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ENDERBY MEDICAL CENTRE - LOCAL PATIENT PARTICIPATION REPORT 2014-2015 (Leicestershire and Lincolnshire Area 
Team 2014/15 Patient Participation Enhanced Service – Reporting Template) 

 

Practice Name:  ENDERBY MEDICAL CENTRE 

 

Practice Code: C82631 

 

Signed on behalf of practice:    Mrs U Bhutani – Practice Manager     Date:    18.3.15 

 

Signed on behalf of PPG:        Mrs Helen Smith - Chair      Date:   18.3.15 

 

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

 
Does the Practice have a PPG? YES / NO 

 

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

 
Number of members of PPG: 20 
 

 
Detail the gender mix of practice population and PPG: 
 

% Male  Female  

Practice 2856 2936 

PPG 8 12 
 

 
Detail of age mix of practice population and PPG:  
 

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

Practice 1342 572 842 836 915 565 429 291 

PPG 0 0 0 2 2 4 9 3 
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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  3616 7 21 168 18 5 23 17 

PPG 19 0 0 0 0 0 0 0 

 

 

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

 Indian Pakistani Bangladeshi Chinese Other  
Asian 

African Caribbean Other 
Black 

Arab Any 
other 

Practice 105 3 0 7 37 14 13 5 2 37 

PPG 1 0 0 0 0 0 0 0 0 0 
 

 

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: 

 

 The Practice has promoted the Practice PPG on the notice  board in the waiting area 

 The Practice has promoted the Practice PPG on the Practice website 

 The Practice has promoted the Practice PPG on the Practice Jayex Appointment board 

 The Practice has promoted the Practice PPG in the Practice leaflet 

 

 

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/NO 

 

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

successful: 
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2. Review of patient feedback 
 

 

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

 Patient feedback cards  

 Patient verbal feedback 

 NHS Choices Website 

 Friends & Family Test 
 

 

How frequently were these reviewed with the PRG? 
 

 Discussed at 3 monthly meetings 
 

 

 

3. Action plan priority areas and implementation 
 

Priority area 1 

Description of priority area: 
 

 PPG Minutes 28.4.14 Bereaved family members PPG member GF raised concerns how GPs take on board patients’ 
worries and concerns with regard to bereaved elderly patients who are isolated and lonely and do GPs have contacts to 
support families, as GF offered to be a contact for patients who needed support and help with transport arrangements if 
patients cannot come to the Practice.  
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What actions were taken to address the priority? 
 

 The GPs felt it would not be professional for them to personally refer a patient on to a PPG member for support and for a 
PPG member to offer their services for transport, as there may be issues relating to confidentiality and risks to PPG 
members, but it was suggested that perhaps it is something the PPG could put on their ‘Practice Notice Board’ and that the 
PPG Chairs could raise the issue with other PPGs in the Locality and report back to the Group. 

 HS (Chair) to discuss with other PPGs. 
 

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

 PPG Minutes 14.7.14 Topic reviewed.  Previous suggestion by PPG member GF helping practice patients who have been 
bereaved; PPG agreed it may be too intrusive. 

 PPG member HS (Chair) commented that the topic had not been discussed by other PPG’s in the Locality. 

 Dr Bhutani explained that GP’s do discuss bereavement with patients; they provide help and advice & ongoing support 
including leaflets/booklets information and referral for counselling e.g. LOROS if appropriate. 

 Published on Practice website enderbymedicalcentre.co.uk & copy for PPG notice board 
 
 

 

Priority area 2 

Description of PPG/Practice priority area: 
 

 PPG Minutes 28.4.14 Patients who do not attend for their appointments – this issue was raised by the Practice as 
there have been an increasing number of patients who fail to attend for their appointment with either the doctor or nurse. 
The PPG members agreed this was an issue to be tackled. A suggestion by the PPG to send patients SMS text message 
to inform the patient of their non-attendance at their appointment  

 Practice to display on the appointment notice board and waiting room the number of non-attendances. 

 PPG Minutes 28.4.14 Recruiting Practice’s younger population to the PPG - the PPG were very keen to recruit the 
younger members of the Practice population to their Group e.g. young mothers 
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Practice actions taken to address the priority? 
DNA’s 

 The Practice sends DNA SMS text message to patients 48 hours following DNA of appointments  

 Monthly alert message for Practice appointment board and flyer in waiting room area notifying patients of number of 
patients who DNA  

 HS (Chair) to discuss topic with other PPG’s in the Locality 

 Suggestion by PPG members to have a notice in the Practice waiting area informing patients how much an appointment 

costs – Practice would need to seek advice from CCG  

 3 monthly audit of Practice DNA’s to keep PPG updated 
PPG Recruitment 

 The Practice members suggested a PPG member/members attend the Practice either on a Tuesday or Wednesday 

morning to speak to this group of patients, as they are attending appointments with the midwife and health visitor.   

 The Practice members also suggested a flyer in the local Pharmacy; a message on patients’ repeat prescriptions & 

promotion by Practice midwife at new booking appointments 

 

 

Result of Practice actions and impact on patients and carers and where published: 
 

PPG Minutes 14.7.14 Patients’ missed appointments (DNA’s) 

 The Practice has seen an improvement in the reduction of patients not attending for their appointments following the 

suggestion by the PPG at the last meeting to send DNA SMS text message to those patients who have not attended; 

Practice members reported these were mostly from the younger population. Dr Bhutani commented that patients are also 

sent a letter following 3 missed appointments and the patient is asked to speak to a doctor before booking a further 

appointment in the future.  

 Published on Practice website enderbymedicalcentre.co.uk & copy for PPG notice board  
 

PPG Recruitment 

 The PPG has recruited 1 new younger member to the PPG  
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Priority area 3 

 

Description of PPG/Practice priority area: 
 

 PPG minutes 26.1.15 Privacy at Reception  
The results of the EMC Practice Survey 2014 were discussed with members of the EMC PPG.  The Group had previously 

met in April 2014; and expressed a wish to run a comparative survey based on 2013 Practice Survey with additional 

questions relating to patients who have long standing health problems, disability or infirmity.  Questionnaires were 

circulated to patients during May to July 2014.  A total of 250 questionnaires were hand out to patients and 200 surveys 

returned for data analysis.   The PPG members were very pleased with the results of the Survey 2014 and that standards 

were being maintained throughout with an increase in ‘confidence in your Doctor’ and ‘how helpful is reception’.  The 

Practice exceeded national targets in all areas.   The PPG raised two areas for general discussion - advanced booking of 

appointments and privacy at reception’, as the percentages for these two areas showed a slightly lower percentage than 

the 2013 Practice Survey.   
 

 
Practice actions taken to address the priority? 
 

 Advanced appointment booking — the Group asked how far in advance the appointments sessions were put on the 
Practice computer system.  Dr Bhutani & Mrs Bhutani advised the PPG members that appointments sessions were put 
on the computer system up to 4 weeks in advance which enables patients to book their appointments with clinicians and 
attached staff.  Specialised clinics e.g. chronic diseases; minor surgery, coil insertions etc. are usually by Practice 
invitation.   

 

 Privacy at Reception — discussion took place on how improvements could be made regarding privacy at the 
Reception desk.  The Reception desk is adjacent to the waiting room and lobby area and at times becomes congested 
with patients entering and leaving the Practice and queues at the Reception desk.  Dr Bhutani commented that the 
Practice had already taken steps to alleviate the problem with notices in the Reception area asking other patients to 
give the patients at the Reception desk space and privacy to speak with the Receptionist.  

 



 

Reporting Template (Annex C) Page 7 
 

Dr Bhutani asked the PPG for their input with regards to how improvements could be made to the existing set up.  PPG 

member PD made a suggestion to move the Reception office further back to create an additional alcove area away from 

the main corridor with side partitions for privacy.  Dr Bhutani will feed this suggestion back to the Partners for discussion 

and query proposed alteration.   

 

 

 
Result of Practice actions and impact on patients and carers and where published: 
 

 Practice to maintain advanced appointments up to 1 month in advance 

 Proposed alterations to Reception area – further discussion required by partners  

 To be published on Practice website enderbymedicalcentre.co.uk & waiting room notice board 
 

 
 
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): 
  

 Patient appointments – called to clinicians by room numbers from the Practice Jayex appointment board 

 At the request of the PPG a comparative Patient Survey was run during 2014  
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4. PPG Sign Off 
 

 
Report signed off by PPG: YES/NO 
 
Date of sign off:  
 
Has the report been published on the practice website?  YES/NO 
 

 
How has the practice engaged with the PPG: 
 
How has the practice made efforts to engage with seldom heard groups in the practice population?  Practice website, Practice 
leaflet, Practice appointment board, Practice notice board 
Has the practice received patient and carer feedback from a variety of sources? Yes 
Was the PPG involved in the agreement of priority areas and the resulting action plan? Yes 
How has the service offered to patients and carers improved as a result of the implementation of the action plan? Practice has 
reviewed current systems and strives to improve serviced provided to patients 
Do you have any other comments about the PPG or practice in relation to this area of work? Practice values PPG opinions and 
issues raised, the PPG Group are helpful, forward thinking, knowledgeable and work well with the Practice members 
 
 
 
 
 
 
 
 

 

Please return this completed report template to the generic email box – england.leiclincsmedical@nhs.net 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. 

mailto:england.leiclincsmedical@nhs.net

