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Silverdale Medical Centre 
 

Patient Participation Group  

Annual Report 
1st April 2011 to 31st March 2012 

 

 
Establishing a patient Participation Group 
The Practice is very keen in engaging patients to help deliver and 

design services responsive to their needs. Silverdale Medical Centre 
has had a Patient Participation group for many years and after 

discussion with its members it was decided in July 2011 that this 
group needed to be reviewed and gain new members. A process 

was set in place to advertise and attract more patients to the group. 
The group was advertised in Reception, all staff (including clinicians) 

were asked to invite patients to join the group, and it is also 
advertised on the Practice Website and in the Practice leaflet. 

 

Currently we have 14 members and they have chosen their group 
name to be “Friends of Silverdale” 

We have 7 male members and 7 female members.   
The age ranges are from 29 to 77 years. 

The Ethnicity of the group members are as follows; 
5 Asian members including, Sikh & Hindu and 9 British. 

The group has elected two members to be Chairperson and Vice-
Chairperson. 

 
We have found it very difficult to attract younger patients and as a 

result we have written to them and advertised the group at our 
young person’s clinic as well as the clinicians asking patients on an 

opportunistic basis. We have also offered a choice of meeting times 
throughout the day and evening to enable members more flexibility 

to attend. We have left the invitation to join the group open and we 

will continually publicise the process on how patients can join. 
 

Practice Survey 
A meeting was held in order for us to discuss and seek the views of 

the PPG in relation to any priority areas that should be included in 
the Patient Survey. The areas agreed by the PPG for inclusion were 

as follows:- 
� Access – Opening times 

� Telephone communications 
� Advanced appointment booking 

� Installation of the new electronic patient doors 
Once the Survey was developed and passed by the PPG, 130 

surveys were handed out over the period of one week to enable a 
cross section of patients to be able to complete it. It was also placed 

on the Practice website. As the surveys were anonymous a PPG 
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member kindly agreed to analyse the surveys and compiled a 
comprehensive report for the Practice and PPG. 

 

The results were discussed with all the PHCT and the PPG member 
also fed back the findings to the group at our meeting on 5th 

December 2011. 
 

In addition to the annual survey the Practice also has a patient 
suggestion box in the foyer. 

 
Results of the survey 

A briefing paper highlighting some of the results can be accessed by 
downloading it from the link on the previous page. 

 
This can also be seen on the PPG notice board, in the reception area 

or via the Practice website. 
 

Action Plan 

 
Access: 

97% of respondents were either very satisfied or satisfied with the 
surgery opening times. These are displayed on the Practice website, 

the telephone system, in the Practice leaflet and on the patient’s 
entrance door as well as on the front of the main building. 

The Practice opening times are as follows; 
 

Monday to Friday 8am to 6:30pm  
Saturday mornings 10am to 12noon (extended hours). 

 
Patients are able to obtain appointments by attending the practice, 

by telephone or via the internet and booking online. Patients can 
also request their repeat prescriptions on line.  Only 4% of 

respondents booked their appointment on line.  The Practice are 

going to advertise this more widely in house and on their website. 
 

Telephone system: 
As a result of the patient survey findings the Practice have altered 

the telephone consultation process. Instead of asking the patient to 
call back they are now taking the patients contact details and 

informing them that the GP’s or Nurse will call them back. This is 
better for the patients in the fact that they do not have to make 

more than one telephone call and better for the staff in terms of the 
telephone not starting to constantly ring after their surgery/clinic 

has ended.  
 

Advanced appointment booking: 
84% of respondents were aware that they could book an 

appointment more than two days in advance. This is an area that 

the Practice has agreed to advertise more widely. 
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Premises: 
95% of respondents agreed or were neutral that the installation of 

the new electronic doors is a great improvement to the Practice. 
Since the survey the Practice have added another sign to the doors 

to instruct patients on how to operate them. 
 

Receptionists 
96% of respondents were very satisfied or satisfied with the 

Reception team and some very positive comments were received 
about them. A special thank you to all of them. 

 
Other PPG priorities 

During discussions with the PPG group other areas were highlighted 
that were not contained within the patient survey and these are 

mentioned below; 

 
Hearing Loop not working; 

With the help of a PPG member the Practice have ensured that the 
installed hearing loop system is now working correctly. 

 
Trip hazard on the Patients car park: 

This was rectified within one week of this being brought to the 
Practice Managers attention and a thank you email was received by 

a patient. 
 

Wet Floors: 
Concerns were raised around the flooring in the surgery when it is 

wet outside. This was discussed at some length regarding Health & 
Safety issues and one of the PPG members offered to do a HSE risk 

assessment for us and to source an appropriate mat for the main 

entrance door. Upon reflection the Practice Manager decided that 
new anti-slip flooring should be installed.  

 
This was completed during the Christmas holiday period and a lot of 

positive comments have been received regarding this. 
 

Statement 
The PPG group congratulated all the staff at Silverdale Medical 

Centre for their hard work and excellent patient care that they 
provide to their patients. 


