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Standard Reporting Template 
 

NHS England (Wessex) 

2017/18 Patient Participation Enhanced Service – Reporting Template 

 

Practice Name: Carlisle House Surgery 

Practice Code:  J810532 

 

 
 

Practice Population/Membership of PPG 

 

 
Does the Practice have a PPG/PRG? YES  

 

 
Method of engagement with PPG/PRG: Face to face, email & postal correspondence 
 

 
Number of members of PPG/PRG: 175 
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PRACTICE POPULATION 
 

Detail the gender mix of practice population and PPG: 
 

 Total  
Population 

Male Female 

Practice   5921 2943 (49.7%) 2978 (50.3%) 

PPG          175 60 (34.3%) 115 (65.7%) 

 
Practice population of Carers and those who are PPG members 

Practice Population of Carers Carers who are PPG members 

162 18 
 

 
 

Detail of age mix of practice population and PPG: 
 

% <16 17-24 25-34 35-44 45-54 55-64 65-74 > 75 

Practice 901 555 849 755 783 789 670 619 

PPG - 1 13 20 25 27 56 33 

 

PPG <16 17-24 25-34 35-44 45-54 55-64 65-74 > 75 

Male - 1 2 2 9     7 23 16 

Female -      - 11 18 16 20 33 17 
 

 
Detail the ethnic background of your practice population and PPG:  
 

 White Mixed/multiple ethnic groups  Not given/Not 
Stated/ Refused 

British Irish Gypsy or Irish 
traveller 

Scottish Welsh Other 
White 

White &black 
Caribbean 

White &black 
African 

White 
&Asian 

Other 
mixed 

Chinese 
& White 

 

Practice 
5921 

4657 
(78.7%) 

22 
(0.37%) 

- 29 
(0.49%) 

12 
(0.20%) 

409 
(6.90%) 

9 
(0.15%) 

10 
(0.17%) 

2 
0.03(%) 

50 
(0.84%) 

1 
(0.01%) 

48 
(0.81%) 

PPG 
175  

150 
(85.71%) 

3 
(1.71%) 

- 1 
(0.57%) 

1 
(0.57%) 

6 
(3.42%) 

1 
(0.57%) 

- - 
 

1 
(0.57%) 

1 
(0.57%) 

2 
(1.14%) 

 

 Asian/Asian British  Black/African/Caribbean/Black 
British 

Other Polish Turkish Italian 

 Indian Pakistani Bangladeshi Chinese Other 
Asian 

African Caribbean Black 
British 

Other 
Black 

Arab Any 
other 

   

Practice 
5921 

107 
(1.80%) 

11 
(0.18%) 

41 
(0.69%) 

24 
(0.40%) 

138 
(2.33%) 

21 
(0.35%) 

 11 
(0.18%) 

17 
(0.29%) 

13 
(0.21%) 

75 
(1.26%) 

182 
(3.07%) 

26 
(0.43%) 

6 
(0.1%) 

PPG 
175 

1 
(0.57%) 

- -  1 
(0.57%) 

- - - - - 1 
(0.57%) 

4 
(2.28%) 

2 
(1.14%) 

- 

 

(As of 1/2/18) 
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Membership of PPG 2017/18 

Promotion of the Carlisle House Surgery Patient Participation Group during 2017/2018 was conducted with the dual objective of recruiting additional 

members and targeting currently under-represented groups of patients. 

 

The following steps taken to ensure that Carlisle House Surgery PPG is representative of the Practice population in terms of gender, age 

and ethnic background and other members of the Practice population: 

 

Promotion & Recruitment via Surgery Reception - Practice Noticeboard posters /regular Practice Newsletter/New Patient Registration 

Packs/PPG Registration form in Reception (See Appendix 1 & 2) 

 

Practice Website/Facebook PPG Promotion & Recruitment – A dedicated PPG section of the Practice Website provides PPG information and a 

“click here” invite to join the PPG facilitates ease of use.    Facebook notifications were used to advertise the Practice PPG and encourage 

membership. These mediums were utilised to invite those patients who may not frequently attend the surgery and as an additional opportunity to 

target younger members of the Practice who could be better represented within the PPG.  

 

Recruitment of PPG members during Patient Flu Vaccination Days – Several dedicated flu vaccination clinic sessions were held during 

September 2017 including a specific evening session.  This enabled the Practice team to approach a large cross-section of patients.  It was utilised as 

an opportunity to personally invite a diverse range of patients to join the PPG as those attending were potentially of different working patterns, 

employed and unemployed, patients who are Carers, minority ethnic groups, vulnerable groups and the elderly 

 

Steps taken to recruit PPG members from under-represented groups of patients  

Having analysed the demographic profile of the 2016/2017 PPG it was noted that two thirds of the members are female. There is also an opportunity 

to specifically encourage membership of females under 25 and male patients under 45.  The following processes were utilised to encourage  

further interest from these patient groups: 

• Personal Invite from Reception Team  

• Targeted CHS Facebook Page/CHS website recruitment – Facebook notifications and the Practice Website Link were updated to include a 

direct invite to those members of the Practice population identified as under-represented in the PPG.   

• PPG members assisting with recruitment  
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• Voluntary Groups - A member of ‘Friends of the Practice’ Charity was approached to request if they could assist in recruiting PPG members 

from the vulnerable/reduced mobility/marginalised groups of patients with whom they may have contact.   (See Appendix 2 for Evidence of 

PPG promotion/engagement) 

 

PPG Membership 2017/18 

Current membership of CHS PPG largely reflects that of the Practice with the majority of members being British.  Membership levels of Carlisle 

House Surgery PPG have continued to increase, as of 6/3/18 membership is now 184 patients, with a range of ages and ethnic backgrounds 

represented.  Approximately 10% of those patients who are registered as a Carer at Carlisle House Surgery are members of the PPG.   

There remains a higher proportion of female (two thirds) than male group members.  Despite a targeted recruitment campaign, the PPG  

demographics remain weighted towards patients over 35 years of age. 

 

Information Analysed 

Sources of feedback that were reviewed during the year: 
Friends & Family Test feedback (form available on-line and from Reception) 
PPG registration form – opportunity for patient to comment/submit their views  
Themes from complaints and suggestions made to the Practice Manager from patients 
NHS Choices website patient reviews 
Friends of The Practice - local charitable volunteer group 
Feedback/communication from existing and newly recruited PPG members  
Constantly active Website invite for patients to join the PPG – any comments/suggestions reviewed when received  
Annual Local Practice Patient Survey 2017/2018 
Virtual and Face to Face communication with PPG members to review key issues for review and finalise Action Plan  

 

Areas for Improvement Identified 
Following review of the collated sources of information, a PPG meeting was arranged with the objective of providing a further opportunity to discuss 

areas for improvement as suggested by the wider PPG membership. The PPG members present were also given the opportunity to review how 

issues raised in the 2016/2017 Patient Participation Report have been addressed. The 2017/18 local Practice survey questions were subsequently 

drawn up following joint discussion with the PPG members and the Practice, with “Access to GP Services” being a key focus of the survey.  

(See Appendix 3 & 4).   
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Local Practice Survey 

The local Practice survey was conducted using Survey Monkey. The survey was emailed to all CHS patients with a recorded email address. To 

ensure that those patients who did not have access to an e-mail account had an opportunity to take part in the survey, paper copies of the survey 

were printed and made available from Reception.  The survey opened on 18/1/18 and closed on the 24/1/18. There were 178 responses to the local 

Practice survey comprising of 157 on-line responses and 21 paper responses, 100 paper questionnaires were made available to patients in 

Reception.  (Please see Appendix 5. for survey results).  A link to the survey results was posted on the Carlisle House Surgery Website (see 

Appendix 2. for evidence of website link to 2017/2018 survey results). 

 

Survey results shared with PPG Members.  Discussion of survey findings and Action Plan devised and agreed: 

The survey results (see Appendix 5) were published on the Practice website, shared with PPG members and also all those patients with a recorded 

email address, via an emailed link to the Website.  Paper copies of the survey were also left in Reception for patients to view.  A poster highlighting 

that copies of the survey are available to view in Reception/Surgery website was displayed on the designated PPG reception notice board (see 

Appendix 2.). 

 

A draft Action Plan outlining priority issues for review was drawn up with regards to the actions the Practice intends to take as a consequence of 

discussion with the PPG in respect of the results, findings and proposals arising out of the local practice survey and previously analysed information. 

 

To ensure that the Practice engaged as fully as possible with the wider PPG membership copies of the Draft 2017/2018 Carlisle House Surgery 

Action Plan were emailed to PPG members thus providing members with an opportunity to comment and submit their feedback on the draft 

proposals made.  Members were given a specified time to consider the survey results and submit any responses to the proposals set out in the draft 

Action Plan (see Appendix 3). 

 

Selected members of the PPG were then invited into the surgery for an informal meeting (See appendix 6) with the Practice representative and 

provided with an opportunity to comment on the survey findings and discuss any feedback/suggestions from the wider PPG membership regarding 

the Draft Action plan with the Practice representative.  The meeting was held on 21th February 2018 and the Action Plan was finalised.  
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Action Plan 

Carlisle House Surgery PPG: Action Plan 2017/18 

Title 

 

Description Aims Completed by 

whom 

Timescale 

Lack of 

awareness/use 

of GP On-line 

services  

 

 

Patients registered with CHS on-line 
Services are able to view, book and 
cancel appointments, view 
acute/repeat medications, order 
repeat prescriptions and view medical 
records.   
 
The majority of survey respondents 
rated the Surgery’s on-line Service as 
“Excellent” or “Good” in terms of 
booking an appointment on-line. 
However, within the Practice less than 
20% of patients are registered for on-
line Services highlighting a lack of 
awareness of this service: “Didn’t 
know you had this service”, “Never 
used online service” 
 
The Surgery’s Mjog Messenger 
phone app enables patients to 
receive Health Information messages 
from the Practice and view their 
appointments.  However, 75% of 
survey respondents had not used the 
Mjog Messenger app, again signifying 
the need for further promotion of this 
service.  
 
 

1. Raise Patient Awareness of on-line services via a 
range of promotional tools: Practice Website, 
Facebook, Reception display materials.  

2. Increase provision of practical advice/patient 
guides.   Advise patients on how to find about on-
line services, register for them and get told about 
safeguards such as consent and confidentiality. 

3. Increase the Surgery Reception Team’s training to 
ensure full support to patients is provided. 

4. Continue to promote the key benefits to patients 
of on-line GP Services:  

• Are quick to access, at a time convenient to 
patient 

• Can prevent a visit or phone call to the Practice, 
saving the patient time and releasing Practice 
time for other patients. 

• Can provide an aide memoire of a patient’s 
medical history or forthcoming appointments.  

• Can help patients work in partnership with 
healthcare professionals, increasing their control 
in their healthcare.  

Administrative 

Team/Receptio

n Manager 

March - 

July  

2018 
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Increase 

Awareness/ 

Use of Text 

Reminder 

Service 

 

 

 

Improve 

access to 

Routine 

appointments 

Half of survey respondents rated the 
Text Reminder Service as “Excellent”. 
However, 16% stated that they had 
“not used” highlighting an opportunity 
to promote this service to a wider 
patient group. 
 
 
 
 

The Text Reminder Service can also 

help to counteract the high number of 

patients who “Did Not Attend” (DNA) 

appointments. Patients using the 

“Cancel” option of this service help to 

free up Routine GP/Practice Nurse 

appointments for other patients to 

use. 

• Raise awareness of Text Messaging Services via 
Practice promotional tools – Facebook, Website, 
Reception display materials, newsletters. 

• Verbal promotion of text messaging service by 
Reception team to check consent/correct mobile 
number etc.  
 
 
 
 
 

• Increase access to routine appointments by 
raising patient awareness of need to cancel any 
appointments which are not needed. 

• Provide further promotion/patient advice to 
ensure patients are aware on correct procedure 
to cancel appointments – i.e. just text back 
“CANCEL”.  

• Practice to conduct analyses of provision/average 
length of wait for routine appointments. 
 

Administration 

Team/Receptio

n Manager 

 

 

 

 

 

 

 

Administration 

Team/Receptio

n Manager 

March – 

July  

2018 

 

 

 

 

 

 

 

 

March – 

July  

2018 

 

Improve log-In 

screen 

functionality 

15% of survey respondents rated 
checking in via the log-in screen to be 
“Poor/Very poor”.   A comment 
regarding hygiene was also noted: 
“The log-in screen is viewed as many 
patients as a “germ haven” and so 
they ignore it! 
 

• Practice to arrange for engineer review.  

• Practice to review other services which can be 

offered via log-in screen. 

• Practice to ensure log-in screen not obstructed in 

Reception area and remains fully accessible. 

• Reception Team has now introduced a recorded 

cleaning schedule for the Log-in Screen. 

 

Practice 

Manager/ 

Reception  

Manager 

March – 

July  

2018 
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Description of how patients have been engaged with - see appendices: 

 

Appendices 
Appendix 1  PPG Registration Form  

 

Appendix 2 Evidence of patient engagement: Facebook/Website invite to join PPG/Evidence of direct invite to under-represented groups of 

patients/Evidence of website link to 2017/18 local Practice survey results/Evidence of 2017/2018 Patient Participation Report 

published on Practice Website/Example PPG Posters. 

 

Appendix 3  Communication to PPG members  

  

Appendix 4  Minutes of PPG Meeting 

 

Appendix 5  2017/2018 Local Practice survey results 

 

Appendix 6  PPG meeting  

 

Appendix 7   Confirmation of Opening Hours 
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Carlisle House Surgery Patient Participation Group 2017-2018 
Join our Patient Participation Group (PPG) …….. we would like to hear your views 

The Practice would like to invite you to join our PPG and let us know how you feel we are doing as a Practice.   

We would like your opinion on the range and quality of the services provided by the surgery.    

The PPG, together with the Practice, will agree which priority issues should be covered in our next local Practice survey. 

What will I have to do?  The PPG is an email community – simply register by providing us with your email address.  

 We will then contact you occasionally to obtain your views. (Contact details will be kept securely; they will not be shared) 

Name: ………..……………………………………………DOB:……………………..Email address:………………………………………………………………………… 

Your Gender:  Male      Female       

Your Age:   Under 16     17 – 24      

   25 – 34     35 - 44      

   45 – 54     55 - 64      

   65 – 74     75 - 84       

   Over 85     

Working status: Employed    Unemployed    Retired   

Full-Time University student      Carer   Nursing/Care home resident             

The ethnic background with which you most close identify is: 

White  British Group      Irish    Other white    

Mixed  White & Black Caribbean   White & Black African     

White & Asian      Other mixed background     

Asian or Asian British Indian       Pakistani   Bangladeshi      

Other Asian     Chinese    

Black/Black British/African Caribbean  African      Other Black  

Polish        

Other Ethnic Group     …………………………………………………… 

Let us know which areas you would like us to review 

Opening times………………………    Review of Carer’s support/information   

Ability to book ahead……………….    Review of communication with Practice   

Ability to be seen quickly…………..    Patient’s experience of clinical care      

Any other issues/Comments……….………………………………………………………… 

 
 

 

 

Appendix 1 

http://www.google.co.uk/url?url=http://www.stjamesmedicalcentre.co.uk/ppg.aspx&rct=j&frm=1&q=&esrc=s&sa=U&ved=0ahUKEwjj7tL9mvfMAhXiA8AKHRqoBp8QwW4IFjAA&usg=AFQjCNH8D-N8UssMq-O_fVfB5buQPd-nQg
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Appendix 2 
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Example PPG Posters 

 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

Carlisle House Surgery 

2017/2018 Patient Participation Report 

 

Patient Participation Report 2017/2018 

Published on Practice Website    

http://www.carlislehousesurgery.nhs.uk 

 

Paper copies are available in Surgery Reception  

 

Priority Issues identified for Review: 

Increase Use of On-line Services 

     

   

Carlisle House Surgery Patient Participation Group 

 

Join our PPG – we would like to hear your views 

 

The Practice would like to invite you to join our PPG and let us 

know how you feel we are doing as a Practice. 

Simply register by providing us with your email address.  We 

will then contact you occasionally to obtain your views. 

Thank you    

     
       

CARLISLE HOUSE SURGERY  

PATIENT SURVEY 2017/2018 

 

Thank you to PPG members for contributing to the survey design and to all 

of those patients who completed the survey 

Survey results available to view in Reception and on the Practice website 

www.carlislehousesrugery.nhs.uk    

        
   

         

http://www.carlislehousesurgery.nhs.uk/
http://www.google.co.uk/url?url=http://www.stjamesmedicalcentre.co.uk/ppg.aspx&rct=j&frm=1&q=&esrc=s&sa=U&ved=0ahUKEwjj7tL9mvfMAhXiA8AKHRqoBp8QwW4IFjAA&usg=AFQjCNH8D-N8UssMq-O_fVfB5buQPd-nQg
http://www.google.co.uk/url?url=http://www.stjamesmedicalcentre.co.uk/ppg.aspx&rct=j&frm=1&q=&esrc=s&sa=U&ved=0ahUKEwjj7tL9mvfMAhXiA8AKHRqoBp8QwW4IFjAA&usg=AFQjCNH8D-N8UssMq-O_fVfB5buQPd-nQg
http://www.carlislehousesrugery.nhs.uk/
http://www.carlislehousesrugery.nhs.uk/
http://www.google.co.uk/url?url=http://www.stjamesmedicalcentre.co.uk/ppg.aspx&rct=j&frm=1&q=&esrc=s&sa=U&ved=0ahUKEwjj7tL9mvfMAhXiA8AKHRqoBp8QwW4IFjAA&usg=AFQjCNH8D-N8UssMq-O_fVfB5buQPd-nQg
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Communication to PPG members 

 
Carlisle House Surgery PPG - Suggestions for review  
Admin, Prg (Carlisle House Medical Centre)  
Sent:  19 October 2017 12:30  
To:  Admin, Prg (Carlisle House Medical Centre)  
Cc:  Admin, Prg (Carlisle House Medical Centre)  
Attachments:  Action Plan Update PPG.docx (22 KB) 

Attachments:  

Action Plan 

update 

PPG.docx (22 

KB)[Open as Web 

Page] 
 

 

      
Carlisle House Surgery Patient Participation Group 2017/18 

Dear Patient, 
Thank you for your continued support of the Patient Participation Group (PPG) and your collaboration on Practice surveys in previous years. 

  
The 2016/17 survey raised a variety of issues for the surgery to address, most notably; the need to promote the benefits of GP on-line services, increase the 

use of the text reminder services, review the “Did Not Attend” protocol and amend the appointment booking system to provide increased flexibility for those 

patients unable to attend day time appointments (please see attached document - Action Plan Update for further details). 
 

As existing members of the PPG we would value your opinion on the issues you feel should be reviewed in the forthcoming patient survey.  We would like to 
conduct this initial research by email and would be most grateful if you could email your response to us at prg.admin@dorset.nhs.uk 

  

Upon receiving your replies we will arrange a survey to the broader patient population which will help us to shape our services to you in the future. 
  

Please list your comments/suggestions for review: 
 

 

Appendix 3 

https://mail.dorsetccg.nhs.uk/owa/?ae=Item&a=Open&t=IPM.Note&id=RgAAAAATi6n8Pa96RZ6ybmcecufkBwC7pyVy8qGmQas173PLNnTGAAAAxauaAAC7pyVy8qGmQas173PLNnTGAACNIxKYAAAJ&pspid=_1516888428048_183111587
https://mail.dorsetccg.nhs.uk/owa/?ae=Item&a=Open&t=IPM.Note&id=RgAAAAATi6n8Pa96RZ6ybmcecufkBwC7pyVy8qGmQas173PLNnTGAAAAxauaAAC7pyVy8qGmQas173PLNnTGAACNIxKYAAAJ&pspid=_1516888428048_183111587
https://mail.dorsetccg.nhs.uk/owa/?ae=Item&a=Open&t=IPM.Note&id=RgAAAAATi6n8Pa96RZ6ybmcecufkBwC7pyVy8qGmQas173PLNnTGAAAAxauaAAC7pyVy8qGmQas173PLNnTGAACNIxKYAAAJ&pspid=_1516888428048_183111587
https://mail.dorsetccg.nhs.uk/owa/?ae=Item&a=Open&t=IPM.Note&id=RgAAAAATi6n8Pa96RZ6ybmcecufkBwC7pyVy8qGmQas173PLNnTGAAAAxauaAAC7pyVy8qGmQas173PLNnTGAACNIxKYAAAJ&pspid=_1516888428048_183111587
https://mail.dorsetccg.nhs.uk/owa/?ae=Item&a=Open&t=IPM.Note&id=RgAAAAATi6n8Pa96RZ6ybmcecufkBwC7pyVy8qGmQas173PLNnTGAAAAxauaAAC7pyVy8qGmQas173PLNnTGAACNIxKYAAAJ&pspid=_1516888428048_183111587
https://mail.dorsetccg.nhs.uk/owa/?ae=Item&a=Open&t=IPM.Note&id=RgAAAAATi6n8Pa96RZ6ybmcecufkBwC7pyVy8qGmQas173PLNnTGAAAAxauaAAC7pyVy8qGmQas173PLNnTGAACNIxKYAAAJ&pspid=_1516888428048_183111587
https://mail.dorsetccg.nhs.uk/owa/?ae=Item&a=Open&t=IPM.Note&id=RgAAAAATi6n8Pa96RZ6ybmcecufkBwC7pyVy8qGmQas173PLNnTGAAAAxauaAAC7pyVy8qGmQas173PLNnTGAACNIxKYAAAJ&pspid=_1516888428048_183111587
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Email sent: 18/1/18  
Ref: Carlisle House Surgery Patient Survey 2017/2018 (Link sent to PPG members and all patients with an email address recorded) 
Dear Patient 

 

We would be most grateful if you could complete this short survey to help us shape and improve our services to you in the future. 

https://www.surveymonkey.co.uk/r/5NLDHSB 

(please press ctl+click to open the survey link) 

This survey will close on Wednesday 24th January 2018 

Thank you for participating in our survey 

Patient Participation Co-Ordinator 

 

Email sent: 30/1/18 

  
Dear Patient 

Please see the link below to access the CHS Patient Survey 2017/18 results published on the CHS Website. 

Many thanks to the PPG for their continued support and to those patients who completed the survey. 

www.carlislehousesurgery.nhs.uk/ppg.aspx 

Kind regards 

PPG Co-Ordinator 
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Date:    20/11/17 

Attendees:    

PPG Chair:   SL PPG Co-Ordinator:  LD 

PPG Members:  EM, MR Apologies:   DL  

 

Agenda   

Review of 2016/17 Action Plan  

Agree Priority Issues and finalise questions for 2017/18 survey 

Agree dates for follow-up meeting 

 

LD:  Review of 2016/17 Action Plan  

The 2016/17 survey raised a variety of issues for the surgery to address, most notably; the need to promote the benefits of GP on-line services, increase the 

use of the text reminder services, review Practice “Did Not Attend” Protocol and to amend the appointment booking system to provide increased flexibility 

for those patients unable to attend day time appointments.  These issues have been addressed in the Action Plan Update and will continue to be monitored 

by the Practice.  

LD:  Provided an overview of Practice DNA Protocol – Letters sent to those patients who DNA’d three or more times within the last six months, SMS text 

message sent to patients following DNA, numbers of DNA’s displayed in surgery reception, patients contacted prior to longer appointment slots.  Confirmed 

that the number of individual patients who repeat DNA’d had reduced, but overall still a relatively high number of patients who DNA’d. 

EM:  Queried the cost to the Practice of conducting the DNA analysis/contacting patients outweighed the benefits. 

LD:  Confirmed that the administration input was beneficial in terms of reducing the number of patients who repeat DNA and helping to ensure clinical 

appointment slots are not wasted.  Reiterated that the Practice will be utilising Mjog Messenger in the future to contact patients with regards to DNAs and 

hope to reduce the amount of administration time spent on this area. 

EM:  Reiterated the value of prioritising Late Surgery Appointments for those patients who are unable to attend during the day time period. 

MR:  Noted that previously it appeared that any patients were booked into the later slots routinely and much better to retain these appointments for those 

unable to attend during day time surgery. 

EM:  Commented on the overload of Reception Room display of promotional materials.  Noticeboards in general very busy and cluttered. 

Appendix 4  
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MR:  Agreed regarding the cluttered noticeboards and also too many leaflets and all very confusing unless you have a lot of time to look through all of the 

information. 

LD:  Advised that the Practice aims to use specific noticeboards for key themes e.g. Carers, PPG, but agreed there was a lot of information on display.  

Advised that there is specific information that the Practice has to be display as per NHS England guidelines and then the boards are also utilised for on-going 

campaigns e.g. Flu vaccinations.  The Practice has a dedicated team member responsible for updating the noticeboards for a more cohesive, organised 

approach.  The Practice will review if any notices can be removed. 

SL: Recommended labelling each noticeboard to make it clearer for patients. 

EM:  Noted the large number of patients who use mobile phones in reception.  Queried why patients can’t use mobile phones and whether patients are 

prompted to stop using the phone. 

SL: Agreed that high level of mobile phone use, but most patients are just having very short conversations. Would be beneficial to request that patients use 

their mobile phone in Reception Porch area if really necessary and to add to notice why they are unable to use mobile phones. It is a cultural issue that 

patients are using their mobile phones more and more and commented that the Practice are also utilising social medial as a key communication tool. 

LD:  Confirmed that patients are occasionally asked to stop using their mobile phones and the surgery will review the notices. 

LD:  Overview of Mjog Messenger – a new service to communicate with our patients.  Patients with Smartphones can download a secure app via the app 

store, our website page or our Facebook page and then follow the onscreen instructions to allow notifications.  The Practice can use the system to send and 

receive replies (without SMS charges) for health campaigns, info required by the Practice e.g. Smoking status, link to access appointment system, letters, 

pictures, weblinks and contacting patients regarding missed appointments.  Mjog messenger is a secure messaging system with an added pin protection 

option which the surgery will be able to utilise as a key communication tool to run campaigns alongside Facebook to raise the profile of the importance of 

cancelling appointments. 

SL: Had downloaded the app and commented that more usage instructions were required for this new service.  Queried whether patients will get both SMS 

Text messages and Mjog.  

LD: Reiterated the importance of getting patients on board with a new service from the start and confirmed that more information will be provided.  The 

invite to download the Mjog app had initially been sent just to PPG members for feedback and will now be sent to the wider Practice population.   Mjog 

messages/services will then be updated. 

MR:  Noted that the current Reception Team are very good, so helpful and can’t speak highly enough of them. 

EM:  Very pleasant team – Ambassadors for the Practice. 
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LD:  Great to hear such positive feedback regarding the Reception.  They are a really positive Team, with several new members and the Reception Manager 

constantly reviewing areas for improvement including clarification of turnaround time for prescriptions, appointment times currently around two weeks 

and the newly introduced Urgent Primary Care Service at Poole Hospital. 

SL: At times very busy in Reception area with long queues, a particular issue with those patients who may have mobility problems, and would be beneficial 

for Reception to utilise the second hatch.    

EM:  Agreed that certain patients may needs more attention/assistance.  

MR:  Had used the Log-In machine, but invariably not working 

SL:  Agreed that she had found the Log-In machine unreliable 

LD:  Acknowledged the need for Reception Team need to be vigilant to alleviate the queues at peak times. 

EM: Noted lack of information for patients regarding obtaining test results, whether patients always need to ring in or will they be informed by letter. 

LD:  Commented that Clinician would advise at the time of organising/taking the test how results would be delivered.  Test results are reviewed by Clinician 

and patients are then contacted as appropriate.  Noted that more information should be provided for patients to clarify how patients will get types results. 

SL: Queried whether information posted on Facebook would be available for those patients not Facebook members. 

LD:  Confirmed that Facebook is utilised as an additional communication tool and all information is also provided in standard Practice communications e.g. 

Newsletter, Website. 
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Review of comments/issues to be included in the forthcoming 2017/18 Practice survey as suggested by the wider PPG membership and Friends & Family 

Feedback 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Survey questions discussed and finalised: 

 

 

 

 

 

Just a thought concerning filling DNA, as half your patients aren't working, is there a way to fill the voids with the next few appointments by going in early and 

in the meantime text the patients (that you know don't work) that are booked in on following days. This might give them a chance to rush in with an hours’ 

notice, thereby freeing up an appointment later in the week. There's a good chance you're patients are in town shopping or sat at home doing odd jobs would 

jump at the chance to be seen by the doctor earlier than their original appointment. 

I have read through the aims of the survey but I do not think I would use the online services available to patients. Therefore, I do not have any comments to 

make. 

I think little needs to be changed from Carlisle House, very professional team, especially the Reception Ladies. Thank you. 

Caring, compassionate and understanding. 

Lack of car parking. Good doctors and reception. Good Triage. 

I have always received good care and help when required.  However, I am concerned with the time span in order to actually see a doctor when I have phoned 

for an appointment, often weeks ahead and feel it is much too long when help or medication is often needed sooner than “weeks ahead”: can’t be ill “to order” 

after all!  Having made this point I do have great respect for this Practice and all who work here. 

Always reading and seeing what a mess the NHS is in, may I compliment all of the team at Carlisle House.  I’ve had my health problems over the last 6 months 

and I’d like to say I could have never had better treatment from you all.  Very professional, dedicated and prompt attention.  Take a bow and many thanks to 

you all. 

Very good doctors – friendly, helpful, always busy.  Just a shame it can take a while to get appointments sometimes. 

I’ve seen Healthwatch Dorset’s report (on line & in the news etc) that lists access to GPs as one of the main things patients list as a priority - I know we’ve 

covered this - do we need to focus on this more or is it ok? 
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Survey questions discussed and finalised: 

How do you rate access to appointments? In terms of being seen urgently, In terms of booking ahead for a routine appointment, In terms of booking at a 

convenient time (e.g. early or late appointments), In terms of booking with a specific GP 

How do you rate the opening times for the surgery? 

How do you rate your patient experience of clinical Care? 

How do you rate the Reception Services? Checking in via hatch, Check-in via log-in screen, Obtaining test results 

How do you rate the surgery’s Text Reminder Service? 

How do you rate the surgery Mjog Messenger app? 

How would you rate the Electronic Prescription Service? 

 

 

Survey dates confirmed: 

Local Practice survey to be conducted     Mid January 2018 

Local results circulated to be PPG     End of January 2018 

Draft Action Plan circulated to PPG     Start of February 2018 

PPG Meeting to discuss survey findings and finalise Action Plan  21st February 2018 

Local Practice Report to be competed and published    31ST March 2018 

 

 

 

 

2017/2018 Local Practice Survey Results 

 

Also viewable on the Patient Participation Survey Results page of the Practice Website www.carlislehousesurgery.nhs.uk 
 
 

 

Appendix 5 

http://www.carlislehousesurgery.nhs.uk/
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Patient Participation Group Meeting  

Date:    21/2/17 

Attendees:  SL – PPG Chair, EM 

Practice representatives:  LD - PPG-Co-Ordinator, JA - IT Administrator 

Apologies  DL, MR 

Objective:   Informal meeting to provide a further opportunity for the PPG to review wider PPG feedback received following the local 

Practice survey and for PPG members present to agree/finalise Priority Issues to be reviewed in the Action Plan. 

 

Discussion: General discussion regarding the local Practice 2017/18 survey findings, including qualitative data and feedback from the 

wider PPG (see below) regarding the proposed Action Plan.   

 

 PPG members present commented favourably on the number of survey respondents and the generally positive 

responses received. 

 

PPG members agreed with the need for further promotion of CHS on-line services and provision of extra 

instruction/education to patients with the objective of increasing patient usage of the suite of on-line services.  It was 

agreed to review the future possibility of running patient workshops.  The Practice IT Administrator discussed 

functionality issues with the Log-In Screen and  MJOG app and provided an overview of the features of the MJOG app. 

 

Following general discussion regarding access to Routine Appointments, the PPG members commented positively on 

the Text Reminder Service and the opportunity to utilise this service to counteract the number of “DNA” (did not attend 

appointments”) and thus free up routine appointments for other patients. 

 

PPG members present agreed/finalised the 2017/18 Carlisle House Surgery Action Plan.  It was confirmed that the Practice will report back on 

how these improvements are to be achieved within the Patient Participation Report.  The Patient Participation report will be published on the 

Practice website by the 31st March 2018 and paper copies provided in the Reception area to ensure that the wider patient population remain 

informed of outcomes. 

Appendix 6 
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 2017/2018 Proposed Action Plan Feedback from CHS PPG 

 

Thanks for your feedback and attached Action Plan. 

My thoughts and suggestions are as follows: 

1. Lack of awareness/use of GP On-line services 

• Patient awareness is an issue but so is patient confidence. I would imagine that a number of your patients would be nervous about using the service because of 

insecurity in the use of IT or worries about the confidentiality of the information. I would suggest you run a series of 'open house' workshops to teach patients 

how to use the service. Either this could be provided by office staff (who will be trained to provide this support as you have suggested) or patient volunteers. 

2. Increase awareness/use of text reminder service 

• As above some patients may just be nervous of new technology. Perhaps an incentive to use the service. eg priority booking or healthcheck or basic funny badge 

or similar? Something cheap obviously. 

• Try a patient to patient information reminder service. Ask patients who use the service to tell a friend. 

3. Improve access to routine appointments 

• As above, a patient to patient 'tell a friend' service. 

• DNA's are given a 3 strikes and then are sent a letter from a doctor telling them about wasting time and a requirement to sign up for the text service. Fines would 

be good but difficult for you to impose I guess. 

4. Improve log-in screen functionality 

• I have seen these work very effectively in my previous surgery. Location is important. It needs to be very obvious as you walk in, nearer the doo would be better. 

• Have a anti-bac dispenser right next to it would help with hygiene concerns. 

The rest of your suggestions look good to me. Best of luck. 

 

The Action plan reads well & will hopefully improve the up take of on line services , which is the way forward. I will try to make this change 

during the next year but am sure older patients will need help. I do not use Face book or have a phone to use apps. 

Thank-you 

Cont.  

 

L 
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I've looked at the action plan and it looks good to me.  I am happy that you all have greater knowledge of what goes on in a doctors' surgery and will implement the 

changes for our benefit. 

 

 

Excellent idea's but really unhygienic using the log in screen ?how many door's have they touched before using the screen 

 

Good morning to you all.  

Interesting to read the results and proposed actions but speaking as a 77 year old OAP who doesn't not use the latest technologies on mobile phone etc., I will continue to 

rely on using the old fashioned methods of contacting the surgery when necessary. I do not carry my phone with me everywhere I go, and frequently do not hear it. As for 

Apps I wouldn't know how to use them! It must be frustrating, but I do not think I am alone in this. 

 

Hi!  This seems fine - except MJog is still not working for me - perhaps we can discuss at our meeting on Wed 

21/2. Best wishes. 

 
on Friday I was advised by my Pharmacist to contact my doctor and when I phoned for an appointment I was told it would be 6 weeks to see Dr Nelms and 4 weeks for 

any other doctor Is this true  and if so is this the reason patients are having to resort to hospitals. I have had to accept a telephone consultation which  will not be 

available until next Thursday. I would appreciate your comments on this matter in view of the patient survey which promised waiting times would be improved. Kind 

regards. [Surgery addressed] 

 

Yes good plan action but the log in needs looking at. also myself on number occasions tried to implement your 

online service and does not work for me so perhaps this why many people can't get it up and running and think it 

would be much simpler rather have to come surgery all time other than that good plan action keep the good work 

up. 
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Confirmation of Opening Hours of Practice Premises 

 

The Surgery opening times are as shown below and also publicised on Practice website.  

The Surgery is closed on Saturdays and Sundays and on Bank Holidays. 

Monday 8.30am -  6.00pm   6.30pm - 8.00pm    

Tuesday 8.30am -  6.00pm   

Wednesday  8.30am – 6.00pm 

Thursday 8.30am – 6.00pm 

Friday  8.30am – 6.00pm 

 

Extended Hours 

Evening Clinics are available in addition to the core Surgery opening times: Monday 6.30pm - 8.00pm   

 

Outside surgery hours: For urgent appointments outside our normal surgery house please call Urgent Care Service for Dorset and Somerset on 

111. 

Appendix 7 


