 

high as 3 minutes. On average throughout the week calls are answered within 1 minute. Whenever 

possible we have tried providing additional receptionists to answer calls during peak periods. 

However given limited resources and funding, it is not just about “extra hands”, but looking at 

smarter ways of working!  

The new software also records all calls into and out of the surgery which has helped us investigate 

those few complaints we receive. 

Text Message Reminders 
 
We now regularly use text messaging to remind patients of any appointments they have booked. In 

order to receive this service Patients need to make sure we have their mobile number. 

Televisions in the waiting Room 
 

 

We now have three televisions in our waiting room which display Patient and Healthcare 

information throughout the day 



 

New signage 
 
The PPG highlighted the problem of correctly identifying the room they were being called to so we 

provided the solution as seen below. 

 

 

 

 

 

 

 

 

 

Results from the2013/14 Patient Survey 

 
Ease of Access. 

 
Contacting the Surgery by 

Telephone 

 
In previous years one of the complaints has 

been the lack of ease in contacting the 

practice. It was agreed with the Patient 

Participation Group that we would try and improve in this area. This years survey shows that 82% of 

patients surveyed stated that access was good or better with a further 18% stating that access was 

fair. This figure was slightly down on the previous year but up on the figure of two years ago when 

79% felt access was good or better. 

Methods of booking 

Appointments 
 

In these modern times with increasing 

internet access 9% of patients have 

expressed a preference for booking their 

appointments by an online method. We have 



now instigated online booking of appointments. This will be limited initially as we gauge the reaction 

of patients. You should be able to book one appointment per patient up to two weeks in advance. 

We would also ask that you cancel your appointment as soon as possible if circumstances change. 

You can also cancel appointments on line which have been booked by telephone. We are also aware 

that not everyone is keen on the internet and will therefore be holding back the vast majority of 

appointments for booking appointments through traditional means.  

Urgent on the day Advice ï Telephone Advice Service 

 
Although we have had the occasional hic-

cup, our Doctors Telephone Advice Service 

has proved hugely popular with 98% of 

patients rating the service as good or better. 

No patients rated the service as poor and 

43% rated it as excellent. Given its success 

we are now looking at ways of developing it 

further and will be employing two Advanced 

Nurse Practitioners in the near future to 

help deal with Minor and Acute illness 

identified by this service. The Doctors will then be free to deal with those more complicated cases. 

Satisfaction with the day and time of Appointments. 

 
This is still an area for improvement. We now 

provide some appointments over lunch and in 

the evenings for those patients who do not 

want to take time off work for routine 

appointments.  We understand that during the 

current economic climate many employers are 

not keen to release people to see the doctor.  

We will therefore try and provide as much 

flexibility as possible with the resources and staff 

we have.  During the course of the survey we were 

slightly down on Doctor numbers due to sickness 

and the fact that Dr Patel had  left the practice. 

Hopefully our future plans for Advanced nurse 

practitioners and an additional Doctor will help 

improvements in this area. Despite the problems 

with availability however, the opportunity to see a 

GP within 48 hours showed an improvement in 

patient satisfaction.  Last year good or better was 



79% this 87%. Patients satisfaction with the hours that the surgery is open for appointments also 

improved in the last 12 months from 85% thinking it was good or better to 92% in the current 

survey! We asked patients if they would like us to be open longer on a few nights a week or until 

7:30pm everynight of the week. In response to the outcome ( Graph 10 ) we are now open until 7:30 

everynight. 

 

Graph 11 however shows that there is still a 

desire from some patients to see the surgery 

open on Saturdays and Sundays.  With our 

current resources this will be very difficult to do. 

However, we will talk with other nearby surgeries 

to see if we could provide an appropriate service 

between us. We now cover evenings and 

lunchtimes. 

 

Staff and Facilities 
Cleanliness and suitability of the waiting area 

faired well in this years survey. We are exremely 

proud of oyr staff at Riverside and this years 

survey would appear to justify that pride,  66% of 

our patients feel the were treated in an excellent 

manner by the staff, up from 51% last year and 99% felt they were treated in a fair or better manner. 

 



 

Communication with Patients. 
 

 

 

 

 

 

 

 

 

Text Messaging is the main system we use for 

reminding patients about ongoing appointments.  We 

currently have less than a quarter of the practice 

population listed to use this service. If you wish to 

take advantage of using this facility please ensure we 

have your mobile telephone number and permission 

to send you text reminders. This also helps cut down 

on missed appointments. In the first 9 months of the 

current year we had approximately 3200 

appointments missed by patients. A rate of one in 

every  I in approximately every 13 appointments. This 

equates to 250 hours of Doctor time and over 400 

hours of nurse time.  



Our new televisons provide useful healthcare information and updates to patients have proved 

extremely popular.  Over 95% of patients feel the information provided is good or better. 

The practice website is also growing in popularity.  Both the Patient Group and the Riverside 

Partnership feel that there is room for improvement however, and we are currently working on a 

new user friendley website to be launched in the coming weeks which will be both Tablet and Phone 

compatable for ease of use. 

Patient Feedback. 

Patient feedback has been consistent during the 

course of the year. The majority has been 

favourable and with many suggestions on things 

we can do to help. Unfortunately the main 

complaints about parking and having to wait longer 

than planned are out of our control. With regard to 

appointments not always running to time, ten minutes 

is only an average estimate for the time of each 

consultation. Our clinicians are trying to ensure that 

each patient receives the treatment they need but 

there are times when some appointments over run as doctors are trying to get to the cause of 

problems. Unfortunately there are times when there is a potential for serious illness and a Doctor 

needs to investigate symptoms thoroughly and this takes time. Doctors never know what problem 



will presented to them until the patient walks through the door. We apologise that sometimes this 

means you seeing the Doctor later than planned, but we know that all patients would prefer the 

Doctors to do a thorough consultation as opposed to a quick look in order to stick to schedule.  

Below are a list of comments from patients and responses from the Business & Practice Manager. 

As I don't work, the hours are fine for me. 

Having a nurse drop in service for 2 hours in the afternoon for 2 days a week for minor things and 

advice or employ anurse specialist who can prescribe if required, it would help free doctors 

appointments. BPM – We have recently recruited two Advanced Nurse Practitioners who are both 

prescribers. The first of these will be starting in June, we are still in the process of dev 

 

Ordering of Prescriptions. 
There has been some change in patients preferences as to how they prefer to order their 

prescriptions. Those prefering to order them in person have dropped by 4% whilst those who use 

the answerphone service have increased by nearly 8%. We have approximately 2000 Patients 

registered to use the online booking system but are keen to increase numbers in this area. 

 

Overall Satisfaction with Riverside Health Centre. 

 
As keen be seen in Graph 20, more than 56% of patients rate their overall satisfaction as being 

excellent and 97% feel it is good or better.  

The PPG reviewed the above information from the Patient Survey and have agreed with the practice 

that the main priorities are: 

1. Further Development of Telephone Advice 



2. Improved Website  

3. Maintaining the current High Standards 

We appear to be doing well but we do not intend to become complacent. We have not got 

everything right in the last 12 months, but we intend to reflect on our performance and try and 

improve wherever we can. We aim to be the very best Primary Care Provider we can be for our 

patients but we need help in doing that. With your feedback and involvement we intend to become 

“The Patients Choice!”  


