
PAULS SURGERY 

222 St Pauls Surgery 

Smethwick 

B66 1HB 
 

 

REPORT OF PATIENT REFERENCE GROUP  (2013 – 2014) 

 

Introduction to our Patient Reference Group 

Our Patient Reference Group was established in 2011.  St Pauls Surgery 

wanted to hear the views of our patients with regards to services that the 

practice offers, we also wanted to understand any concerns or issues that 

patients have with regards to these services and how we overcome any 

issues.  We also wanted views on any new services that patients would like 

brought into  practice environment.   

Our current PRG is a representation of our current practice population with 

age ranges from 20yrs up to 85yrs with a variety of ethnicities and cultural 

backgrounds. 

Areas of Priority for our Patient Surveys 

The group held a meeting on 31st July 2013 to discuss our Patient Survey 

Questionnaires.  The group used the previous year’s questionnaires and 

discussed each of questions to see if they were pertinent and relevant, the 

group then approved the 18 questions they wanted for this year’s 

questionnaires.  

The group felt that the questions they approved were a true reflection of all 

the areas they wanted to be audited i.e  Waiting times, Accessibility of other 

services, Telephones etc. 

Process of the Questionnaire Survey 

A total of 400 questionnaires were handed out to patients when accessing 

the surgery over a 4 week period in December 2014.   Only 347 questionnaires 

had been completed.   

The results were individually collated and analysed.  They were then put in a 

tabulated format (see attached results). 



 

 

Survey Findings and Results  -   PRG Meeting March 2014 

The results of the survey were presented and discussed with the group.  Each 

question was individually discussed, reviewed and comments made with 

regard to any actions needed.  

Group Relection and Action Plans 

Reflection:  On the whole, the group found that most of the results had been 

extremely positive and that no grave concerns had been raised, however 

there were a few minor concerns that had been highlighted which the group 

wanted to address.  These were discussed at length at their meeting and with 

the support of the practice team an action plan had been devised.  

Overview:  The group had thoroughly enjoyed the experience of this survey 

and have been enlightened by the results, from re-designing the 

questionnaire thus making it a more “patient friendly” and being appropriate 

to implementing an action plan has been a very interesting process for all of 

the group and practice staff alike.  

PRG ACTION PLAN – 2014-2015 

 

 Promote patient understanding on how to use NHS 111, with an 

emphasis on Education, Advertisement, Surgery Notice Boards, and 

NHS111 Leaflets attached to prescriptions, appointment cards, Patient 

Information Screen and Surgery Website.   

 The practice will implement a Triage service by which the patients 

have an option to have a call back from a clinician with regard to their 

medical concerns. 

 The Practice will look at implementing a queuing system on our existing 

telephone system, however, if the practice is unable to have this option 

then the practice will then look at implementing a new telephone 

system 

 

The above Action Plan for St Pauls Surgery was approved by their Patient 

Reference Group Members on 3rd March 2014.  

 


