
 

 

Patient Participation Group Report  

The Overdale Medical Pratice patient participation group consists of nine patients, Dr Heather Foley 

and the Practice Manager. A nurse and a receptionist also attend the meeting, to ensure that we 

have a range of views from across the practice.  

Throughout 2014 the PPG reviewed feedback from a variety of sources. People brought informal 

feedback to the meeting, such as comments that they had heard from other patients. We also 

discussed any complaints that were received and we discussed our annual complaints review. From 

December 2014 the family and friends feedback has also been discussed at every meeting.  

From this feedback it was agreed that we could look to analyse and improve services in three areas. 

The first area was to look at the phones. This was in response to a complaint and also an area where 

we are aware that improvements can always be made. We discussed the current system and the 

areas that we felt improvements could be made. With the introduction of the new phone system 18 

months ago, the process of transferring to triage is much smoother and the triage system works far 

more effectively. However, this has resulted in a bottle neck at reception, as very few people will 

now get the engaged tone, but may be in a queue waiting to speak to the receptionist. We have 

added messages to the phone system so that people are aware that they are waiting in a queue. We 

have also changed the way the phone rings at Breaston, so that either receptionist is able to pick up 

every call that comes through. The receptionists have all attended customer service training this 

year and are aware of the importance of ensuring that the phones are answered in a timely manner. 

Finally we hope that moving to the electronic prescription service, where prescriptions are 

automatically sent to the chemist, will free up reception time so that they can answer the phones 

more quickly.  

The second area we looked at was incorporating care planning into our dementia reviews. It was felt 

that we could improve the structure of these reviews to make them more beneficial for our patients 

with dementia and their carers. We have made the appointments longer and encouraged the main 

carer or loved one to attend. We ensure that all the information about the other professionals 

involved is recorded in the care plan as well as anything that the out of hours service may need to be 

aware of. Our links with social care have improved over the last year, with the appointment of a 

‘care co-ordinator’, Malcolm Gallon. Malcolm works with a variety of agencies and charities to 

ensure that our most vulnerable patients are able to access the support they need to allow them to 

live independently. As part of the dementia review we ensure that patients and their carers have 

adequate support and if there is anything that they need then we will ask Malcolm to contact them 

to organise this.  

The final area that we looked at was extended hours. In the summer the area team, asked us to 

change the way that we provided this service. As we were expecting to have a difficult winter, with a 

GP on maternity leave and a full time GP having major surgery, we decided that we had to 

concentrate on our core services over the winter, to ensure that we were able to continue to 

provide a high quality on the day service to our patients. We decided that we would use this time to 



gather feedback on the extended hours service, so that we could ensure that when we started to 

provide it again, we were offering what people wanted. We tried to gain feedback from variety of 

sources, we had information on the website and leaflets in the surgery and patients were asked to 

email the practice manager with their views on the changes. We only received one email about this, 

which was from somebody who did not need to use the extended hours service, but had some good 

ideas about how it could be run. The PPG suggested that 8am appointments maybe useful for 

patients who work. As there appeared to be no strong desire for the practice to offer extended 

hours and we still have a GP on maternity leave, it has been agreed that the partnership will look at 

offering 8am appointments when Dr Joshi returns. If the area team are agreeable we will aim to 

start the extended hours appointments, offering early appointments and evening appointments, in 

the second quarter of the year. If the area team are unable to accommodate this, then we will 

gather feedback again over the winter, with a view to offering these appointments from April 2016. 

If you have any comments on any of these changes or any ideas for future changes then please 

contact the practice manager, Fiona Bolstridge, at f.bolstridge@nhs.net 

 

 

 


