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Annex C: Standard Reporting Template 
Schedule M 

Hertfordshire and South Midlands Area Team  

2014/15 Patient Participation Enhanced Service – Reporting Template 

 

Practice Name: The Red House Group 

 

Practice Code: E82085 

 

Signed on behalf of practice:  Lynn Delaney, Practice Manager     Date: 31st March 2015 

 

Signed on behalf of PPG:  Virtual PPG         Date: 31st March 2015 

 

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

 
Does the Practice have a PPG?  Yes a virtual PPG 

 

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

 
Number of members of PPG:  204 
 

 
Detail the gender mix of practice population and PPG: 
 

% Male Female 

Practice 50% 50% 

PPG 47% 53% 
 

 
Detail of age mix of practice population and PPG:  
 

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

Practice 22% 8% 12% 14% 15% 11% 9% 8% 

PPG 0% 1% 2% 8% 15% 25% 31% 18% 
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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  76.7% 1.1% - 12.3% 0.3% 0.3% 0.7% 0.7% 

PPG 89.7% 1.5% - 3.9% - - 0.5% - 

 

 

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

 Indian Pakistani Bangladeshi Chinese Other 
Asian 

African Caribbean Other 
Black 

Arab Any 
other 

Practice 2.9% 0.3% 0.2% 0.9% 1.5% 0.5% 0.3% 0.5% - 0.7% 

PPG 2% 0.5% - 1.5% 0.5% - - - - - 
 

 

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: 

 

Since its establishment, the virtual PPG has been broadly representative of the practice population in terms of gender and ethnic 

background.  We have continued to try to promote the group is such a way as to maintain this representation. 

 

The one measure where the profile of the virtual PPG has differed somewhat from that of the practice population as a whole, is age.  

At its establishment, there was a significant lack of patients under the age of 40 who were members of the group. 

 

To address this, we adapted our virtual PPG advertising campaign to focus on patients under 40.  The measures documented in our 

2014 Patient Participation report have continued, and in particular, an advertising feature targeting younger patients has been 

constantly running on the homepage of our website. 

 

The proportion of younger members has increased slightly, but it has proved extremely difficult to recruit new members in this age 

bracket.  We are aware that this is a common problem for Patient Groups, but we will continue to focus on the issue. 



 

Reporting Template (Annex C) Page 3 
 

 

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 

 

NO 

 

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

successful: 

 

 

2. Review of patient feedback         (Component 2 – 30% of payment) 
 

 

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

Feedback from patients was received via a number of sources during the year, including: 

 Comments posted in the “comments and complaints” boxes located in the surgery waiting rooms 

 Submissions via the patient feedback form on the Red House Group website www.theredhousegroup.com 

 Reviews and comments posted on surgery pages of the NHS Choices website 

 Posts made in the online forums on the PRG website www.theredhousegroupprg.co.uk 

 Written letters to the practice 

 Comments made in person or by telephone 

 Emails sent to our practice email address: redhousegroup@nhs.net 

 From December 2014: Friends and Family Test submissions - via the website, sms text message or written responses 
 
All feedback received during the year via any of the above sources was reviewed in the practice and, where appropriate, responded 
to. 
 

http://www.theredhousegroup.com/
http://www.theredhousegroupprg.co.uk/
mailto:redhousegroup@nhs.net
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How frequently were these reviewed with the PPG? 
 
As the PPG is a virtual group, individual patient feedback was not directly reviewed with the group.  Instead feedback information 
was published to the virtual PPG via a series of update emails, as well as being made available on our main website where 
appropriate. 
 
Facilities were provided for members of the virtual PPG to discuss patient feedback via the forums on the group website.  Members 
were also encouraged to contact the practice to via any of the above methods if they wished to discuss an issue directly.  However, 
active discussion of feedback by members of the group using these methods has in general been very minimal. 
 
As a consequence we are planning a move to replace or augment the virtual PPG with a face-to-face (non-virtual) Patient 
Participation Group.  We hope this will encourage a significantly greater level of discussion of patient feedback and issues of concern 
by members. 
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3. Action plan priority areas and implementation      (Component 3 – 30% of payment) 
 

Priority area 1 

 
Description of priority area: 
 
Ability to get through to the practice by telephone. 
 

 
What actions were taken to address the priority? 
 
Our telephone system was upgraded in mid-2014 so that it could accommodate double the number of patients calling at the same 
time.  Prior to this, the system could become overloaded at busy times. 
 
In late August 2014, a new telephone menu system was introduced to make it quicker and easier for patients to get through to the 
appropriate member of staff they need.  Further adjustments to the system were later made following feedback from patients and 
staff.  The performance of the system continues to be monitored and improvements made where necessary. 
 
Alternative methods of contacting the practice when a telephone call was unnecessary were introduced and/or promoted, to 
reduce unnecessary calls.  (For example a new SMS system was introduced allowing more flexible and reliable cancellation of 
appointments by text message). 
 
Finally, staffing allocations and telephone group settings were adjusted to ensure an adequate number of staff answering calls at 
busy times. 
 

 
Result of actions and impact on patients and carers (including how publicised): 
 
The above actions were communicated to the virtual PPG via the regular email updates. 
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Taken together, the actions above have improved the experience of patients contacting the practice by telephone.  As well as 
directing the caller to the appropriate member of staff quicker, the changes have helped to decrease the number of dropped calls 
and reduce the telephone waiting time experienced by patients. 
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Priority area 2 

 
Description of priority area: 
 
Improved channels of communication – particularly in relation to patient comments and concerns – and assurance that these 
would all be responded to appropriately. 
 

 
What actions were taken to address the priority? 
 
Following patient requests, the "Compliments and Complaints" book at the Red House was replaced by an anonymous 
"Comments and Suggestions" box to encourage more feedback.  Patients were assured that all comments and complaints would 
be followed-up.  Where appropriate, patients are responded to directly. 
 
Since mid-2014, we have also been actively directing patients to our surgery pages on NHS Choices where patients may post 
reviews about us.  Patients have been informed that we welcome all comments, good or bad, and that every review would be read 
and responded to. 
 
In spring 2014 we set up a dedicated practice email address – redhousegroup@nhs.net – to enable patients to contact the 
practice directly by this means, and to provide an avenue for the practice to respond directly.  Since then the email address has 
been continuously monitored by a team of senior staff during working hours, and every email is dealt with appropriately - normally 
on the same day. 
 
In December 2014, in common with other GP Practices, the Friends and Family Test was introduced at the Red House.  The 
opportunity was taken to promote this as another way for patients to provide their comments and any concerns to the practice.  
Methods were introduced to encourage feedback from patients who may not have engaged with the practice through other 
means.  In particular, SMS Text messages are now sent to every patient who attends the practice for an appointment asking for 
their feedback. 
 
 

mailto:redhousegroup@nhs.net
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Result of actions and impact on patients and carers (including how publicised): 
 
Since early 2014, the channels of communication between patients and the practice and the awareness and use of these by 
patients has improved considerably.  It is believed that the incidence of patients perceiving the practice as “not listening to them” 
has diminished. 
 
The practice email address has proved extremely popular with patients as a way of communicating with the practice.  We have 
seen a steady increase in the numbers of emails received from patients and responses sent.  In addition, the number of reviews 
on NHS Choices has significantly increased, and these are all read and responded to. 
 
The numbers of patients responding to the Friends and Family Test SMS text messages has been significant, with hundreds of 
responses and comments received.  The GPs and staff have found this an extremely valuable source of patients comments and 
suggestions. 
 
All the above actions were communicated to members of the virtual PPG via the regular email updates.  The various means of 
communication continue to be promoted in the surgeries and on the practice website. 
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Priority area 3 

 
Description of priority area: 
 
Increased and improved availability of appointments. 
 

 
What actions were taken to address the priority? 
 
To cope with an increased demand for urgent same-day appointments with GPs, it was agreed to allow more urgent appointments 
to be added on the end of GPs surgeries.  In addition, the system was changed to allow afternoon urgent appointments to be 
booked from 12:30pm as opposed to from 2pm as previously. 
 
From November 2014 until March 2015, additional GP appointments were offered to patients under the NHS winter pressures 
programme.  Additional GP clinics were run by both salaried GPs and locums to provide additional appointment availability at this 
busy time. 
 
The number of nurse appointments offered was also increased in early Autumn to help to cope with demand.  Nurse sessions 
were also restructured to improve overall availability of general nurse appointments. 
 
A new SMS text message reminder service was introduced in mid-2014 to help reduce wasted appointments and thereby improve 
overall availability.  This service has been promoted within the practice and patients have been encouraged to provide their mobile 
phone numbers to us in order to receive the reminders.  The service also allows patients to easily cancel unwanted appointments 
by sending a text message, thereby freeing up the appointment slot for other patients. 
 
 

 
Result of actions and impact on patients and carers (including how publicised): 
 
The additional GP clinics run over the winter period have delivered a significant increase in the overall number of GP 
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appointments available for patients during this busy time.  Similarly, changes to nurse sessions have led to an improved 
availability of general nursing appointments for patients. 
 
Where there is a high demand for urgent same-day appointments, our GP clinics now carry a larger number of these 
appointments added to the end of the sessions. 
 
The new SMS text message service has been enthusiastically received by patients, and many have commented on how they rely 
on the service to remind them of their appointments (thereby preventing the appointment slot from being wasted).  Use of the text 
message cancellation service has also been high, and since the appointments are now cancelled automatically, the slots are 
available to be booked by another patient almost immediately. 
 
As with the other priority areas, the above actions were communicated to members of the virtual PPG via the regular email 
updates.  Where appropriate, developments were also announced to patients via other means such as the practice website. 
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4.  Progress on previous years         (Component 4 – 40% of payment) 

 

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

 
The new Red House Group website, launched in February 2014, has continued to be developed as a comprehensive 
source of information for patients and a facility for patient communication with the practice. 
 
Our online appointment booking and repeat prescription ordering services have continued to be promoted to patients.  
Registrations for these services have increased and their regular use has continued to increase at a slow but steady rate.  
The share of appointments available for booking online has been further increased in the past year. 
 
We have continued to extend the training offered to staff (particularly reception and administration staff) in order to 
improve the experience of patients using our services.  In particular, we have continued to run regular PDP afternoons 
for staff development and training.  In addition, our reception staff have attended an increased number of patient-
focussed training courses over the past year.  We are also introducing a more structured and robust induction training 
programme for reception and administration staff. 
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5. PPG Sign Off 
 

 
Report signed off by PPG: YES/NO  Patient group is a virtual PPG 
 
Date of sign off: 31st March 2015 
 
Has the report been published on the practice website?  YES/NO  YES 
 
Please insert web-link to your report:  http://theredhousegroup.com/patient-participation-report-201415/ 
 

 
How has the practice engaged with the PPG: 
The practice has engaged with the virtual PPG via the website and through regular email updates. 
 
How has the practice made efforts to engage with seldom heard groups in the practice population? 
As noted in the report, the practice has continued to advertise the virtual PPG to younger members of the practice, although 
membership in this age group has proved difficult to increase.  The practice has also continued to reach out to specific groups of 
seldom heard patients in other ways.  For example, a numbers of approaches have been used to help identify and engage with 
patients who are also carers. 
 
Has the practice received patient and carer feedback from a variety of sources? 
Yes, feedback has been received from many sources, including written feedback, by telephone, in person, by email, online via the 
website and by text message. 
 
Was the PPG involved in the agreement of priority areas and the resulting action plan? 
Although a number of communication channels were made available, it has proved difficult to encourage a significant level of 
discussion of areas of priority by the virtual group. 
 
How has the service offered to patients and carers improved as a result of the implementation of the action plan? 
The improvements made to the telephone system have made it easier and quicker for patients to get through to the practice by 

http://theredhousegroup.com/patient-participation-report-201415/
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telephone.  In general, patients are also more aware of the various methods that they can use to contact the practice, and are 
more confident that they will be listened to and responded to appropriately.  Finally, there has been a quantifiable increase in the 
availability of different appointments in the practice over the past year, both with GPs and other health professionals. 
 
Do you have any other comments about the PPG or practice in relation to this area of work? 
The virtual PPG has been successful in its goal of attracting a relatively large group of patients to provide their views on the 
practice, and – with the exception of age profile – this group is broadly representative of the practice population.  However, it has 
not been successful in encouraging a significant level of discussion of patient feedback and issues of concern by members.  
Consequently the practice is considering augmenting the virtual PPG with a non-virtual (face-to-face) patient group. 
 

 

Please return this completed report template to england.enhancedservices-athsm@nhs.net no later than 31st March 2015.  No payments will 

be made to a practice under the terms of this DES if the report is not submitted by 31st March 2015. 

mailto:england.enhancedservices-athsm@nhs.net

