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Annex C: Standard Reporting Template 
 

Shropshire & Staffordshire Area Team  
2014/15 Patient Participation Enhanced Service – Reporting Template 

 
Practice Name: PORTCULLIS SURGERY LUDLOW 
Practice Code:  M82043 
Signed on behalf of practice: ANNE MASTERS (formally Baird) PRACTICE/BUISINESS MANAGER 
               Date: 12th February 15 
 
Signed on behalf of PPG:           Date: 

1. Prerequisite of Enhanced Service – Develop/Maintain a Patient Participation Group (PPG) 

 
Does the Practice have a PPG? YES 
 

 
Method of engagement with PPG: Face to face, Email, Other (please specify) – Virtual Group and Face to Face Group 
 

 
Number of members of PPG: 38 
 

 
Detail the gender mix of practice population and PPG: 
 

% Male  Female  

Practice 3958 4173 

PPG 20 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 1487 921 814 940 1005 1043 1114 807 

PPG 1 2 1 2 5 10 9 8 
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Detail the ethnic background of your practice population and PPG:  

 White Mixed/ multiple ethnic groups 

 British Irish Gypsy or Irish 
traveller 

Other white White &black 
Caribbean 

White &black African White &Asian Other mixed 

Practice  7924  24 102 6 10   

PPG 37 1       
 

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

Other 

 Indian Pakistani Bangladeshi Chinese Other Asian African Caribbean Other Black Arab Any other 

Practice 21 15  29       

PPG           
 

Describe steps taken to ensure that the PPG is representative of the practice population in terms of gender, age and ethnic background 
and other members of the practice population: 

Ludlow does not have any high ethnic groups apart from Chinese/Turkish and Thai restaurant owners and workers.  The town 
is mostly British residents. We do have a PPG Board in the waiting area inviting all to join the group and ensure our PPG 
meetings are advertised at the local college and local supermarket. 

Are there any specific characteristics of your practice population which means that other groups should be included in the PPG?  
e.g. a large student population, significant number of jobseekers, large numbers of nursing homes, or a LGBT community?  YES 

If you have answered yes, please outline measures taken to include those specific groups and whether those measures were 
successful: 

Ludlow has a college for further education.  The Patient Group put a notice on their board before every meeting.  We do have 
two students on our Virtual Patient Group. We also have a Carer Group whereby 3 members also are on our Patient Group who 
then feed into the Carer Group who meet once a month.  We have Compassionate Communities volunteers whereby 2 sit on 
our Patient Group and they feed back areas of work that the PPG participate in to the clients they are be friending. We also 
have a poster in the supermarkets and theatre. 
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2. Review of patient feedback 
 

Outline the sources of feedback that were reviewed during the year: 

We have a suggestions and comments box that is used by the patients and the suggestions are discussed at the Practice 
Meetings.  We also have Friends and Family and the results are published on the Web Media Screen. 

Both of these services are discussed and updated as a regular agenda item at the Patient Group Meetings. 

The results of our annual survey are published on the practice website, NHS Choice website and a copy is put on the practice 
notice board for the patients. 

 
How frequently were these reviewed with the PRG? 
 
At two monthly Patient Group Meetings 
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3. Action plan priority areas and implementation 

Priority area 1 

Description of priority area: 

WAITING TIMES 

What actions were taken to address the priority? 

The survey reported that:- 

11% of patients found the waiting times very good 

45% of patients found the waiting times good 

31% of patients found the waiting times fair 

12% of patients found the waiting times poor 

Even though 56% of patients found the waiting times to be very good and good it was decided that this could be an area for improvement.  

The patient survey was carried out in November and December of 2014 which is within the winter pressure months whereby waiting times 

along with more Doctor visits due to winter illness/falls is higher than normal. Patient attendance to see a Doctor/Nurse is also a lot higher 

than in the summer months.   Patient have had to wait in the practice to see the Doctor if they have been called out on an emergency visit. 

Result of actions and impact on patients and carers (including how publicised): 

It was decided to ease the winter pressure by employing more Doctors to help with visits/consultations thus easing the pressure of patients 

waiting. A GP to be employed on the busy days (Mondays and Wednesdays) to go to the urgent visits as and when they were requested and if 

any other visit came in whilst they were on a home visit they then would go straight to the second visit. It was thought that patients can be 

seen quicker and if there was need to admit the this can be done earlier instead of a lot of admissions later on in the morning when all Doctors 

are out on home visits and admitting patients to hospital around the same time. Hence a build up at A and E.   This will ease the pressure in 

the waiting room as Doctors at the surgery concentrate on the patients and don’t have to go out and do the urgent visits, hence keep to time. 
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Priority area 2 

Description of priority area: 

Touch Screen 

What actions were taken to address the priority? 

58% of patients reported that they don’t use the checking in touch screen.  Some comments were that they were anxious that they would do something 

wrong. Other comments are that they like to speak with the reception team as they may well be asking for a prescription also.  Discussions took place 

around the build up of patients at the reception desk in a busy period and that if more patients moved through into the waiting room to book in at the 

touch screen then that would ease congestion in the reception.   

Result of actions and impact on patients and carers (including how publicised): 

It was decided that we have a student/work experience with the practice for most of the summer months and that she could assist patients to 

learn how to use the touch screen so that they don’t have to wait in the reception area. 
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Priority area 3 

Description of priority area: 

Practice New Extension 

What actions were taken to address the priority? 

The practice is to have a new extension in the Spring of 2015.  The Patient Group feels it is important for as many patients as 
possible to have a say in the signage/colour scheme and views of how their waiting room should look.  We have worked 
considerably on the signage as per previous surveys and have removed a lot of the leaflets from the waiting room to ensure 
signage is good on the eye.   

Result of actions and impact on patients and carers (including how publicised): 

The Patient Group will undertake this duty and we will ask patients to comment/ideas/suggestions on the Friends and Family 
Test comment box 

Progress on previous years 

If you have participated in this scheme for more than one year, outline progress made on issues raised in the previous year(s): 

 
 
 
 
 
 
 
 
 

Look back at 2012/2013 Survey 

The patient group looked back over 2012/2013 surveys to see how improvements had been made.  Patient Access had increased and we now 

have 2100 patients that have signed up for this service out of an 8200 list size.  This has been achieved by an answer phone message and the 

use of the web media screen and new patient packs.  

Privacy in the reception was reported on in our 2013 survey.  We now have a room to see patients and the room is off the main reception 

clearly signed private room. 

Signage has also been re looked at, unnecessary posters removed to ensure that the appropriate signage is used for clarity. 
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4. PPG Sign Off 

Report signed off by PPG: YES – Mr Bill Eastwell – Chairman    Signature: Please see attached scanned signature. 

Date of sign off: 23rd February 2015 

Has the report been published on the practice website?  YES 

How has the practice engaged with the PPG: 

How has the practice made efforts to engage with seldom heard groups in the practice population? 

Has the practice received patient and carer feedback from a variety of sources? 

Was the PPG involved in the agreement of priority areas and the resulting action plan? 

How has the service offered to patients and carers improved as a result of the implementation of the action plan? 

Do you have any other comments about the PPG or practice in relation to this area of work? 

The PPG meet every two months face to face but during the consultation for the new extension we have had more 
communication with our Virtual Group.  The Virtual Group has younger members with clear views as to how they would like to 
see their new practice waiting room.  

The practice has an active Carer Group and also Compassionate Communities Group that work closely with the PPG.  We 
also liaise with the local Community Hospital Groups, work with out District Nursing Teams and Health Visitors.  We feed into 
the Patient County Groups and always have representatives on the Future Fit programme along with any other initiatives 
within the town of Ludlow and its surrounding areas. 
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We work closely with our Ludlow Cancer Support Group and the Ludlow Heart Group who complete our annual survey and 
the Practice Manager then feeds the results back to the groups.  If we have any initiatives e.g. Waste Medicines Management.  
Members of the different groups will stand in Ludlow Supermarkets and give out leaflets and discuss with the shoppers how 
they can get involved in the PPG. We actively encourage the Friends and Family Test and keenly look at the suggestion and 
comments box at every meeting.The PPG after consultation discussed the contents of the patient questionnaire.  When the 
results were available the PPG then looked at the three areas to improve upon along with looking at past surveys to see how 
overall the practice had improved. 

Portcullis PPG is thrilled that we are to be having a new extension in 2015.  Comments on the 2014 survey were related to the 
cramped waiting room, signage and the patient views was the practice needed an update.  Our action plan will begin to be 
implemented as early as the 25th February 2015 when the build starts. 

The PPG are delighted to be part of this growth and we are humbled that the practice ensures that we are kept in the loop with 
all changes. 

Please return this completed report template to your Assistant Contracts Manager no later than 31st March 2015.  No payments will be 
made to a practice under the terms of this ES if the report is not submitted by 31st March 2015. 

West Staffordshire – Muazma.ibrahim@nhs.net 

   East Staffordshire – Jeanette.sims@nhs.net  

   Shropshire & Telford – ruth.bolderston@nhs.net  
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