
 

P O R T S D O W N  G R O U P  P R A C T I C E  

 

M A R C H  2 0 1 5  

 

P A T I E N T  R E F E R E N C E  G R O U P  

 

R E P O R T  

 

( P R G )  

 

 

 

 

 

 

 

 



 NHS Portsmouth Patient Participation Scheme    DES 2011 – 2015 Fourth Year End Report         20
th

  March 2015          2 

 

 

 

TABLE OF CONTENTS 
 DESCRIPTION PAGE 

 Introduction 3 

 Aims & Objectives/Review of 2011-2015 5 

Step 1 Develop a structure that gains the views of patients & enables feedback e.g. 
Patient Reference Group (PRG) 

6 

Step 2 Agree areas of priority with the PRG 7 

Step 3 Collate the views through the use of a survey 8 

Step 4 Provide the PRG with the opportunity to discuss the findings and reach 
agreement with the PRG on the changes to services 

9 

Step 5 Agree action plan with the PRG and seek PRG agreement to make changes 11 

Step 6 Publicise actions taken 12 

 APPENDIX  

 Appendix 1a  - Summary of Patient Demographics 13 

 Appendix 1b  - Patient Demographics as of 8th March 2015 14 

 Appendix 2  - New patient registration form 15 

 Appendix 3  - PRG Email Contact Form 2015 17 

 Appendix 4  - Website for recruitment 20 

 Appendix 5  - Poster to join Patient Representation Group 21 

 Appendix 6  - Initial Email 22 

 Appendix 7a  - Questionnaire 23 

 Appendix 7b  - Paper copy of Questionnaire with cover letter 27 

 Appendix 8   -  First Email Questionnaire 32 

 Appendix 9  - Reminder Email Questionnaire 33 

 Appendix 10  - Questionnaire with results recorded 34 

 Appendix 11  - Email Invitation to Meeting 37 

 Appendix 12  - Feb PRG Meeting Poster 2015 38 

 Appendix 13  - Full Meeting Minutes 39 

 Appendix 14a  - Action Plan 43 

 Appendix 14b  - Agreement Email 44 

 Appendix 14c  - Meeting Minutes Summary 45 

 Appendix 15  - PRG Committee Minutes 46 



 NHS Portsmouth Patient Participation Scheme    DES 2011 – 2015 Fourth Year End Report         20
th

  March 2015          3 

INTRODUCTION 

  
The practice has been established in the Portsmouth area for many years and we have always been proud of our 
history and heritage of providing top quality care for all our patients. 

 
We operate from five sites covering Portsmouth and the surrounding area. The five surgeries are located in 
Crookhorn Lane (Waterlooville) to the North, Cosham Park Avenue and Allaway Avenue (Paulsgrove) in the middle, 
Kingston Crescent, North End and Somers Town Surgery, both of which serve the Southern part of our area. All our 
surgeries are easily accessible by bus – using either the First Group Number 7 (for Kingston Crescent, Cosham and 
Crookhorn) or the Number 1 (for Kingston Crescent, Cosham and Paulsgrove). Three of our surgeries have the 
added advantage of having Pharmacies located within the building, which makes dealing with prescriptions 
particularly easy. 

 
We have 24 doctors; 4 nurse practitioners and 2 GP registrars; each doctor has their own “home” surgery 
where they are based which allows us to give continuity of care.  We also have 15 Practice Nurses and 6 Health 
Care Assistants who work across all sites. 

 
The surgeries are open Monday to Friday (apart from Paulsgrove which is closed on a Friday) from 08.00 to 
18.30; in addition to this we operate extended hours at various times across four of our surgeries, we also offer 
appointments on a Saturday at three of our surgeries on a rotational basis.  
 
Clinic times are detailed below. 

 
Cosham Park House 
Cosham Park Avenue 
Cosham 
Portsmouth 
PO6 3BG 

 

Mondays 08:30 – 11:30, 14:30 – 17:30 and 18:30 – 20:30 

Tuesdays 08:30 – 11:30 and 14:30 – 17:30 

Wednesdays 08:30 – 12:30 and 14:30 – 17:30 

Thursdays 08:30 – 12:30 and 14:30 – 17:30 

Fridays 07:00 – 08:00; 08:30 – 11:30 and 14:30 – 17:30 

Saturdays Rotating across three sites 

Crookhorn Lane  

Purbrook  

Waterlooville  

PO7 5XP  
  

Mondays 08:30 – 12:00 and 14:00 – 17:30 

Tuesdays 08:30 ‐ 12:30, 14:00 – 17:30 and 18:30 – 19:30 

Wednesdays 08:30 – 12:30 and 14:30 – 17:30 

Thursdays 08:30 – 11:30 and 14:30 – 17:30 

Fridays 07:10 – 08:00, 08:30 – 12:30 and 14:30 – 17:30 

Saturdays Rotating across three sites 
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Kingston Crescent Surgery 
92 Kingston Crescent 
North End 
Portsmouth 
PO2 8AL 

 

Mondays 08:30 – 11:30, 14:30 – 17:30 and 18:30 – 20:00 

Tuesdays 08:30 ‐ 11:30 and 14:30 – 17:30 

Wednesdays 08:30 – 11:30 and 14:30 – 17:30 

Thursdays 08:30 – 11:30 and 14:30 – 17:30 and 18.30 – 20.00 

Fridays 08:30 – 11:30 and 14:00 – 17:30 

Saturdays Rotating across three sites 

Paulsgrove Surgery   

194 Allaway Avenue   

Paulsgrove   

PO6 4HJ   
  

Mondays 08:30 – 12:00 and 14:00 – 17:00 

Tuesdays 08:30 ‐ 11:30 and 14:30 – 17:30 

Wednesdays 08:30 – 11:30 and 14:30 – 17:30 

Thursdays 08:30 – 11:30 and 14:30 – 17:30 

Fridays Closed  

Somers Town Surgery   

Somers Town Health Centre   

Blackfriars Close   

Southsea   

PO5 4NJ   
   

Mondays 8.00 - 12.20 and 13:30 - 17.20 

Tuesdays 7.00 - 12.00 and 13:30 - 17.20 

Wednesdays 8.30 - 12.30 and 14:30 - 17:30 

Thursdays 8.30 - 12.30 and 14:30 - 19:30 

Fridays 8.30 - 12.30 and 14:00 - 17:00 

 
We offer a variety of clinics at our surgeries. These include: Cervical Smears; Child Immunisations Chronic Disease 
Management, Coil Fit; Family Planning; Healthy Trainers; Maternity Services; Minor Surgery; Smoking Cessation, 
and Travel.  Please see our website for full details of the services offered. 

 
The Practice already has an active patient feedback group called ‘The Friends of Portsdown Group Practice’ which 
was started in April 2005. The group concentrates on running charity events to raise money for the practice; and 
to date they have raised in excess of £75,000. The money raised is then used to purchase additional equipment 
which benefits patients. To date some of the equipment purchased includes 4 x portable ECG machines; 4 x 24 hr 
BP Monitors; 4 x Spirometry Equipment (used to assess patients with respiratory problems) numerous sets of 
weighing scales. 

 
The Practice originally signed up to the Patient Reference Group Enhanced Service in 2011 to encourage good 
communication with its patients and to find ways to improve the services it provides. 

 
The Patient Reference group is now in its fourth year of existence and continues to work towards its original 
purpose of ensuring that patients are involved in decisions about the range and quality of services provided by 
their practice. 
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AIMS & OBJECTIVES 

 
We have an on-going recruitment campaign to promote the group and expand its membership. This report deals 
with the results of the new questionnaire for 2014/2015 survey and summarises the priority ideas and how they 
were taken forward and implemented by the practice. 
 

Summary of the agreed areas of change for the previous 2013-2014 
 
Produce a patient newsletter explaining in detail the Functions and roles of:



a. The Clinical Commissioning Group (CCG) 
b. Care Quality Commission (CQC) 
c. Research that the Practice is involved with 
d. Friends of Portsdown Group Practice update 
e. Travel Clinic 
f. Hobbs Rehabilitation neurological Specialists 
g. Also cover the additional services on offer at the practice 

i. Services offered within the practice 
ii. Services that the practice are involved with


The newsletter was produced March 2014 copies were printed and left in reception areas, and an email was sent to 
all PRG members with the newsletter attached.
 

The following objectives have been agreed for 2014/2015 Survey 

 

 Continue to expand the current PRG and ensure that its members are representative of the Practice 



 Complete a Practice survey by giving out questionnaires to patients attending the surgery over a six week 
period. 



 Boost members from the less represented groups within the current PRG 



 Discuss the implementation of the areas suggested within the Practice survey with the members 
of PRG 



 Hold a general meeting with the PRG members to outline the results of the survey and discuss the results. 



 Once agreement reached on which areas are to be implemented, email the suggestions to the PRG 
members asking for feedback 



 Produce the final report for publication on the Practice website www.portsdowngrouppractice.co.uk; 
email the report to all PRG members and produce hard copies of the report and leave at the reception 
desk at each surgery. 
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STEP 1 
 
PRACTICE PROFILE 

 

Since our original PRG was formed in 2011 the Practice Demographics have changed very little as the table 
below demonstrates: 
  

8th March 2015 33679 

March 2014 33409 

March 2012 29439 

March 2011 29390 

 
The Summary of the patient reference group demographics can be seen in Appendix 1a and 1b at the end 
of this report. 
 

As the practice wanted to keep the PRG a virtual group no postal recruitment was undertaken at this 
time. 
 
The Practice PRG committee met on the 1st September 2014 (Appendix 15) to discuss recruitment 
through the registration and a 6 week recruitment form campaign. The results from this campaign 
showed a very poor response from Ethnic Minority groups and the over 64 year group.  
 
Therefore following another committee meeting on 14th October 2014 (Appendix 15) we extended the 
recruitment campaign another 4 weeks and asked our clinicians to approach patients in these 
underrepresented demographics during consultations, but only if appropriate. Although not a great 
success this did recruit an additional 12 members from some of the less represented groups. 

 Pakistani 1 to 2

 Chinese 1 to 3 

 African - 4 to 7

 Age bracket 65 – 75 - 38 to 44 
 

With natural wastage the PRG membership now totals 594, the majority of which still remain 
predominately White British; the age range is 17 to 64 years and almost 3:2 female to male ratio. 
 

We now currently have 594 members and continue to recruit new members by the same methods 
used in previous campaigns: 
 

 Email option included within the New Patient Registration Forms (with an opt out option) - 
Appendix 2 

 Reception Front Desk – Appendix 3

 Recruitment Form on the Practice website www.portsowngrouppractice.co.uk Appendix 4 

 A3 Posters on display within the Reception Areas - Appendix 5 

 Advertisement running on Life Channel (This is a TV based system used in many surgeries to 
promote health campaigns and also runs suitable advertisements for a GP surgery). 
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STEP 2 
 
The Practice launched a recruitment campaign at all of the surgeries starting in September 2014. 
Recruitment forms (Appendix 3) were left at each reception area. 
 
The results of this initial recruitment were rather poor with the addition of only 14 new members, of which 
only 1 came from the areas were representation was already poor i.e. 65 years and above age bracket and 
ethnic minority groups.  Following a committee meeting (Appendix 15) the recruitment was then extended 
the recruitment time to early November and asked GPs and nurse practitioners to approach patients from 
these groups during consultations if appropriate. We managed to recruit 12 more members from the 
minority groups as detailed in the previous section. 
 
On the 11th of November the committee met (Appendix 15) to discuss the results of the extended 
recruitment drive as well as the direction the PRG will take. After agreeing to keep the PRG as a 
predominately online campaign, the committee decided that it would send out an initial survey to 10% of 
the volunteers and present them with 6 different areas of the practice. The email then asked the recipients 
to reply by listing the top 3 areas (in priority order) that they would like the practice to look into improving. 
The practice sent the email survey on the 21st November (Appendix 6), asking that the recipients reply by 
the 30th November. 
 
The committee met again on the 8th December (Appendix 15) to review the results of this initial survey. 
The results from this survey identified that the majority of people who replied stated that they would like 
the following areas prioritised: 
 

1. Appointments 
2. Clinical Care 
3. Services Provided 
4. Online Services 
5. Opening Times 
6. Ease of Access 

 
Following discussion the committee decided to combine appointments and online services as the top 
priority due to these areas potentially working together to enhance each other. The questionnaire 
(Appendix 7a and 7b) was then created to address these priorities. 
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STEP 3 

 

A meeting was held on the 16
th

 January 2015 with the PRG committee (Appendix 15) to review the 

answers from the questionnaires that had been received from the recruitment campaign. 
 

The practice sent out a questionnaire on the 12th December 2014 (Appendix 8) to all PRG members 
from which we received 19 replies; we resent the email on the 6th of January 2015 (Appendix 9) and 
received a further 21 replies: as a result of all of the survey questionnaires that were posted out and 
sent by email we received a total of 40 replies. 
 

As in the previous years a spread sheet was produced to import all of the data received from the PRG 
replies. Formulae were setup to automatically update the tables whenever data was entered, results 
(Appendix 10) will be included in the final report being sent to PRG members as well as publishing on the 
Practice website. 
 

A sample of the analysis of the number of patients surveyed showed that: 

 

 
Samples of comments made on survey replies 

 Can I just also add that both myself and my Husband think the Portsdown Group Practice in Cosham 
provides a really excellent service at all times. 
 

 It's only through reading the questions that one becomes aware of the services actually provided. 
 

 Sometimes I'm not sick, but want to ask advice. We get so much advice to check with your doctor 
before starting some energetic sport, if you have something you're unsure of, if you're considering 
making some major lifestyle changes. Perhaps in the modern NHS there is no opportunity for this – 
the doctors are busy enough treating people who are sick and don't need to be bothered with the 
“worried well”. 
 

 I’d suggest if you wanted more responses to your questionnaire, that you use a service like 
Surveymonkey rather than sending out a Word document via email. The standard response rate for 
external surveys is around 10-15% but not all of your recipients would know how to open a Word 
document, edit it and return it via email. Plus you then have to compile the answers from all the 
documents manually, it could potentially work out more cost effective and have a better response 
rate to use an online survey site. 

 

 I prefer making my appointments by telephone. I would however use online appointments if (or 
when) it becomes possible to book most appointments in such a manner. 

Q4) How was your GP at… 

 Very Good Good Satisfactory Poor Very Poor Does Not Apply 

Explaining your condition 
and treatment? 

21 13 2 1 0 0 

Involving you in decisions 
about your care? 

19 12 3 1 0 2 

Putting you at ease? 22 8 4 2 0 1 

Listening to you? 23 9 3 2 0 0 

Giving you enough time? 22 9 3 3 0 0 

Q6) How helpful do you find the receptionists at your GP practice? 

Very Helpful Fairly Helpful Not Very Helpful Not At All Helpful Don’t Know 

21 16 2 1 1 
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STEP 4 

 

An open meeting was arranged for the evening of 24th February 2015 from 18.30 - 19.30 at Cosham Park 
House Surgery as this location was central to all patients. The meeting was advertised by means of: 
 

 An email was sent on the 26th January 2015 to all PRG members inviting them to attend the 
meeting and discuss the results of the questionnaire (Appendix 11)  
 

 A Poster advertising the PRG Open Meeting was displayed in the reception areas at all surgeries. 
The invitation was open to all patients who wished to come along and discuss the outcome of 
the recent questionnaire (Appendix 12)  

 
The meeting took place as planned on the 24th February 2015 those present were: 
 

Mark Stubbings (Business Partner), Dr Mo (Partner), Dr Plane (Partner) Margaret Neil (IT Manager) 
and 7 members of PRG. Apologies were received from 3 members of PRG 

 

Mark Stubbings (Business partner and member of the PRG committee) opened the meeting by thanking 
everyone for attending. MS stated that we had gained 73 members so far in this year’s recruitment 
campaign, and after natural wastage the PRG now consists of 594 patients. Though the responses to the 
surveys have been minimal, it can be interpreted as the patients being happy with the services provided 
and don’t feel the need for improvement.  
 
HS gave a brief outline of how the PRG was originally formed and what function it served. He reviewed the 
changes that had taken place as a result of the previous year’s survey. The Practice has changed to a local 
number, which has led to patients potentially experiencing longer wait times due to the Practice having 
less control over the flow of calls. There has been a newsletter produced, with another coming out shortly. 
Kingston is now currently trialling a walk-in clinic on specific days of the week. 
 
MS explained that this year’s questionnaire was crafted by sending out an initial survey to 10% of the 
total volunteers which presented 6 areas of the Practice and requested that they select and prioritise 3 
areas that they would like us to target. The questionnaire was then emailed to all 594 members which led 
to 40 responses. 
 
MS then covered following areas (full minutes in appendix 13): 
 

 Questionnaire results summary 

 The current state of Portsdown Group Practice and the direction it is heading 

 Heyward Road and Somerstown Surgeries 

 Online services 

 GP recruitment and Dr Neal’s retirement 
 
MS asked if anyone had any comments, questions or subjects they would like to raise: 
 
Do all Surgeries work to a general code of practice 

MS stated that for the most part the answer is yes, although some surgeries target certain 
demographics at certain times. 

 

Appointment availability 
MS explained that the practice continues to monitor and try to adapt and optimise the 
provided services and that the practice is in an excellent position to recruit new GPS if needed. 
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Senior partner 
MS responded that Richard Mannings will take over in name, but that it is proposed to have a 
board of partners that will have the decision making authority. 

 

DNA’s 
MS stated that the practice cannot remove patients that do not show up for appointments as it 
would go against the practices duty of care. 

 

Double appointments 
Dr Plane said that a patient may request a longer appointment during booking. 

 

Dr Moate 
MS explained that Dr Moate will be remaining at Heyward Road for the foreseeable future. 

 

Mental illness counsellor  
MS replied with while the practice does not employ councillors, it does offer many services through 
GPs and reception and that the practice could provide information of these services in the 
newsletter. 

 

Physiotherapy referral 
MS stated that Physioworld work out of Cosham, Kingston and Crookhorn and that patients’ may 
give themselves a self-referral for neck and/or back pain. Patients may also attend any of the 3 
surgeries at their discretion. 

 

Friends of Portsdown recruitment 
MS agreed to the idea and said that he would look into it further. Dr Plane thanked Friends of 
Portsdown for their fundraising. 

 

Final Report 
MS said that the final PRG report will be emailed out via the distribution list. 

 
 

Full details of all comments made as well as the responses are documented in the minutes of the 
meeting at the end of this report. 
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STEP 5 

 

Following the PRG meeting on the 24th February 2015 the following action plan (Appendix 14a) was agreed.  
The points to be taken forward are:  
 

1. Online Access: The Practice has agreed to expand its online accessibility by providing online access 
for:  

a) Appointments  
b) Repeat Prescriptions 
c) Summary View of Medical Records (include Medication; Allergies) 
 

This service will in in place by Friday 27th March 2015.  Posters will be on display throughout the practice 
advising patients of this service and information on how to access the services. Information will also be 
made available on the practice website www.portsdowngrouppractice.co.uk 
 

2. Advertising of Available Services:   
a) To be more vigilant in ensuring that the waiting room noticeboards are kept up to date.  
b) There will be a section added to the patient newsletters 
c) A list of available services will be added on to practice website. 
d) Information of what the surgeries offer will be advertised on the NHS choices website. 

 
It was decided that the Walk in Clinic currently running at our Kingston Crescent Surgery on a Monday 
would be monitored until the partnership meeting on the 22nd July 2015 where the successes and failures 
would be discussed and a decision as to whether it would be beneficial to run this service across all 
surgeries would be made. 
 
It has been decided that the length of appointments and extended hours would not be changed mainly due 
to the results from the survey showed that the majority of patients were in fact happy with the length of 
time allocated to each appointment slot.  Patients have been advised that should they feel that a ten 
minute appointment would not be enough they can ask to make a double appointment at the time of 
booking.  The practice already offers extended appointment across the surgeries ranging from 7:00am until 
20:00 on specific days at specific surgeries, it was decided that the introduction of Sunday opening would 
not have any real benefits to the patients and the results of the survey confirmed this with only 25% of 
patients who answered the survey requesting Sunday opening. 
 
An email was sent out to all members of the PRG (Appendix 14b) with an attached summary of the areas 
of change as discussed at the meeting on the 24th Feb 2015(Appendix 14c); the email requested that any 
comments be returned by Tuesday 17th March 2015. 
 

No objections were received. 
 

Given that there were no objections received the committee proceeded to finalize the proposed action list 
and prepare the report for publication. 
 
It was noted that one of the questionnaire response comments suggested using an online survey site, such 
as Survey monkey, as a means to collect data. This is something that the practice may look into during next 
years report. 
 
On the 19th March 2015 the practice also sent out a draft PPD reporting template to the PRG group, asking 
them to review the information detailed and report any queries or objections to us by 23rd March 2015. 
 
There were no objections received. 

http://www.portsdowngrouppractice.co.uk/
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STEP 6 

 

Publicise actions taken 

 

The practice has published the final end of year report on the practice website, and also has hard copies 
available from reception desks at all sites. There are posters on display in the main reception areas 
advising patients of where they can obtain copies of the report should they wish to see it. 
 

 The development of a structure that gains the views of patients & enables feedback 
(Patient Response Group) 



 Agreed areas of priority with the PRG 



 Collate the views through the use of a survey 



 Provide the PRG with the opportunity to discuss the findings and reach agreement with the PRG 
on changes to service 



 Agree action plan with PRG and seek PRG agreement to make changes 



 Publicise actions taken and subsequent achievements 
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APPENDIX 1a 
Summary of patient reference group demographics Data as of 8th March 2015 

 
 

Summary of patient reference group demographics 
 

Practice population profile PRG profile Difference 

Age 

 Under 17 7468 Under 17 2 0.03% 

 17 - 24 3626  17 - 24 71 1.96% 

 25 - 34 4996  25 - 34 162 3.24% 

 35 - 44 4463  35 - 44 137 3.07% 

 45 - 54 4575  45 - 54 102 2.23% 

 55 - 64 3574  55 - 64 67 1.87% 

 65 - 74 2777  65 - 74 44 1.58% 

75 - 85 1529  75 - 84 9 0.59% 

 Over 85 671 Over 85 0 0% 

Ethnicity 

British 27739 British 517 1.86% 

Irish 87 Irish 3 3.45% 

Gypsy or Irish Traveller 0 Gypsy or Irish Traveller 0 0% 

Other White 1585 Other White 20 1.26% 

White and Black Caribbean 50 White and Black Caribbean 2 4% 

White and Black African 94 White and Black African 0 0% 

White and Asian 92 White and Asian 7 7.61% 

Other Mixed 135 Other Mixed 2 1.48% 

Indian or British Indian 280 Indian or British Indian 4 1.43% 

Pakistani or British Pakistani 42 Pakistani or British Pakistani 2 4.76% 

Bangladeshi or British Bangladeshi 743 Bangladeshi or British Bangladeshi 4 0.54% 

Chinese 413 Chinese 3 0.73% 

Other Asian 256 Other Asian 2 0.78% 

African 32 African 7 21.88% 

Caribbean 52 Caribbean 14 26.92% 

Other Black 40 Other Black 0 0% 

Arabic 28 Arabic 0 0% 

Any Other 2061 Any Other 7 0.34% 

Gender 

 Male 16692 Male 228 1.37% 

Female 16987  Female 366 1.98% 

Practice Specific Care groups 

Learning Disabilities 173 Learning Disabilities 4 2.31% 

Has a Carer 137 Has a Carer 5 3.65% 

Is a Carer 192 Is a Carer 12 6.25% 
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APPENDIX 1b 
 
 

AGE GROUP IN YEARS 

 
0-4 4-16 17-24 25-34 35-44 45-54 55-64 65-74 75-84 85-89 90+ 

Male 1200 2486 1752 2571 2211 2276 1808 1394 829 261 199 

Female 1242 2540 1874 2425 2252 2299 1766 1383 700 138 73 

Total 2442 5026 3626 4996 4463 4575 3574 2777 1529 399 272 
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APPENDIX 2 

Thank you for registering with Portsdown Group Practice (PGP) 

To register with the practice you must provide two forms of 

identification this must include a photographic ID and a utility bill 

within the last 3 months with your current address. If no 

photographic ID then two confirmations of address 

 

Please complete questions below and all attached forms in full. Failure to do so can 

prevent your registration. If you would like help filling in these forms please ask at 

reception. 

 

 

Please sign below 

I give my informed consent for PGP to hold, process and share my personal records, 

manually and electronically, for the purpose - provisions specified In accordance with 

the Data Security Act 1998. 

 

Name___________________________________ (print) D.O.B__________________ 

 

Signed__________________________________            Date___________________ 

 

 

Have you been registered with this practice before, either at Crookhorn Surgery, 

Cosham Park House , Paulsgrove Surgery, Victory Surgery, Buckland Medical 

Centre Surgery or Somerstown Health Centre  Yes □              No □ 

            

 

Have you ever served in the Armed Forces/Regular and Reserve and Merchant 

Navy          Yes □       No □                             Date left :………………. 

Seafarers and Fishermen who have served in a vessel which was operated to 

facilitate military operations by HM Armed  Forces? Yes □ No □ Left?.............. 

 

Is your spouse currently serving in the armed forces?   Yes □      No □ 

 

In order to meet Health Authority Requirements, we need to record the ethnic origin 

and first language of all patients who are registered within our practice. 

 

First Language Spoken _______________________________________________ 

              

British or Mixed British  Irish  

Other White background  White and Black Caribbean  

White and Black African  White and Asian  

Other mixed background  Indian or British Indian  

Pakistani or British Pakistani  Other Asian background  

Bangladesh or British Bangladesh  Caribbean  

African  Other Black background  

Chinese  Other Please specify……………... 

…………………………………… Ethnic category not stated  
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Are you a carer? Yes □              No □ 

Do you have a carer? Yes □              No □ 

 

Do you have any special needs?       Yes □              No □ 

Optional Further details 

 

The practice participates in the Text Reminder Service; 24 hours before your 

appointment you will receive a free test message reminding you of your 

appointment, if you do NOT wish to participate in this scheme please tick the 

box   

 

The practice offers online booking facilities to enable patients to book their 

appointments online. Would you like access to this facility? 

 Yes                                 No  

 
We also offer an in-house stop smoking service, if you want to quit smoking or 
just want some friendly advice then please ask or book an appointment at 
reception. 
 

Portsdown Group Practice 

 
Please tick if you wish to participate in the Patient Participation Group. More details 

can be found below.  

      
Dear Patient  

 

We are asking if you would like to become one of the Portsdown Group Practice 

Patient Participation Group members. We may periodically ask your view on things 

that matter to you. We aim to gather information from not only patients but patients 

who are carers to the young or the elderly and who may see a different perspective on 

the care of our patients. 

  

If you are interested in taking part, please complete the below Patient Participation 

Group Contact Sheet included in the Registration Pack. The details you provide will 

be used lawfully in accordance with the Data Protection Act 1998. 

 

Print Name: 

 

 

Signature:  

 

 

Email address: 

…………………………………………… 
For Office Use: Patient Registration Number ………………………………….. 

Emis Access Letter Sent    Yes         No  
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APPENDIX 3 
 

Portsdown Group Practice 

 
If you are happy for us to contact you periodically by email please leave your details below and hand this form back 
to reception, or a patient group representative. 
 

Name: 
 

Email address: 
 

Postcode: 
 

Date of Birth: 
 

 
This additional information will help to make sure we try to speak to a representative sample of the patients that are 
registered at this practice. 
 
Are you? Male □    Female □ 
 

Age: Group Under 16  17 – 24  

 25 – 34  35 – 44  

 45 – 54  55 – 64   

 65 – 74  75 - 84  

 Over 84    

 
To help us ensure our contact list is representative of our local community please indicate which of the following 
ethnic background you would most closely identify? 
 

White      

British Group  Irish    

Mixed      

White & Black Caribbean  White & Black African  White & Asian  

Asian or Asian British      

Indian  Pakistani  Bangladeshi  

Black or Black British      

Caribbean  African    

Chinese or other ethnic Group      

Chinese  Any other    

 
How often do you come to the practice? 
 

Regularly  

Occasionally  

Very rarely  
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APPENDIX 3 (cont.) 
 

Are you looking after or providing support 
for a relative, friend or neighbour? 

Yes □              No □ 

Are you being helped or supported by a 
relative, friend or neighbour? 

Yes □              No □ 

 
If you have answered yes to either of the above two questions please complete below 
 

Are you a registered carer? Yes □              No □ 

Do you have a registered carer? Yes □              No □ 

 
 

Do you have any special needs?       Yes □              No □ 

Optional Further details 

 
Thank you. 
 
Please note that we are not able to respond to any clinical questions via the Patient Representative Group. The 
information you supply us will be used lawfully, in accordance with the Data Protection Act 1998.The Data Protection 
Act 1998 gives you the right to know what information is held about you, and sets out rules to make sure that this 
information is handled properly. 
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APPENDIX 3 (cont.) 
 
 
 

PATIENT PARTICIPATION GROUP – Frequently Asked Questions. 
 

We are developing a group to help improve our services. Would you like to be involved?  
 

Q  What is a patient group/patient participation group? 

A  This is a group of volunteer patients who are involved in shaping the services available to patients. 

 

Q  Why are you asking me for my contact details? 

A  We would like to be able to contact you twice per year by email, to ask questions about the surgery and how well 

we are doing to identify areas for improvement. 

 

Q  Will my doctor see this information? 

A  No. This information is purely to contact patients to ask them questions about the surgery, how well we are doing. 

Your doctor will be able to see a summary of all the results. 

 

Q  Will the questions you ask me be medical or personal? 

A  We will only ask general questions about the practice, how we are improving services and what we can do to 

improve those services. 

 

Q  Who else will be able to access my contact details? 

A  No-one outside the Practice 

 

Q  What if I no longer wish to be on the contact list or I leave the surgery? 

A  We will ask you to let us know if you do not wish to receive further correspondence. 

 

Q  Who do I contact if I have further questions?  

A Should you have any queries, please email us at        

patient.reference@nhs.net 
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APPENDIX 4 
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APPENDIX 5 
 
 
 
 

HAVE YOUR SAY ABOUT THE WAY YOUR PRACTICE 

WORKS!  

 

 

 

 

 

 

THE PRACTICE IS CURRENTLY COLLECTING EMAIL ADDRESSES OF ANY 

PATIENT WHO WOULD BE INTERESTED IN GETTING INVOLVED IN A 

SURVEY TO HAVE YOUR SAY ABOUT HOW YOU THINK THE PRACTICE 

WORKS. 

 

ANYONE AND EVERYONE IS WELCOME TO BECOME INVOLVED, AS 

LONG AS YOU ARE REGISTERED WITH THE PRACTICE. 

  

WE WOULD LIKE TO HEAR YOUR VIEWS. 

IF YOU LEAVE US YOUR EMAIL DETAILS WE WILL CONTACT 

YOU TWICE A YEAR TO GET YOUR FEEDBACK ON SPECIFIC 

ISSUES. 

 

CONTACT FORMS ARE AVAILABLE FROM RECEPTION. 
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APPENDIX 6 

 
Portsdown Group Practice 2014 Survey  
reference patient (NHS PORTSMOUTH CCG)  

Sent:  21 November 2014 14:52  

      

Dear Patient 
  
You may remember agreeing to join the Patient Reference Group to take part in providing feedback on the 
performance of the practice. It is for this reason that we are contacting you now. 
  
We would like to invite you to decide what will be the priorities for us over the next 12 months for improving both 
the practice and the way you interact with us. 
  

         Services Provided 

         Ease of Access 

         Clinical Care 

         Appointments 

         Opening Times 

         Online Services 
  
Could you please respond to this email by selecting three of the above topics that you deem to be the most 
important and list them in priority order. In addition, if there is anything else you would like addressed, perhaps you 
could let us know. 
  
We would be most grateful if you could send your reply by 30th of November 2014. 
  
Yours sincerely 
  
Portsdown Group Practice 
   
In order to avoid any confusion, please note the following disclaimer: 
  
This email address is for the Patient Participation Group Feedback only.  The email will never be 
seen by any medically qualified person.  Please, therefore, do not use it as a means of 
communicating any medical details with the practice whatsoever.  The Practice will not be 
responsible for any such information communicated in this way 
  
Partnership Registered Address:  Portsdown Group Practice, The Surgery, Crookhorn Lane, Purbrook, Waterlooville, 
Hampshire, PO7 5XP 
  
This email is confidential and intended solely for the use of the individual to whom it addressed. Any views or opinions presented 
are solely those of the author and do not necessarily represent those of The Portsdown Group Practice. If you are not the 
intended recipient, please be advised that you have received this email in error and that any use, dissemination, forwarding, 
printing or copying of this email is strictly prohibited. If you have received this email in error, please notify The Portsdown Group 
Practice by reply email.  
  
A list of Partners is available on request 
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APPENDIX 7a 
 

Patient Representative Group Questionnaire – 2014 
 
PLEASE PUT AN X IN THE RELEVANT BOXES 
  
Q1) How do you normally book appointments? 

Online Telephone In Person  

    

 
Q1b) We already offer some routine GP appointments online, what other appointments would you like to be able 
to book online? 
Examples may include: 

 Chronic disease clinics i.e. diabetes, respiratory, heart disease 

 Nurse appointments 

 Phlebotomy (blood tests) 
 

I would like to be able to use online booking for… 

 
 
 
 
 
 

  
Q1c) Overall, how would you describe your experience of making an appointment? 

Excellent Good Fair Poor  

     

  

We currently run a triage system at all surgeries as well as a walk-in clinic at 
Kingston Crescent surgery on a Monday morning. 

 

Q2) Is this something you are aware of?  

Yes No Aware, but would like more information  

    

 
Q2b) If you have used either of these services, how useful did you find it? 

Very Useful Useful Indifferent Not Very Useful Not Useful  

      

 
Q3) Did you have confidence that the GP is honest and trustworthy? 

Yes, definitely Yes, to some extent No, not at all Don’t know/Can’t say  
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APPENDIX 7a (Cont.) 

Q4) How was your GP at… 
 Very Good Good Satisfactory Poor Very Poor Does Not Apply 

Explaining your condition and treatment?       
Involving you in decisions about your care?       
Putting you at ease?       
Listening to you?       
Giving you enough time?       
 

Q5a) Is your GP practice currently open at times that are convenient to you? 

Yes No Don’t know  

    

 
Q5b) Which of the following additional opening hours would make it easier for you to see or speak to someone? 
Please mark all that apply 

Before 8am At lunchtime After 6.30pm On a Saturday On a Sunday None of these 

      

 
Q6) How helpful do you find the receptionists at your GP practice? 

Very Helpful Fairly Helpful Not Very Helpful Not At All Helpful Don’t Know  

      

 
Q7) How likely are you to recommend your GP surgery to friends and family if they need similar care or 
treatment? 

Extremely likely Likely Indifferent Unlikely Extremely unlikely Don’t know 

      

 
Q8) How do you usually access information about services at the surgery? 

Reception Telephone Website Other  

     

 
Q9) If there is a pharmacy attached to your surgery, how useful do you find it? 

Very Helpful Fairly Helpful Not Very Helpful Not At All Helpful Don’t Know  
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APPENDIX 7a (Cont.) 
 

With Electronic Prescribing Services (EPS) your prescription can be automatically sent from the GP 
to a pharmacy of your choice, providing you have registered with that pharmacy. 

Q10) Are you aware that the practice participates in EPS? 

Yes No More Information required  

    

 
Q11) How useful do you think being able to order repeat medication online would be to you? 

Very Useful Useful Indifferent Not Very Useful Not Useful  

      

 

Q12) Were you aware that we offer the following services? 

 Yes No Would like more information 

Smoking Cessation Clinics    

Healthy Living    

Minor Surgery    

Chlamydia Screening    

Physiotherapy     

Travel Clinic    

Chronic Disease    

Wart Clinic    

Baby Clinic    

Seasonal Influenza Clinic    

 
Q12b) Are there any services that the practice does not offer that you wish that we did?  If yes, list the services you 
would like. 

Yes No  

   

 
Other Services… 
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APPENDIX 7a (Cont.) 

Additional Information 

Are you?  

Male Female  

   

 
Age Group? 

Under 16  17 - 24  25 - 34   

35 – 44  45 - 54  55 – 64   

65 - 74  75 - 84  Over 84   

 
To help us ensure our contact list is representative of our local community please indicate which of the following 
ethnic background you would most closely identify yourself with? 

British or Mixed British  African  Indian or British Indian  

Other White background  Chinese  Other Asian background  

White and Black African  Ethnic category not stated  Caribbean  

Other mixed background  Irish  Other Black background  

Pakistani or British Pakistani  White and Black Caribbean  Other Please specify: 
 Bangladesh or British Bangladesh  White and Asian  

 
 

Are you looking after or providing support for a relative, friend or neighbour? 

Yes No  

   

 

Are you being helped or supported by a relative, friend or neighbour? 

Yes No  

   

 
If you are a carer or being cared for please speak to reception who will ensure that your records are up to date with 
the relevant information. 
 
 
 
 
 
 We would very much like to thank you for your help and we would like to 

assure you that all responses will be treated in the strictest confidence. 
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APPENDIX 7b  

 

Portsdown 

Group  

Practice 
 

 Surgery Address 

 

 

 

 

Tel: 023 9200 9191 

Fax:   

Mr Micky Mouse                                  07 January 2014     
A Road 
A Place 
Another Place 
POST CODE 
 
Dear Mr Mouse 
 
Please find enclosed a printed copy of the Patient Representative Group questionnaire as you requested via email. 
Once completed, we would be very grateful if you could hand it in at your local surgery as soon as possible. 
 
Yours sincerely 
 
Portsdown Group Practice 
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APPENDIX 7b (Cont.) 

Patient Representative Group Questionnaire – 2014 
 
PLEASE PUT AN X IN THE RELEVANT BOXES 
  
Q1) How do you normally book appointments? 

Online Telephone In Person  

    

 
Q1b) We already offer some routine GP appointments online, what other appointments would you like to be able 
to book online? 
Examples may include: 

 Chronic disease clinics i.e. diabetes, respiratory, heart disease 

 Nurse appointments 

 Phlebotomy (blood tests) 
 

I would like to be able to use online booking for… 

 
 
 
 
 
 

  
Q1c) Overall, how would you describe your experience of making an appointment? 

Excellent Good Fair Poor  

     

  

We currently run a triage system at all surgeries as well as a walk-in clinic at 
Kingston Crescent surgery on a Monday morning. 

 

Q2) Is this something you are aware of?  

Yes No Aware, but would like more information  

    

 
Q2b) If you have used either of these services, how useful did you find it? 

Very Useful Useful Indifferent Not Very Useful Not Useful  

      

 
Q3) Did you have confidence that the GP is honest and trustworthy? 

Yes, definitely Yes, to some extent No, not at all Don’t know/Can’t say  
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APPENDIX 7b(Cont.) 
 
Q4) How was your GP at… 
 Very Good Good Satisfactory Poor Very Poor Does Not Apply 

Explaining your condition and treatment?       
Involving you in decisions about your care?       
Putting you at ease?       
Listening to you?       
Giving you enough time?       
 

Q5a) Is your GP practice currently open at times that are convenient to you? 

Yes No Don’t know  

    

 
Q5b) Which of the following additional opening hours would make it easier for you to see or speak to someone? 
Please mark all that apply 

Before 8am At lunchtime After 6.30pm On a Saturday On a Sunday None of these 

      

 
Q6) How helpful do you find the receptionists at your GP practice? 

Very Helpful Fairly Helpful Not Very Helpful Not At All Helpful Don’t Know  

      

 
Q7) How likely are you to recommend your GP surgery to friends and family if they need similar care or 
treatment? 

Extremely likely Likely Indifferent Unlikely Extremely unlikely Don’t know 

      

 
Q8) How do you usually access information about services at the surgery? 

Reception Telephone Website Other  

     

 
Q9) If there is a pharmacy attached to your surgery, how useful do you find it?  

Very Helpful Fairly Helpful Not Very Helpful Not At All Helpful Don’t Know  
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APPENDIX 7b (Cont.) 

 

With Electronic Prescribing Services (EPS) your prescription can be automatically sent from the GP 
to a pharmacy of your choice, providing you have registered with that pharmacy. 

Q10) Are you aware that the practice participates in EPS? 

Yes No More Information required  

    

 
Q11) How useful do you think being able to order repeat medication online would be to you? 

Very Useful Useful Indifferent Not Very Useful Not Useful  

      

 

Q12) Were you aware that we offer the following services? 

 Yes No Would like more information 

Smoking Cessation Clinics    

Healthy Living    

Minor Surgery    

Chlamydia Screening    

Physiotherapy     

Travel Clinic    

Chronic Disease    

Wart Clinic    

Baby Clinic    

Seasonal Influenza Clinic    

 
Q12b) Are there any services that the practice does not offer that you wish that we did?  If yes, list the services you 
would like. 

Yes No  

   

 
Other Services… 
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APPENDIX 7b (Cont.) 

Additional Information 

Are you?  

Male Female  

   

 
Age Group? 

Under 16  17 - 24  25 - 34   

35 – 44  45 - 54  55 – 64   

65 - 74  75 - 84  Over 84   

 
To help us ensure our contact list is representative of our local community please indicate which of the following 
ethnic background you would most closely identify yourself with? 

British or Mixed British  African  Indian or British Indian  

Other White background  Chinese  Other Asian background  

White and Black African  Ethnic category not stated  Caribbean  

Other mixed background  Irish  Other Black background  

Pakistani or British Pakistani  White and Black Caribbean  Other Please specify: 
 Bangladesh or British Bangladesh  White and Asian  

 
 

Are you looking after or providing support for a relative, friend or neighbour? 

Yes No  

   

 

Are you being helped or supported by a relative, friend or neighbour? 

Yes No  

   

 
If you are a carer or being cared for please speak to reception who will ensure that your records are up to date with 
the relevant information. 
 
 We would very much like to thank you for your help and we would like to 

assure you that all responses will be treated in the strictest confidence. 

 
 

 
 
In order to assist us in recording your results, could you please provide your full name and date of birth. 
 
 
Name:   Date of birth:  
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APPENDIX 8 
 

Portsdown Group Practice Questionnaire  
reference patient (NHS PORTSMOUTH CCG)  

Sent:  12 December 2014 14:21  

Attachments:                             ) 

      

Dear patient 
  
Thank you for your continued involvement in the Portsdown Group Practice Patient Reference Group. 
  
We have now reached the stage of the process where we ask you to respond to a variety of questions.  All 
the questions were put forward by our survey conducted through the surgery and therefore should reflect 
the things which are of greatest interest to our patients. 
  
We would be grateful if you could please reply to each question as openly and honestly as possible and we 
would like to assure you that all responses will be treated in the strictest confidence. 
  
Once we have received all the responses (which need to be with us by the end of December at the latest), 
we will collate the results and publish them on our website and in the surgeries.  We will take note of all the 
comments and produce an action plan by the end of March 2015 to deal with any issues which arise from 
them.  This will all be communicated to our patients through our website. 
  
We would very much like to thank you for your help in this and look forward to receiving your responses in 
due course. 
  
Yours sincerely 
  
Portsdown Group Practice 
  
  
In order to avoid any confusion, please note the following disclaimer: 
  
This email address is for the Patient Participation Group Feedback only.  The email will never be 
seen by any medically qualified person.  Please, therefore, do not use it as a means of 
communicating any medical details with the practice whatsoever.  The Practice will not be 
responsible for any such information communicated in this way 
  
Partnership Registered Address:  Portsdown Group Practice, The Surgery, Crookhorn Lane, Purbrook, Waterlooville, 
Hampshire, PO7 5XP 
  
This email is confidential and intended solely for the use of the individual to whom it addressed. Any views or opinions presented 
are solely those of the author and do not necessarily represent those of The Portsdown Group Practice. If you are not the 
intended recipient, please be advised that you have received this email in error and that any use, dissemination, forwarding, 
printing or copying of this email is strictly prohibited. If you have received this email in error, please notify The Portsdown Group 
Practice by reply email.  
  
A list of Partners is available on request 
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APPENDIX 9 
 

Portsdown Group Practice Questionnaire  
reference patient (NHS PORTSMOUTH CCG)  

Sent:  5 January 2014 15:27  

Attachments:                             ) 

      

Dear patient 
  
We recently sent you a questionnaire via email and if you have already responded to it, then we would like 
to thank you for your response and instruct you to please disregard this message. 
  
We know it is a busy time of the year, but given that we have only had 18 responses from the 600 members 
of the Patient Reference, we would appreciate you taking the time to complete the questionnaire. The 
questionnaire itself will only take a few minutes to complete and you can send it back via attaching it to a 
reply email. 
  
We would be grateful if you could please reply to each question as openly and honestly as possible and we 
would like to assure you that all responses will be treated in the strictest confidence. 
  
Once we have received all the responses which need to be with us by 09th January 2015, we will collate the 
results and publish them on our website and in the surgeries.  We will take note of all the comments and 
produce an action plan by the end of March 2012 to deal with any issues which arise from them.  This will 
all be communicated to our patients through our website. 
  
We would very much like to thank you for your help in this and look forward to receiving your responses in 
due course. 
  
Yours sincerely 
  
Portsdown Group Practice  
  
In order to avoid any confusion, please note the following disclaimer: 
  
This email address is for the Patient Participation Group Feedback only.  The email will never be 
seen by any medically qualified person.  Please, therefore, do not use it as a means of 
communicating any medical details with the practice whatsoever.  The Practice will not be 
responsible for any such information communicated in this way 
  
Partnership Registered Address:  Portsdown Group Practice, The Surgery, Crookhorn Lane, Purbrook, Waterlooville, 
Hampshire, PO7 5XP 
  
This email is confidential and intended solely for the use of the individual to whom it addressed. Any views or opinions presented 
are solely those of the author and do not necessarily represent those of The Portsdown Group Practice. If you are not the 
intended recipient, please be advised that you have received this email in error and that any use, dissemination, forwarding, 
printing or copying of this email is strictly prohibited. If you have received this email in error, please notify The Portsdown Group 
Practice by reply email.  
  
A list of Partners is available on request 
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APPENDIX 10 
 
Q1) How do you normally book appointments? 

Online Telephone In Person 

6 29 16 

 
Q1b) We already offer some routine GP appointments online, what other appointments would you like to be able 
to book online? 

Comment Box 

 
Q1c) Overall, how would you describe your experience of making an appointment? 

Excellent Good Fair Poor 

14 15 7 5 
 

We currently run a triage system at all surgeries as well as a walk-in clinic at 
Kingston Crescent surgery on a Monday morning. 

 
Q2) Is this something you are aware of? 

Yes No Aware, but would like more information 

16 21 5 

 
Q2b) If you have used either of these services, how useful did you find it? 

Very Useful Useful Indifferent Not Very Useful Not Useful 

10 5 5 0 0 

 
Q3) Did you have confidence that the GP is honest and trustworthy? 

Yes, Definitely Yes, to some extent No, not at all Don’t know/Can’t Say 

30 3 0 2 

 
Q4) How was your GP at… 

 Very Good Good Satisfactory Poor Very Poor Does Not Apply 

Explaining your condition 
and treatment? 

21 13 2 1 0 0 

Involving you in decisions 
about your care? 

19 12 3 1 0 2 

Putting you at ease? 22 8 4 2 0 1 

Listening to you? 23 9 3 2 0 0 

Giving you enough time? 22 9 3 3 0 0 

 
Q5a) Is your GP Practice currently open at times that are convenient to you? 

Yes No Don’t Know 

35 4 1 
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APPENDIX 10 (cont.) 
 
 Which of the following additional opening hours would make it easier for you to see or speak to 
someone? Please mark all that apply 

Before 8am At Lunchtime After 6.30pm On a Saturday On a Sunday None of These 

6 5 13 18 11 8 

 
Q6) How helpful do you find the receptionists at your GP practice? 

Very Helpful Fairly Helpful Not Very Helpful Not At All Helpful Don’t Know 

21 16 2 1 1 

 
Q7) How likely are you to recommend your GP surgery to friends and family if they need similar care of 
treatment? 

Extremely Likely Likely Indifferent Unlikely Extremely Unlikely Don’t Know 

18 16 4 2 0 0 

 
Q8) How do you usually access information about services at the surgery? 

Reception Telephone Website Other 

21 18 9 0 

 
Q9) If there is a pharmacy attached to your surgery, how useful do you find it? 

Very Helpful Fairly Helpful Not Very Helpful Not At All Helpful Don’t Know 

20 11 1 1 6 
 

With Electronic Prescribing Services (EPS) your prescription can be automatically sent from the GP 
to a pharmacy of your choice, providing you have registered with that pharmacy. 

 
Q10) Are you aware that the practice participates in EPS? 

Yes No More Information Required 

26 14 2 

 
Q11) How useful do you think being able to order repeat medication online would be to you? 

Very Useful Useful Indifferent Not Very Useful Not Useful 

19 11 6 0 4 
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APPENDIX 10 (cont.) 
 

Q12) Were you aware that we offer the following services? 

 Yes No Would Like More Information 

Smoking Cessation Clinics 29 12 0 

Healthy Living 20 21 1 

Minor Surgery 17 22 4 

Chlamydia Screening 21 17 1 

Physiotherapy 26 15 2 

Travel Clinic 25 14 3 

Chronic Disease 18 22 0 

Wart Clinic 11 29 1 

Baby Clinic 26 12 0 

Season Influenza Clinic 32 8 0 

 
12b) Are there any services that the practice does not offer that you wish that we did? If yes, list the 
services you would like. 

Yes No 

13 29 
 
Other Services… 

Comment Box 
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APPENDIX 11 
 

Portsdown Group Practice Patient Reference Group Annual Meeting  
reference patient (NHS PORTSMOUTH CCG)  
Sent:  26 January 2015 14:37  

Importance:  High  

      

Dear patient 
  

Thank you very much indeed for replying to the recent questionnaire we sent out.  
  
We have now finished collating all your replies and would like to invite you to come to an open 
evening on Tuesday 24th February 2015 from 18:30 – 19:30 at our Cosham Park House Surgery 
to discuss the results of the questionnaire and the points arising from it. 
  
We do hope you are able to come as it will provide you with the opportunity to have an active say 
in the future development of services in the Practice. 
  
Light refreshments will be served.  
  

Yours sincerely 
  

Portsdown Group Practice 
  
  
  
  
In order to avoid any confusion, please note the following disclaimer: 
  
This email address is for the Patient Participation Group Feedback only.  The email will never be 
seen by any medically qualified person.  Please, therefore, do not use it as a means of 
communicating any medical details with the practice whatsoever.  The Practice will not be 
responsible for any such information communicated in this way 
  
Partnership Registered Address:  Portsdown Group Practice, The Surgery, Crookhorn Lane, Purbrook, Waterlooville, 
Hampshire, PO7 5XP 
  
This email is confidential and intended solely for the use of the individual to whom it addressed. Any views or opinions presented 
are solely those of the author and do not necessarily represent those of The Portsdown Group Practice. If you are not the 
intended recipient, please be advised that you have received this email in error and that any use, dissemination, forwarding, 
printing or copying of this email is strictly prohibited. If you have received this email in error, please notify The Portsdown Group 
Practice by reply email.  
  
A list of Partners is available on request 
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APPENDIX 12 
 
 

 

 
PATIENT REFERENCE GROUP MEETING 

 

 

 

 

 

PRG OPEN MEETING BEING HELD ON THE  

24th February 2015 

18.30 – 19.30 

COSHAM PARK HOUSE SURGERY 

 

THIS IS AN OPEN MEETING THEREFORE EVEN IF YOU ARE NOT ALREADY A 
MEMBER OF THE PRG YOU ARE MORE THAN WELCOME TO ATTEND 

 

WE DO HOPE YOU ARE ABLE TO COME AS IT WILL PROVIDE YOU WITH THE 
OPPORTUNITY TO HAVE AN ACTIVE SAY IN THE FUTURE DEVELOPMENT OF 

SERVICES IN THE PRACTICE. 

 

LIGHT REFRESHMENTS WILL BE SERVED 

 
 
 

 
 
 
 
 

http://www.google.co.uk/imgres?imgurl=http://gpsurgerywebsite.co.uk/resources/content/Images/People/people (1).jpg&imgrefurl=http://gpsurgerywebsite.co.uk/general-information/page/patients-advisory-group.html&usg=__aU8Ogw7sGIkhJwSx07MvsMC2iF4=&h=70&w=70&sz=14&hl=en&start=1&zoom=1&itbs=1&tbnid=KoTQHANo-AQA9M:&tbnh=68&tbnw=68&prev=/search?q=patient+participation+group&tbnid=KoTQHANo-AQA9M:&tbnh=0&tbnw=0&hl=en&sa=X&biw=1260&bih=835&gbv=2&imgtype=i_similar&tbm=isch&ei=hyQTTv23HYOr8AOk8Ky3Dg
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APPENDIX 13 
 

Patient Representation Group Minutes   
24th February 2015 
 
Present – Margaret Neil, Mark Stubbings, Dr Ka Wai Mo, Dr Andy Plane, 7 patients 
 
Mark opened the meeting thanking everyone for attending before introducing the attending members of 
staff to the group. At this point Margaret apologised for Dr Neal’s absence due to his being ill. 
 
Mark took a moment to explain how the Patient Representation Group was originally formed by the NHS 
as a way for patients to provide their thoughts and feedback to their surgery. Mark said that the meeting 
would be an informal one, rather than having rules and regulations. 
 
Mark stated that it was unfortunate how the PRG is not a good representation of the 38 thousand patients 
the practice currently aids, however it is improving. Due to the recruitment drive we have gained 73 
members so far, and after natural wastage the total membership is up to 594. Overall the responses we 
have received to our emails has been minimal, however we can take this as a positive that patients are 
happy with the service provided and don’t feel the need for improvement. 
 
The 2013/2014 report was reviewed; Mark explained that we had already produced a newsletter and that 
there would be another newsletter coming out shortly. Mark also spoke about how the old 08444 number 
has gone and we now have a local number as requested. However the change to the local number has 
caused some problems and patients may experience longer waiting times over the phone due to the 
practice having less control over the flow of calls over the new number. 
 
Mark then spoke of the walk in clinic. Although it was originally dismissed by the partners they have 
however revisited the idea and implemented it at Kingston Crescent Surgery on specific days of the week. 
So far it has been successful but it is something that will continue to be monitored over the next few 
months before we begin implementing it at the other sites. 
 
With the previous year discussed, the topic turned to more current events with the initial questionnaire 
that was sent out to approximately 10% of the PRG’s population asking that they prioritise the areas that 
they would the practice to address in this year’s report. Of the emails sent out, the practice received 13 
responses dictating the priority order of the areas to focus on. Appointments and online services were the 
main priority, followed by services provided and clinical care for the top three areas to focus on, with the 
remaining areas in order being opening times and ease of access. 
 
From this feedback the final questionnaire, consisting of 12 questions, was devised. This questionnaire was 
then emailed out to all 594 members on the 12th of December. The initial response to this email produced 
19 replies which prompted the questionnaire to be sent out a second time on the 6th of January. The 
second wave of emails garnered the practice another 21 replies, of which 4 were paper copies handed into 
reception. 
 
Mark briefed that the synopsis of the results concluded that people wanted additional online 
appointments for nurses, blood clinics, chronic disease clinics, medication reviews, telephone advice and 
blood pressure checks. The second point addressed by mark was that 72% of the patients that answered 
said that the experience of booking an appointment was either good or excellent, and while this was 
positive the practice needs to improve to the point where this result is 90% or more. 
 
Mark continued to list statistics gathered from the results such as:  
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 37% of the replies being aware of the walk-in clinic, 75% of which found it helpful.  

 94% thought the GP was good or very good at describing their conditions and treatment. 

 17% felt they were not given enough time in their appt, Though Mark said that he felt that this was 
quite a good result because it means that 83% were satisfied with the time given. 

 Out of all the patients that answered only 25% would like the surgery open on a Sunday, and that 
50% wanted it open on a Saturday but this is a service we already offer. 

 90% of patients found the reception staff very helpful. Mark then took a moment to explain that 
have a good collection of reception staff and tthat they are the frontline of abuse. 

 82% of the practice patients said that they would recommend their surgery to friends and family. 

 The results were evenly split in regards to if having a pharmacy attached to their surgery was useful 
or not. 

 
Mark finished his talk about the questionnaire results by stating that counselling, podiatry, chiropody, 
physiotherapy were services that patients would like offered as well as more appointments in general. 
 
Mark moved on from talking about the questionnaire to where Portsdown Group Practice currently is, and 
where it will be going. He explained that PGP is currently the largest practice in Hampshire and that it will 
continue to grow. At present PGP is comprised of 6 sites covering Crookhorn, Cosham, Paulsgrove, 
Kingston, Somerstown and Heyward road, but it will hopefully grow to have 9-10 surgeries over the next 2-
3 years. 
 
Mark explained that the reason for merging is for the continuity of GP surgeries, the latest of which was 
with Heyward road last October though the clinical databases won’t merge until mid-summer. Heyward 
road joined us with four-thousand patients as well as 2 partners, and there is a development planned for a 
new medical centre. On the subject of a new medical centre, Mark talked about how unfortunately 
Somerstown surgery still do not have a definite date for when they will be moving into the new building. 
 
Mark then spoke about online services, stating that we currently have online booking for certain 
appointments, and by the end of March we will be able to offer online prescriptions as well as online 
access to select medical records. 
 
Mark concluded his part of the meeting by stating that over the last 6 months the practice has had 4 new 
General Practitioners join, there will be a new partner starting in April and then a further GP starting in 
June. Mark finished by announcing Dr Neal’s retirement at the end of March. Dr Neal has been with the 
practice for 35 years which means that it will obviously involve some changes within the practice structure. 
 
Mark then handed the meeting over to the patients, opening up the floor for any questions. 
 

Question #1 
“Do all surgeries work to a general code of practice i.e. if NHS health checks are offered at Cosham will that 

also be offered at Paulsgrove, Crookhorn etc.?” 
 
Mark – Stated that for the most part the answer is yes, although some surgeries target certain 
demographics at certain times. However it’s something he and the other attending staff members will 
make sure to bring it up with the practice manager to ensure the same level of service is offered across the 
board. 
 

Question #2 
“What is the practice doing in regards to the availability of appointments?” 
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Mark – Reiterated that it’s a continuous problem but that the practice continues to monitor and try to 
adapt and optimise the provided services. Mark noted that while it would be easy to take another GP on 
the demand would still be there. Portsdown Group has 4 training GPs, what this means is the practice is 
able to take on trainee doctors as registrars for the final year of their training. Due to this forward thinking 
it puts the practice in an excellent position to recruit new doctors that already have a personal investment 
in both the surgery and its patients. 
 

Question #3 
“Who will be replacing DR Neal as senior partner?” 

 
Mark – Explained that Richard Manning’s will take over as senior partner in name, but as there are 15 
partners that all have their different strengths, it has been proposed that the practice has a board of a few 
partners that will have the decision making authority. However this is still to be decided on. 
 

Question #4 
“What are you doing about the patients that do not turn up for their appointments? Can’t you remove 

them from the practice list?” 
 
Mark – Stated that though it was frustrating that we lose those appointments, the practice has to look at 
the bigger picture. While some patients could have just forgotten about their appointment, there can be 
other factors such as the patient having a hectic lifestyle, depression, a disability or some other underlying 
cause. Although the removal of patients could potentially resolve some problems with appointments, it 
would go against the practices duty of care. 
 

Question #5 
“If a patient felt that their problem couldn’t be resolved in a 10 minute appointment, could they book a 

double appointment?” 
 
Dr Plane – Agreed, It is something the practice already offers. If a patient requires longer than the standard 
10 minute consultation than they may request longer when booking their appointment with a brief 
explanation as to why they feel it’s needed. 
 

Question #6 
“Is Daniel Moate going to be at Heyward Road from now on?” 

 
Mark – Explained that yes, Dr Moate would be remaining at Heyward Road surgery for the foreseeable 
future. 
 

Question #7 
“Does the practice employ a councillor for mental illness?” 

 
Mark – Replied saying that no, the practice does not employ councillors however the practice does offer 
many services. Mark pointed out that patients can inquire about the services either with their GP or at 
reception to get more information. Patients can then either have their GP refer them for counselling or 
access it via self-referral. 
 

Followup Question 
“Could you mention some of the services that the practice offers in the newsletter?” 

 
Mark – Said that yes it is something that the practice could do. 
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Question #8 
“How do patients get referred to a physiotherapist?” 

 
Mark – Responded saying that Physioworld work out of Cosham, Kingston and Crookhorn. If the issue is 
with the neck and/or back patients may give themselves a self-referral. Mark went on to say that patients 
are also more than welcome to go to any of the 3 surgeries at the patient’s discretion. For example if a 
patient’s local surgery is Cosham yet there are shorter waiting times at Crookhorn, they may see the 
physiotherapist at Crookhorn if they so wish. 
 

Question 9  
(Friends of Portsdown) 

“Could we possibly have a recruitment campaign initiated by the practice? Perhaps we could run a coffee 
morning or have an information table in one of the waiting rooms where we could speak with patients” 

 
Mark – Agreed with the proposal, stating that he would look into the idea further. 
 
Dr Plane – Took a moment to thank Friends of Portsdown for all their fundraising. Dr Plane stated that they 
had raised an excess of £75k since 2007 which has enabled the practice to buy numerous clinical 
apparatus. 
 

Question #10 
“Will we be sent the final report? 

 
Mark – Replied that yes, once it has been completed a copy will be emailed out via the PRG distribution 
list. 
 
Mark then asked if there were any further questions, to which there were none. He thanked everyone 
again for attending the meeting and providing their input before then closing the meeting. 
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Portsdown Group Practice Proposed Changes 
2014-2015 

 
 

1. Available Appointments  
Kingston Crescent Surgery currently offers a walk-in clinic on Mondays. The Portsdown Group 
Practice partners will continue to trial this service until end of June 2015. Its successes and failures 
will be reviewed at the partnership meeting following on the 22nd of July 2015 whereupon the 
future of the service shall be determined. 
 

2. Online Access 
The practice will continue to expand its online accessibility by providing online access for 
appointments and enabling it for repeat prescriptions and summary view medical records. The 
practice will make these services available by the 27th of March 2015. 

 
3. Extended Hours  

Following the results of the survey, the current opening times for Monday – Saturday shall remain. 
The practice partnership have decided against a Sunday opening as the minority percentage of 
patients expressing interest warranted the extra hours as unnecessary. 
  

4. Appointment Length 
The partnership has agreed that, as the majority of patients have expressed satisfaction with the 
current time given during appointments, an overall increase in individual appointment time would 
not justify the loss in total appointments per day. If a patient requires a longer appointment they 
may request as much upon booking. 

 
5. Advertising of Available Services 

Given the patients overall expressed interest in additional ways of being advised of available 
services. The practice has agreed the following: 

 To be more vigilant in ensuring that the noticeboards in the waiting rooms are kept up to 
date.  

 There will be a section added to the patient newsletters 
 A list of available services will be added on to practice website. 
 Information of what the surgeries offer will be advertised on the NHS choices website. 

 
 
 
 
 
 
 
 
 
 
 
 



 NHS Portsmouth Patient Participation Scheme    DES 2011 – 2015 Fourth Year End Report         20
th

  March 2015          44 

APPENDIX 14b 
 

Portsdown Group Practice  
reference patient (NHS PORTSMOUTH CCG)  

Sent:  12 March 2015 12:30  

Attachments:                                                    ) 

      

Dear patient  
  
Thank you for your continued involvement in the Portsdown Group Practice Patient Reference Group.  
  
Following on from the meeting of the 24th February 2015 where members of the group met to discuss the 
results of the questionnaire sent out, we have attached a copy of the minutes taken at the meeting for your 
perusal.  
  
Can you please review the document and if you have any objections or queries please contact us by 
Tuesday 17th March 2015.  
  
If you do not contact us we will assume that you are in agreement with our action plan.  
  
Yours sincerely  
  
Portsdown Group Practice 
  
In order to avoid any confusion, please note the following disclaimer: 
  
This email address is for the Patient Participation Group Feedback only.  The email will never be 
seen by any medically qualified person.  Please, therefore, do not use it as a means of 
communicating any medical details with the practice whatsoever.  The Practice will not be 
responsible for any such information communicated in this way 
  
Partnership Registered Address:  Portsdown Group Practice, The Surgery, Crookhorn Lane, Purbrook, 
Waterlooville, Hampshire, PO7 5XP 
  
This email is confidential and intended solely for the use of the individual to whom it addressed. Any views 
or opinions presented are solely those of the author and do not necessarily represent those of The 
Portsdown Group Practice. If you are not the intended recipient, please be advised that you have received 
this email in error and that any use, dissemination, forwarding, printing or copying of this email is strictly 
prohibited. If you have received this email in error, please notify The Portsdown Group Practice by reply 
email.  
  
A list of Partners is available on request 
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Summary of the minutes of the PRG meeting on the evening of the 24th of February 2015 
at Cosham Park House Surgery 

 

 An open meeting was held at Cosham Park House Surgery 24th February 2015 18:30 – 19:30 

 Invitation email sent to 594 PRG members as well as posters on display advertising the meeting and 
inviting any patient in the practice to attend. 

 Attended by business partner, 2 additional partners, IT Manager and seven patients with senior 
partner Dr Neal being absent due to sickness. 

 The focus of the questionnaire this year was determined by an email census sent out to 10% of the 
patient reference group.  

 The meeting was opened by Mark Stubbings business partner who gave a brief introduction and 
overview of how the PRG was originally formed and what function it served before addressing the 
changes that had taken place as a result of last year’s report: 

o The practice has produced a newsletter and that there would be another coming out 
shortly. 

o The practice has changed from the old 08444 number to a local number. However patients 
may new experience longer waiting times over the phone due to the practice having less 
control over the flow of calls over the new number 

o There has been a walk-in clinic implemented at Kingston Crescent Surgery on specific days 
of the week. 

 
Mark then summarised the results of the questionnaire: 

 Patients want additional online appointments for nurses, blood clinics, chronic disease clinics, 
medication reviews, telephone advice and blood pressure checks. 

 72% of the patients that answered said that the experience of booking an appointment was either 
good or excellent; however the practice needs to improve to the point where this result is 90% or 
more. 

 37% of the replies being aware of the walk-in clinic, 75% of which found it helpful.  

 94% thought the GP was good or very good at describing their conditions and treatment. 

 17% felt they were not given enough time in their appt, Though Mark said that he felt that this was 
quite a good result because it means that 83% were satisfied with the time given. 

 Out of all the patients that answered only 25% would like the surgery open on a Sunday, and that 
50% wanted it open on a Saturday but this is a service we already offer. 

 90% of patients found the reception staff very helpful. Mark then took a moment to explain that 
have a good collection of reception staff and that they are the frontline of abuse. 

 82% of the practice patients said that they would recommend their surgery to friends and family. 

 The results were evenly split in regards to if having a pharmacy attached to their surgery was useful 
or not. 
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PRG Committee Minutes   
1st September 2014 
 
Present – Mark Stubbings, Jackie Gilmore, Margaret Neil and Kit Markey 
 
Since the last PRG report we have changed our phone system over, though it has led to delays in the 
overall wait times that patients experience. We have also been trialling a walk-in clinic at Kingston. 
 
To begin the 2014-2015 report it was decided to start by bolstering the Patient Representation Group’s 
volunteer numbers to enhance the data we will later collect with our questionnaire.  
 
To do this the Practice will run a six week recruitment campaign via the PRG Email Contact Forms being 
given out from reception staff. This campaign will run alongside the constant PRG recruitment that occurs 
through our registration forms. 
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PRG Committee Minutes   
14th October 2014 
 
Present – Mark Stubbings, Jackie Gilmore, Margaret Neil and Kit Markey 
 
We reviewed the recruitment campaign that has taken place over the past 6 weeks and noted that we 
hadn’t had any additional recruitment for over 64’s or any significant recruitment of ethnic minorities. 
 
To amend this, we have decided to extend the recruitment another 4 weeks and if appropriate have 
clinicians use the PRG email contact forms during consultations to target the patients that fit the 
underrepresented demographics. Due to patient distribution across the sites there will be a focus on 
recruiting ethnic minorities at Kingston Crescent Surgery and over 64 year olds at Crookhorn Surgery. 
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PRG Committee Minutes   
11th November 2014 
 
Present – Mark Stubbings, Jackie Gilmore, Margaret Neil and Kit Markey 
 
The committee met to discuss the results of the extended recruitment drive. Overall the practice has been 
gaining volunteers through both the new registration forms as well as the targeted PRG email contact 
forms at a steady increase of approximately 2-4 new volunteers a week. In total so far the practice has 
gained 34 new volunteers, 12 of which are members from the less represented groups. 
 
It has been agreed that the practice will continue to keep PRG as a predominantly online campaign, and to 
better aid the management and distribution of the PRG email exchanges we have created the 
patient.reference@nhs.net email address and linked it to Outlook so as to have greater control over our 
records. 
 
This year to dictate the direction of the report we will be sending out an initial email to 10% of our PRG 
volunteer distribution list and present six areas of the practice. The email will ask the volunteers to 
prioritise the six areas in order of what they want the practice to focus on improving. We will then build 
our questionnaire off of the results, targeting the questions at the areas dictated by the responses. 
 
The committee decided that the following 6 areas would be presented for prioritisation: 
 

 Services Provided 

 Ease of Access 

 Clinical Care 

 Appointments 

 Opening Times 

 Online Services 
 
Email to be sent on the 21st of November. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

mailto:patient.reference@nhs.net
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PRG Committee Minutes   
8th December 2014 
 
Present – Mark Stubbings, Jackie Gilmore, Margaret Neil and Kit Markey 
 
The meeting addressed the feedback and results to the initial email sent out on the 21st of November, 
though the practice only received a response from 13 of the 10% volunteers emailed, there was a clear 
enough majority trend in the priorities that the committee felt it had a good insight into which areas the 
questionnaire should focus on. 
 
The areas in priority order are: 

7. Appointments 
8. Clinical Care 
9. Services Provided 
10. Online Services 
11. Opening Times 
12. Ease of Access 

 
Upon reviewing the priorities it was decided to combine appointments and online services as the top 
priority as the committee believed that these two areas could work in synergy together. 
 
The committee then drafted up the 12 core questions that the questionnaire would be built around with 
the questionnaire being constructed and then emailed out to the entirety of our Patient Representation 
Group distribution list on the 12th of December, asking the volunteers to complete the questionnaire and 
return it to us by the end of December. 
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PRG Committee Minutes   
27th December 2014 
 
Present – Mark Stubbings, Jackie Gilmore, Margaret Neil and Kit Markey 
 
The committee met to discuss the questionnaire replies so far. As it is a busy time of year the practice had 
only received 19 responses to the questionnaire, and as a result, the committee decided to send out a 
second wave of questionnaires to the entire Patient Representation Group distribution list again with a 
reminder email and an extension of the deadline. The email is to be sent out on the 5th of January asking 
for replies to be given by the 9th of January. 
 
The subject of inaccurate email addresses was raised. It has been noted that we are getting automatic 
email responses from unrecognised email addresses, while this is to be expected, to combat this we have 
been putting warnings on the patient’s records for Reception staff to confirm the email address details of 
the patient and to advise the IT department of any inaccuracies. The IT Department has also been 
removing patients from the distribution list that are no longer with the practice in order to maintain 
accuracy. 
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PRG Committee Minutes   
16th January 2015 
 
Present – Mark Stubbings, Jackie Gilmore, Margaret Neil and Kit Markey 
 
The results of the questionnaire were discussed. In total the practice received 40 responses to the 
questionnaire, 4 of which were paper copies handed in at reception. 
 
The meeting ended with the aim of collating the data and breaking it down into an easily understood 
format so that the data can be presented during the Patient Reference Group annual open meeting which 
is planned to take place on the 24th of February. An email will be sent out before the end of January to the 
entire PRG distribution list providing the volunteers with the time, date and details of the annual meeting.   
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PRG Committee Minutes   
6th March 2015 
 
Present – Mark Stubbings, Jackie Gilmore, Margaret Neil and Kit Markey 
 
The committee discussed the annual PRG meeting that took place on the 24th of February, we reviewed 
what input the volunteers had provided as well as the data collected by the questionnaires and developed 
an action plan on what changes the practice will make in response to the efforts of the PRG. 
 
An email comprised of both the action plan and a summary of the minutes taken at the annual meeting will 
be sent out to the distribution list on the 12th of March and allow until the 17th for any objections or 
queries to be raised. 
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PRG Committee Minutes   
18th March 2015 
 
Present – Mark Stubbings, Jackie Gilmore, Margaret Neil and Kit Markey 
 
The meeting started by noting that no objections had  been raised to the proposed action plan, the only 
responses received were from volunteers complimenting the committee on the effort put into the group 
and the changes proposed by the action plan. 
 
Steps were then taken to email the final draft of the PPG template to the PRG distribution list on the 19th, 
giving the volunteers until Monday the 23rd to raise any objections. 
 
Providing that none are raised, the finalised Patient Representation Report for 2014-2015 will be 
submitted to the website for public consumption on the 24th of March. 

 


