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Introduction 

This report is conducted in accordance with Patient Participation Direct Enhanced Service 

(DES) for GMS Contract and continues to outline the findings of the Patient Reference Group 

(PRG) from the year March 2013 to March 2014. At the time of publication there were 

4187registered patients, 2133male 2054female. The PRG started in 2011 and is ongoing. 

Feedback currently ranges from small group meetings or email/telephone conversations 

with the practice manager. 

Aims & Objectives 

The aims are to discover ways to improve the Practice and to evaluate changes made the 

previous year. Findings were based on the Practice patient questionnaire conducted 

between January - February 2014.  The questionnaire had the prior approval of the PRG and 

included their suggested questions. 

Terms of Reference 

This report is conducted as part 3 of the DES GMS contract for the NHS. Findings are based 

on a group of patients at the surgery who joined the PRG and from the outcomes of the 

Patient Questionnaire which can also be found on the website. 

The report aims to address the ideas and recommendations gathered at the PRG meetings 

and through the patient surveys in terms of improving the Practice. This report will be 

published on the Practice website www.stainesthamesidemedical.co.uk, a summary will be 

displayed in the surgery waiting room. 

Methodology 

As outlined in the DES Document part one and two a PRG group was established and 

continued to meet to discuss ways to improve the Practice and enhance the Patient 

experience. This was done as a focus group with a handful of patients also contributing via 

email and phone. A virtual group was considered, but following feedback from other 

surgeries about poor response it was decided to continue encouraging telephone contact 

and small group meetings.  This gives opportunity to those unable to attend meetings to 

contribute. Elderly patients like it.  

http://www.stainesthamesidemedical.co.uk/
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In addition a suggestion box has been placed in reception to try and encourage greater 

patient participation in the future. The current number of patients that have regular input in 

to the PRG is now  6. They have continued to meet and discuss the patient experience. The 

PRG demographics at the time of publication consisted of 6 members; 4 female and 2 male. 

Participant’s ages ranged from: 

18-35  - 1 

36-50  - 2 

51-65  - 1 

66-80  - 2 

 

For details on how the PRG was formed, please see part 1 DES documents. 

 

Results from PRG meeting 

 

The discussions at the PRG meeting were based on feedback from the Patient Questionnaire 

conducted recently and also on an ad hoc basis when patients wanted to contact the 

Practice Manager with any suggestions and ideas. Ideas were then passed along to other 

patients and discussed with GP’s in order to discuss the feasibility of suggestions made. 

Summary of Achievements from Action Plan 

Major Changes 

Recommendations & Implemented Changes from Action Plan 2013 

 

 The parking issue at the surgery has been an ongoing matter for the last two years 

due to nearby office workers and shoppers parking on or near the surgery.  Hence 

Staines ThamesideMedical Centre joined neighbours in petitioning Surrey County 
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Council for parking regulations to be implemented outside the surgery (2hrs max). 

This has now been enforced and the parking situation has improved. 

 Some patients felt that the surgery needed a more professional look. To help achieve 

this staff chose to wear a uniform. This has been a great success and is important too 

in identifying staff to patients. It also proved a morale booster and made everyone 

feel part of a ‘team.’ 

 Posters and a notice board in the waiting areas advertised nursing clinics. The 

number of nurses appointments have increased since last year. However, there still 

appears to be a number of patients seeing a GP instead of a nurse as was discussed 

at the Practice meeting. Educating patients on which services they can use is 

ongoing. 

 The PRG itself has currently changed format to be more inclusive and flexible to 

patients who are unable to attend meetings. Telephone feedback and a suggestion 

box in the waiting area have increased feedback from patients and PRG members.  

 Staines Thameside has been working with Diabetic National Services for Health 

Improvement to increase diabetic care. This aims to increase awareness and monitor 

diabetic care more closely to ensure national standards are met and the patients 

have the optimum outcome. 

 

Minor Changes 

 Changes to notice boards in waiting areas 

 Promoting the use of nurse led clinics to relieve GP appointments 

 Introduction of staff uniforms 

 Suggestion box in reception 
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Action Plan for next year (2014/15) 

 To discuss redecoration plans and assess budget.      Action: Practice Manager and 

GP partners.  By July 2014 have preliminary work costed, circulate to PRG for 

discussion. Work to commence by September 2014. 

 Continue working with Diabetic National Services for Health Improvement to 

increase diabetic care.       Action:  Practice Manager (MH), Diabetic Nurse (LH), GP 

leading on diabetes in the practice (SD).   April 2014 the final sponsored clinic will 

take place. By end of May the DNSHI nurse will have supplied the practice with a 

report outlining the progress of the project.  This analysis will help in planning the 

delivery of diabetic care. 

 

Conclusion 

The changes made and discussed in the action plan appear to have been successful so far 

according to our PRG members. The overall success will be determined by the smooth 

running of the surgery.  

A PRG has been useful in gaining ideas and feedback as to how best improve the patient 

experience. However, by adopting a more flexible feedback method patient participation 

has increased which is a positive outcome. 

The changes made over the last year has seen a more professional and flexible patient 

experience with increased care quality particularly in diabetic care. We aim to continue this 

in the future. 
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Further Information 
 

The opening hours are: 

 

Monday 8.00am-6.30pm 

Tuesday  8.00am-6.30pm 

Wednesday 8.00am-2.00pm 

Thursday 8.00am-6.30pm 

Friday 8.00am-6.30pm 

 

 

Extended opening: 

Tues 6.30pm-8.00pm 

Thurs 6.30pm-7.00pm 

To obtain access to services throughout the core hours, appointments can be made by 

telephone or in person. The surgery is also open throughout these times. 

Out of Hours 

The times at which individual health care professionals are accessible to registered patients 

is available outside normal surgery hours, out of hours cover is provided by Harmoni  which 

can be accessed via the 111 telephone number. 

Alternatively, patients can attend the Walk-in Centre at Ashford Hospital.The walk-in centre 

is not suitable for children less than 2 years of age or pregnancy problems.  

 

If there is a medical emergency patients should dial 999 for an ambulance or attend their 

local Accident and Emergency department. 

http://www.ashfordstpeters.nhs.uk/intranet/Ashford---/Coming-Int/Get-the-Ri/index.htm

