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Mary Douglas, Chair of the PPG since 2012, has announced her intention to stand down at this year’s Annual 

General Meeting, although she will continue as a Committee member. The PPG Committee would like to thank her for 
her leadership throughout this time. 

 

 
1 Introduction 
 

This report outlines the activities of the PPG during 

2018. 

The PPG meets on the second Thursday of every 
month at Peartree surgery.. 

More information about the PPG can be seen at 
https://www.peartreegp.co.uk/practice-info/patient-

participation-group/ 
 

 Table 1: Attendance at meetings: 

Staff is Practice Manager or Deputy Practice Manager 
 

Councillor Steve Roberts of Peartree Ward has now 
started joining the meetings as a guest. 
 

The number of members on the mailing list decreased 

by a nett 5 during 2018. 
 

 Table 2: Membership of the mailing list 
 

Month Members 

Total at end 2017 102 

January 2018 -1 

March 2018 -1 

April 2018 1 

May 2018 -1 

June 2018 -2 

December 2018 -1 

Total at end 2018 97 
 

A total of 83 communications were distributed to the 

mailing list during calendar 2018, an average of 7 per 
month. 

 

2 Activity 
 

2.1 Matters discussed at various meetings 
 

 Practice web-site 

 National Association for Patient Participation 

 Patient letters – results of tests etc. 

 Patient surveys (see 2.2 and 2.3 below) 
 Data protection legislation and access to records 

 Patient Locality Network (was PCG) 

 Staff training 

 Practice Patient demographics analysis and local 

Practice comparisons 
 Appointments system 

 Patient education 

 General Medical Council services contract 

 Complaints procedure 

 Flu jabs campaign 

 Wheat Quarter development 

 Healthcare plans 

 CQC report (see 3 below) 
 Mental health support 

 Recruitment of PPG members 

 Practice objectives for 2019 
 

This is not a complete list of matters discussed at 
meetings but serves to show the range of topics. 
 

2.2 Waiting room survey 
 

113 surveys were carried out through the year by PPG 

members to understand what patients, in waiting 

rooms, thought of the triage-based call-back and 
appointment booking process. 

Summary results from the survey: 
 

1 Generally, how easy is it to get 

through to someone at your GP 
surgery on the phone?  

Very or fairly 

easy 

65% 

2 Last time you wanted to see or 
speak to a GP or nurse from your 

GP surgery, were you able to get 

an appointment to see or speak 
to someone?  

Got an appt 
or had to 

call back for 

one 

91% 

 Month Mems GP Staff Pharm Guest 

11/01/18 6 0 1 0 0 

08/02/18 6 0 0 0 0 

08/03/18 6 0 1 0 0 

12/04/18 9 0 1 0 0 

10/05/18 8 0 1 0 0 

14/06/18 9 0 1 0 0 

12/07/18 6 0 1 0 1 

09/08/18 5 0 1 0 0 

11/10/18 7 0 0 0 0 

08/11/18 7 0 1 0 1 

13/12/18 5 0 1 0 1 

Average 6.7 0.0 0.8 0.0 0.3 

10/01/19 9 0 0 0 1 

14/02/19 7 0 1 0 1 

https://www.peartreegp.co.uk/practice-info/patient-participation-group/
https://www.peartreegp.co.uk/practice-info/patient-participation-group/


3 How convenient was the 

appointment you were able to 
get?  

Very or fairly 

convenient 

89% 

4 Overall, how would you 

describe your experience of 
making an appointment?  

Very or fairly 

good 

65% 

6 How long did you have to wait 

for a GP to call you back?  

0 – 4 hours 91% 

8 How satisfied were you with 

the triage call-back process?  

Very or fairly 

satisfied 

87% 

 
 

2.3 On-line survey 
 

Also during 2018 a more comprehensive survey was 
conducted on-line to understand the levels of 

satisfaction of visitors to the web-site. 
The level of satisfaction in each area was increasing 

throughout the year.  

Summary results from the survey: 
 

1 Generally, how easy is it to get 
through to someone at your GP 

surgery on the phone?  

Very or fairly 
easy 

59% 

2 Last time you wanted to see or 
speak to a GP or nurse from your 

GP surgery, were you able to get 

an appointment to see or speak 
to someone? 

Got an appt 
or had to 

call back for 

one 

80% 

3 How convenient was the 
appointment you were able to 

get?  

Very or fairly 
convenient 

75% 

4 Overall, how would you 
describe your experience of 

making an appointment?  

Very or fairly 
good 

54% 

10 How long did you have to 
wait for a GP to call you back?  

0 – 4 hours 85% 

12 How satisfied were you with 

the triage call-back process?  

Very or fairly 

satisfied 

77% 

 

3 CQC report 
 

In September 2018 two PPG members were 
interviewed by Care Quality Commission inspectors as 

part of their follow-up inspection after those in 

October 2016 and July 2017. 
The results of the three inspections were: 
 

Inspection 

areas 

Oct 

2016 

July 

2017 

Sept 

2018 

Safe Inadequate Good Good 

Effective Requires 
improvement 

Good Good 

Caring Good Good Good 

Responsive Requires 
improvement 

Requires 
improvement 

Good 

Well-led Inadequate Good Good 

Specific 
services 

Inadequate Good Good 

Overall Inadequate Good Good 
 

The full reports can be seen at 

https://www.cqc.org.uk/location/1-2936967807 
 

4 In case of emergency 
 

The fact that NHS systems are still not "joined up" 

means that, in the event of an emergency, paramedics 
and hospital staff do not necessarily have immediate 

access to a patient's medical records held at their 
Practice, including information on existing conditions 

and medication etc. 

The PPG therefore regards it as essential, particularly 
for older patients, that they carry some form of 

medical "identity" with them at all times. There are 
many devices available to enable this, the most 

common being identity bracelets or pendants that can 

be worn unobtrusively. One particular web-site can be 
found at 

https://www.sostalisman.co.uk/ 
 

Another good idea is to add the telephone number of a 
relative or close friend to your mobile ‘phone contacts 

with the name ICE (In Case of Emergency). 
Emergency services will check your ‘phone for this 

number if you are involved in an emergency. 

 
However the ‘phone must not be locked with a PIN 

code, pattern or fingerprint thus preventing access to 
the ICE contact details. 
 

5 Further information 
 

To join the PPG, or get more information, e-mail 
info.peartreeppg@yahoo.com 

 

The Peartree Practice web-site is at 

https://www.peartreegp.co.uk/ 
 

The National Association for Patient Participation is at 

www.napp.org.uk 
 

The East & North Herts Trust web-site is at 
www.enherts-tr.nhs.uk 

 

The East & North Herts Clinical Commissioning Group 

web-site is at 

http://www.enhertsccg.nhs.uk/ 
 

The NHS Choices web-site is at 
https://www.nhs.uk/pages/home.aspx 
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