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Waltham Forest Area Team 
2016/2017 Patient Participation Enhanced Service Report 

 

Practice Name: L.L. Medical Care Ltd (Agarwal & Agrawal Practice) 

Practice Code: F826625 

Postcode: E11 4HX 

Signed on behalf of the practice: 
Debra Garey 

 

Date: Friday, 07 April 2017 

Signed on behalf of the PPG: 
David Pyall 

 

Date: Friday, 07 April 2017 

 

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 Link on Website  

Number of members of PPG: 20 

 

Detail the gender mix of your PPG population: 

% Male Female 

PRG 5 13 

 
Detail of age mix of practice population and PPG: 
 

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

PRG  1 3 3 1 11   
 

 

http://www.google.co.uk/url?url=http://community.giffgaff.com/t5/Submit-Great-giffgaff-Ideas/Recurring-goodybags-on-new-accounts-Let-the-members-decide/idi-p/9067788&rct=j&frm=1&q=&esrc=s&sa=U&ei=V1LLVNGcGoP0avPagIAK&ved=0CBYQ9QEwAA&usg=AFQjCNFWcgw6tnZTykXEvIeC52cuALVcbQ
http://www.google.co.uk/url?url=http://community.giffgaff.com/t5/Submit-Great-giffgaff-Ideas/Recurring-goodybags-on-new-accounts-Let-the-members-decide/idi-p/9067788&rct=j&frm=1&q=&esrc=s&sa=U&ei=V1LLVNGcGoP0avPagIAK&ved=0CBYQ9QEwAA&usg=AFQjCNFWcgw6tnZTykXEvIeC52cuALVcbQ
http://www.google.co.uk/url?url=http://community.giffgaff.com/t5/Submit-Great-giffgaff-Ideas/Recurring-goodybags-on-new-accounts-Let-the-members-decide/idi-p/9067788&rct=j&frm=1&q=&esrc=s&sa=U&ei=V1LLVNGcGoP0avPagIAK&ved=0CBYQ9QEwAA&usg=AFQjCNFWcgw6tnZTykXEvIeC52cuALVcbQ
http://www.google.co.uk/url?url=http://community.giffgaff.com/t5/Submit-Great-giffgaff-Ideas/Recurring-goodybags-on-new-accounts-Let-the-members-decide/idi-p/9067788&rct=j&frm=1&q=&esrc=s&sa=U&ei=V1LLVNGcGoP0avPagIAK&ved=0CBYQ9QEwAA&usg=AFQjCNFWcgw6tnZTykXEvIeC52cuALVcbQ
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Detail the ethnic background of your PPG population: 

 White Mixed Multiple Ethnic Groups 

 British Irish Gypsy Or Irish Traveller Other White White & Black African White & Asian Other Mixed 

PRG 6   1 1  1 

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

 Indian Pakistani Bangladeshi Chinese Other Asian Africa
n 

Caribbean Other 
black 

Arab Any other 

PRG 3 2  1 1 1 2    

 

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: 
 

A Meeting held on Monday 27th March 2017 between 5.00pm ï 6:30pm at L.L. Medical Care Ltd (Agarwal & Agrawal 
Practice) 

 
Hosts 

¶ Debra Garey (Practice Manager) ¶ David Cook (Website Administrator) 
 

Attendees:  Apologies:    
¶ David Pyall (Chair) 
¶ Asha Rahman 

¶ Yinka Ogun 

¶ Urshman Boampong 
¶ Diane Ward 

¶ Pamela Francis 
¶ Nekeisha John 
¶ Sanjidah Khanam 
¶ Swetal Modi 
¶ Jasbir Kaur 

¶ Karolina Kulpa 
¶ Ann Woodrow 

¶ David Banks 
¶ Yvonne Oscar 
¶ Aswathy K 
¶ Sue Goodall 
¶ Sarah J Rufus 

¶ Roger Bispham 
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Discussion and forward planning 
 

1. Presentation of Patient Questionnaire Results 2016/2017 
Discussion of Patientôs Questionnaire Results. (As attached in the PRG Survey Report 2016/2017). An electronic report 
was generated on a projector displaying a graphical presentation with diagrams of the results obtained on completion of 
the patient questionnaire. The individual results were discussed with the PPG members. 

 
2. New changes within the practice 

 

¶ Telephone lines/Online Access ï It was agreed that on the website, on the Appointments Page, that there would be a 
reference to patients explaining that the best time to contact the practice via the telephone, is between 2.00PM and 
4.00PM. This would free the lines up some more allowing patients to contact the practice to book any later appointments 
and handle patient queries, and handle any patient queries that arise from patients speaking to our receptionists.  
 
Patients are still using the phone lines to request queries on blood test results and other medical issues, as they should, 
however patients are still using the phone  lines to request appointments, again as they should do also. This is clogging 
up the phone lines.  
 
For this reason, our receptionists have been and are now pushing out registration forms for online access. Upon 
completing a registration form, the patient is given a username and password. Online access gives the patient the ability 
to book appointments, request repeat pr escriptions and view parts of their GP health record. Support information has 
been advertised around the practice, on the notice boards, GP and nurse doors, and on the practice website.  
 
Registration forms are also available to be downloaded from the Documents page on the website, receptionists are also 
aware of where to find the documents on the computer when they need to print them in for the patient.   
 
There is a practice target of 75% of our appointments to be booked via online services, which should a llow our 
receptionists to handle those patients booking the remaining 25%  into appointments, handling other patient queries 
either face to face with the patient or over the telephone.  
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¶ Patient Participation Group Questionnaires ï PPG questionnaires are handed out, can be collected from the reception 
desk or now completed online. PPG memberôs will be advised via email to complete an online PPG questionnaire. 
 
All comments will be recorded in a word document over the next period to save time on analysing th e results. 
 
When it comes to PPG recruitments, our memberôs were asked if they knew any other patients, either they be family or 
friends, if they would like to become part of the PPG, another method of recruitment was to produce a PPG newsletter, 
an idea raised by David Pyall, this newsletter would be available on the website and on the PPG notice board. 
 
They are collated and filed in a PPG folder which David and Debra only have access to. The contents of the PPG folder 
are readily available for viewing by a member of the CCG when it our turn to be visited by them.  
 

¶ Friends and Family Test (FFT) ï The FFTôs are handed out, can be collected from the reception desk or now completed 
online and the results are submitted every month. Not all patients leave comme nts in the space provided for them, and 
to monitor the comments for feedback, the FFTs with comments will be recorded as a percentage.  At the end of the year 
a chart will be displayed on the PPG notice board explaining all out the scores according to their  specific catergory. 
 
All comments will be recorded in a word document over the next period to save time on analysing the results.  
 

¶ Blood Tests ï Patientôs are still having issues with having blood tests. Patientôs wait in the queue early in the morning to 
book appointments at the practice, but miss the closure of the blood test facilities.  
 
This is also one of the reasons why Online Access has been introduced. If the patientôs can book appointments with the 
online services, they will have a little more ti me to visit the blood clinic before the blood clinic closes.  
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¶ Unavailable staff ï Some of the staff and management have been ill or have departed the practice over the past year, 
therefore the practice has had to rely on the services of locums  to fil l the void, and receptionists have been asked to 
work longer shifts or come in on their off days to help catch up with the work.  
 
Patients are made aware of the GPôs in on the day via a notice board on the reception window . 
 
This has been reflected on patient feedback, some of the patients are not too happy with our locums  or our receptionists 
as they had a good relationship with the GPôs who have departed and feel like they have lost the help and understanding 
of their health issues. But on the other side if the coin, there are patients who are more than happy with the service that 
they receive. 
 
Dr B Agrawal is due to return to in September.  

 
3. Introduction of new services within the practice  

 

¶ GP Extended Services ï PELC has now been taken over by Waltham Forest CCG, there is poster material on GP and 
practice notice boards informing patients of which practices they can go to during our closed hours in the evening s and 
on weekends. There is also information on the Appointments page on the website.  
 
The link to the website is;  
 
http://www.walthamforestccg.nhs.uk/ourwork/evening -and -weekend -gp -appointments -now -available -
to -wal tham -forest -residents.htm  

 

¶ Keeping a record of new patient hits ï A hit counter is to be added onto the New Registrations page to inform the 
practice of how many people are thinking of, or have registered with the practice.  

 
 
 
 
 

http://www.walthamforestccg.nhs.uk/ourwork/evening-and-weekend-gp-appointments-now-available-to-waltham-forest-residents.htm
http://www.walthamforestccg.nhs.uk/ourwork/evening-and-weekend-gp-appointments-now-available-to-waltham-forest-residents.htm
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Forward Action Plan 
The opinions, suggestions and feedback highlighted in the PPG meeting 2016/2017 on 27.03.2017 would be reviewed and 

considered by the practiceôs primary care team. It would be brought into action in the coming 4-6 months. Further, PPG 

meetings for the year 2016/2017 would be scheduled for July and October 2017.  

 

PPG members would be notified and invited via telephone, emails, post and website and poster advert. 

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: 

  

http://www.google.co.uk/url?url=http://community.giffgaff.com/t5/Submit-Great-giffgaff-Ideas/Recurring-goodybags-on-new-accounts-Let-the-members-decide/idi-p/9067788&rct=j&frm=1&q=&esrc=s&sa=U&ei=V1LLVNGcGoP0avPagIAK&ved=0CBYQ9QEwAA&usg=AFQjCNFWcgw6tnZTykXEvIeC52cuALVcbQ
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2. Review of patient feedback 

 

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

¶ The use of physical and web-based questionnaires via the reception and clerical staff of the practice and Survey Monkey. 

¶ Viewing our page on NHS Choices and responding to patientôs comments. 

¶ Friends and Family Test (FFT). 
 
All our promotional material is available both in-house and online.  
 
We have posters advertising the PRG both in our waiting areas and on our reception desk, as well as animation and links to 
PRG applications, PRG questionnaires, practice leaflets and so on. 
 
The staff, should they run out of the documents, have been trained and shown where to download and print these documents. 
 
There is also a main folder which is easily accessible to the David and Debra. This folder is maintained by our website 
developer, who constantly monitors the survey monkey questionnaires and also monitors our FFT (Friends And Family Test) 
scoring. 
 
The total number of random patients that responded to the survey was 47 out of 50, and the questions that were asked were 
discussed and approved with the practice. 
 
A variety of communication methods were used to obtain as many questionnaires as possible by the 25th March 2017, to allow 
the data collected more accurate and precise, the most used method of collecting and analysing the questionnaires was 
completed by our website developer, who spent Thursday and Fridays approaching and explaining the importance of the survey 
to our patients. 
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Questionnaires; 
 

¶ Were handed out and completed by patients either before or after an appointment by our website developer and 
reception staff. 

¶ Were completed online via the use of Survey Monkey, this included the submitting of questionnaires that had been 
collected by our website developer. 

 
47 questionnaires in total were received back before the deadline. We hold a diverse cultural community in our practice and the 
original questionnaire is available in-house and can be translated via Google Translate into other European languages.  

 
The data was analysed using Survey Monkey. This permitted us to present the outcome in charts and graphs to make it 
presentable, clear and concise for our patients.  
 
Please see appendix 1 for a graphical breakdown of our PPG survey. 
 
A hard copy of the preliminary report is stored in backroom reception area, please ask the practice manager to see it, if it is 
necessary. 
 
Friends and Family Test; 
All patients were asked to complete a FFT given to them by the Drôs, nurseôs and receptionistôs, and were entered in the first 
week of every month onto the CQRS system. FFTôs can now be submitted online via a Survey Monkey questionnaire, much like 
the PPG questionnaires. 
 
The FFTôs are also filed and stored in-house, alongside an Excel spreadsheet that monitors the monthly FFT score for the 
practice (please see appendix 4).  
 
This spreadsheet will now be used alongside the CQRS system to better our understanding and views of the patients. 
 
There was also a Word document created to record the comments of the patients, this again is stored in electronic copy on the 
system, with a sample of views ready to be addressed at future PPG meetings. 
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How frequently were these reviewed with the PRG? 
 
 
At our last meeting on the 1st March 2016. 
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3. Action plan priority areas and implementation 

Priority area 1 

Description of priority area: 
 
Telephone Access ï The majority of the negative feedback derived from patients not being able to contact the practice via the 
telephone system to book an appointment, ending in the majority of the patients coming in directly and booking appointments with 
the practice staff. 

What actions were taken to address the priority? 
 
Patients have been made aware via the use of information posted on our NHS Choices Profile Page and on the practice website, 
and also media on our notice boards in our waiting area and reception desk. The patients have also been advised via word-of-
mouth from the reception staff and David (when conducting the survey) to collect an application letter from the reception. Patients 
also have access to the EMIS Access FAQs (Frequently Asked Questions) page for any technical issues regarding access to the 
system. This has been referenced in the updated practice leaflets 

Result of actions and impact on patients and carers (including how publicised): 
 
Impact on patients - Patients have been made aware of the changes on the website, practice leaflet and notice boards.. 
 
Impact on carers - Same as above 
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Priority area 2 

Description of priority area: 
 
Friends and Family Test 
 

What actions were taken to address the priority? 
 
Friends and Family Test (FFT) ï The FFTôs are handed out, can be collected from the reception desk, downloaded from the 
practice website and now completed via an online survey link, as usual the results are submitted every month. Not all patients leave 
comments in the space provided for them, and to monitor the comments for feedback, the FFTs with comments are still being 
recorded as percentages. 
 
The FFTôs are handed out, can be collected from the reception desk or now completed online and the results are submitted every 
month. Not all patients leave comments in the space provided for them, and to monitor the comments for feedback, the FFTs with 
comments will be recorded as a percentage. At the end of the year a chart will be displayed on the PPG notice board explaining all 
out the scores according to their specific catergory. 

 
All comments will be recorded in a word document over the next period to save time on analysing the results. 

 
They are collated and filed in a FFT folder which David and Debra only have access to. The contents of the PPG folder are readily 
available for viewing by a member of the CCG when it our turn to be visited by them. 

Result of actions and impact on patients and carers (including how publicised): 
 
Impact on patients - Patients have been made aware of the changes on the website, practice leaflet and notice boards.  
 
Impact on carers - Same as above  
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Priority area 3 

Description of priority area: 
 
Online Services ï Patientôs have little or no knowledge of the services despite the existing poster material up on our notice boards 

What actions were taken to address the priority? 
 
Online Services such as booking online appointments, requesting repeat prescriptions, viewing personal medical history and 
records etc, are going to continue being pushed out as every practice has to, according to NHS targets to have a set percentage of 
their patient populous, using the online services. 
 
There is a practice target of 75% of our appointments to be booked via online services, which should allow our receptionists to 
handle those patients booking the remaining 25% into appointments, handling other patient queries either face to face with the 
patient or over the telephone. 

Result of actions and impact on patients and carers (including how publicised): 
 
Impact on patients - Registration forms are also available to be downloaded from the Documents page on the website, receptionists 
are also aware of where to find the documents on the computer when they need to print them in for the patient.  

 
Poster material has been put up on the notice board for our European patients. The information displayed is to make our patientôs 
aware of where they can find the documents to download. There is an image of the country, with the language translated, with the 
description in that language with a link to the website. 
 
Patients will be asked and given information at the reception desk, and the Appointments page on the practice website has been 
updated with information and external links to the NHS Online Services web page. 
 
Impact on carers - Same as above 
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Priority area 4 

Description of priority area: 
 
Patient Participation Group - PPG questionnaires are handed out, can be collected from the reception desk or now completed 
online. PPG memberôs will be advised via email to complete an online PPG questionnaire. 

 
All comments will be recorded in a word document over the next period to save time on analysing the results. 

What actions were taken to address the priority? 
 
When it comes to PPG recruitments, our memberôs were asked if they knew any other patients, either they be family or friends, if 
they would like to become part of the PPG, another method of recruitment was to produce a PPG newsletter, an idea raised by 
David Pyall, this newsletter would be available on the website and on the PPG notice board. 

 
They are collated and filed in a PPG folder which David and Debra only have access to. The contents of the PPG folder are readily 
available for viewing by a member of the CCG when it our turn to be visited by them. 
 

Result of actions and impact on patients and carers (including how publicised): 
 
Impact on patients - Patients have been made aware of the changes on the website, practice leaflet and notice boards.  
 
Impact on carers - Same as above 
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Priority area 5 

Description of priority area: 
 
Friends And Family Test - The FFTôs are handed out, can be collected from the reception desk and the results are submitted every 
month. Not all patients leave comments in the space provided for them, and to monitor the comments for feedback, the FFTs with 
comments will be recorded as a percentage. At the end of the year a chart will be displayed on the PPG notice board explaining all 
out the scores according to their specific catergory. 

 
All comments are recorded in a word document over the next period to save time on analysing the results. 

What actions were taken to address the priority? 
 
FFTôs will continue to be handed out as they were before, but also can now be completed online via a Survey Monkey 
questionnaire. 
 
They are collated and filed in a FFT folder which David and Debra only have access to. The contents of the PPG folder are readily 
available for viewing by a member of the CCG when it our turn to be visited by them.  

Result of actions and impact on patients and carers (including how publicised): 
 
Impact on patients - Patients have been made aware of the changes on the website, practice leaflet and notice boards.  
 
Impact on carers - Same as above 
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Priority area 6 

Description of priority area: 
 
Blood Tests - Patientôs are still having issues with having blood tests. Patientôs wait in the queue early in the morning to book 
appointments at the practice, but miss the closure of the blood test facilities.  

What actions were taken to address the priority? 
 
Online Services have been introduced, If the patientôs can book appointments with the online services, they will have a little more 
time to visit the blood clinic before the blood clinic closes. 

Result of actions and impact on patients and carers (including how publicised): 
 
Impact on patients - Patients have been made aware of the changes on the website, practice leaflet and notice boards.  
 
Impact on carers - Same as above 
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Priority area 7 

Description of priority area: 
 

Unavailable staff ï Some of the staff and management have been ill or have departed the practic e over the past year, therefore 
the practice has had to rely on the services of locums to fill the void, and receptionists have been asked to work longer shi fts or 
come in on their off days to help catch up with the work.  
 
This has been reflected on patient feedback, some of the patients are not too happy with our locums nor the receptionists as they 
had a good relationship with the GPôs who have departed and feel like they have lost the help and understanding of their health 
issues. But on the other side if the coin, there are patients who are more than happy with the service that they receive.  
What actions were taken to address the priority? 
 

Patients are made aware of the GPôs in on the day via a notice board on the reception window. 
Result of actions and impact on patients and carers (including how publicised): 
 

Impact on patients - Patients are made aware of the GPôs in on the day via a notice board on the reception window. 
 
Impact on carers - Same as above 
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Priority area 8 

Description of priority area: 
 
GP Extended Services ï PELC has now been taken over by Waltham Forest CCG. 

What actions were taken to address the priority? 
 
All GP practices were contacted and given a selection of practices around the Waltham Forest area to choose from to 
accommodate 
weekday and weekend services. 

Result of actions and impact on patients and carers (including how publicised): 
 
Impact on patients - there is poster material on GP and practice notice boards informing patients of which practices they can go to 
during our closed hours in the evenings and on weekends. There is also information on the Appointments page on the website.  

 
The link to the website is; 

 
http://www.walthamforestccg.nhs.uk/ourwork/evening-and-weekend-gp-appointments-now-available-to-waltham-forest-
residents.htm 
 
Impact on carers ï Same as above  

 

  

http://www.walthamforestccg.nhs.uk/ourwork/evening-and-weekend-gp-appointments-now-available-to-waltham-forest-residents.htm
http://www.walthamforestccg.nhs.uk/ourwork/evening-and-weekend-gp-appointments-now-available-to-waltham-forest-residents.htm
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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): 

 
¶ The practice leaflets, practice charter and NHS fact sheets were translated into a range of languages used by the growing 

number of EU and patients from other countries and ethnic backgrounds, and are going to be updated when changes occur 
in the practice. 

¶ Patients are now being made more aware of the FFTôs and are now completing them and handing them in, the website link 
will be used to collect submissions and David can use this to inform the practice when submissions are discovered and 
inform the practice to update them, before they are submitted onto CQRS. The spreadsheet will still be used to keep a 
running score over the 2017/2018 period. 

¶ More documents have been made available on the Documents page on the website and it has been organised into their 
areas of relevancy for easy access and understanding. 

¶ The notice boards have been updated and monitored every time a new or current service has been introduced and this will 
continue to be part of normal practice. Reflections of relevant have been and will continue to be visible on the practice 
website, again this will be part of normal practice and the website will be date stamped every time content is changed. 

¶ The use of online services will continue to be monitored and more patients will be made aware and will be included in the 
scheme. 
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4. PPG Sign Off 

 

Report signed off by PPG: Yes  No  
 
Date of sign off: Friday, 07 April 2017 
 

 
1. How has the practice engaged with the PPG: 

 
2. How has the practice made efforts to engage with seldom heard groups in the practice population? 

 
Advertised material in waiting rooms, notice boards, front desk area, website, and discussed in appointments (face-to 
face). 

 
3. Has the practice received patient and carer feedback from a variety of sources? 

 
          Yes 
 

4. Was the PPG involved in the agreement of priority areas and the resulting action plan? 
 

Yes 
 

5. How has the service offered to patients and carers improved as a result of the implementation of the action plan? 
 

¶ Patients have been made aware of changes online and in our reception and waiting room areas.  

¶ From the survey and meeting, patients have requested that the practice extend their opening hours to include those who  
work late and canôt attend appointments during working hours (9.00am-5.00pm), therefore hours were extended on 
Mondays and Tuesday until 7.30pm, Wednesday and Fridays until 6.30pm, with Thursday remaining a half day.  

¶ Patients found that the telephone lines were busy at times and requested that the telephones be extended until 8.00pm 
on a Monday and Tuesday, and 7.00pm on Wednesday and Friday, with Thursday remaining a half day. 

 

http://www.google.co.uk/url?url=http://community.giffgaff.com/t5/Submit-Great-giffgaff-Ideas/Recurring-goodybags-on-new-accounts-Let-the-members-decide/idi-p/9067788&rct=j&frm=1&q=&esrc=s&sa=U&ei=V1LLVNGcGoP0avPagIAK&ved=0CBYQ9QEwAA&usg=AFQjCNFWcgw6tnZTykXEvIeC52cuALVcbQ
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6. Do you have any other comments about the PPG or practice in relation to this area of work? 
 

We have a good co-operative relationship with our PPG memberôs and our patients, and we rely on them in receiving 
feedback from the community which the surgery serves as well as updating changes and developments in the service 
patients are given. 
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APPENDIX 1 ï SURVEY QUESTIONS AND ANSWERS 

 
1. Please enter your email address. 

 
This answer is confidential and stored on Survey Monkey and hard copy completed questionnaires. Only the practice 
manager and web developer have access to Survey Monkey. 
 

2. When did you last attend your GP surgery? 
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3. In the past 6 months how easy have you found the following? 
 
a. Getting through to the surgery via telephone? 
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b. Getting an appointment with your preferred GP? 
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c. Speaking to a doctor on the telephone? 
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4. How helpful do you find the receptionists? 
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5. How long after your appointment time do you normally wait to be seen? 
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6. How do you rate the level of care that you received from the nurseôs? 
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7. How do you rate the level of care that you received from the GPôs? 
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8. Would you recommend your GP surgery to someone who has just moved to you area? 
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APPENDIX 2 ï WEBSITE DOCUMENTS LIBRARY 

All our documents are available from our online documents library: http://www.llmedicareagarwal.co.uk/LANTHORNE%20-

%20UPDATED%2017th%20February%202016%20-%20Original%20Site/Documents.htm and from our NHS Choices page, 

http://www.nhs.uk/Services/GP/Overview/DefaultView.aspx?id=36201 

 

http://www.nhs.uk/Services/GP/Overview/DefaultView.aspx?id=36201


L.L. MEDICAL CARE LTD (AGARWAL & AGRAWAL PRACTICE) PRACTICE CODE: F86625 

L.L. Medical Care Ltd (Agarwal & Agrawal Practice) 2016/2017 Patient Participation Enhanced Service Report     P a g e | 32 of 39 
 

APPENDIX 3 ï MINUTES MEETING 

A Meeting held on Monday 27 th  March 2017 between 5.00pm ï 6:30pm at L.L. Medical Care Ltd (Agarwal & Agrawal 

Practice)  

Hosts  

¶ Debra Garey (Practice Manager) ¶ David Cook (Website Administrator) 
 

Attendees:  Apologies:   

¶ David Pyall (Chair) 
¶ Asha Rahman 
¶ Yinka Ogun 

¶ Urshman Boampong 
¶ Diane Ward 
¶ Pamela Francis 
¶ Nekeisha John 
¶ Sanjidah Khanam 

¶ Swetal Modi 
¶ Jasbir Kaur 
¶ Roger Bispham 

¶ Karolina Kulpa 
¶ Ann Woodrow 
¶ David Banks 
¶ Yvonne Oscar 
¶ Aswathy K 

¶ Sue Goodall 
¶ Sarah J Rufus 

 

Discussion and forward planning  

1 Presentation of Patient Questionnaire Results 2016/2017 

Discussion of Patientôs Questionnaire Results. (As attached in the PRG Survey Report 2016/2017). An electronic report was 

generated on a projector displaying a graphical presentation with diagrams of the results obtained on completion of the 

patient questionnaire. The individual results were discussed with the PPG members. 
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2 New changes within the practice 

¶ Telephone lines/Online Access ï It was agreed that on the website, on the Appointments Page, that there would be a 

reference to patients explaining that the best time to contact the practice via the telephone, is between 2.00PM and 4.00PM. 

This would free the lines up some more allowing patients to contact the practice to book any later appointments and handle 

patient queries, and handle any patient queries that arise from patients speaking to our receptionists.  

 

Patients are still using the phone lines to request queries on blood test results and other medical issues, as they should, 

however patients are still using the phone lines to request appointments, again as they should do also. This is clogging up 

the phone lines.  

 

For this reason, our receptionists have been and are now pushing out registration forms for online access. Upon completing 

a registration form, the patient is given a username and password. Online access gives the patient the ability to book 

appointments, request repeat prescriptions and view parts of their GP health record. Support information has been 

advertised around the practice, on the notice boards, GP and nurse doors, and on the practice website.  

 

Registration forms are also available to be downloaded from the Documents page on the website, receptionists are also 

aware of where to find the documents on the computer when they need to print them in for the patient.  

 

There is a practice target of 75% of our appointments to be booked via online services, which should allow our recepti onists 

to handle those patients booking the remaining 25% into appointments, handling other patient queries either face to face 

with the patient or over the telephone.  
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¶ Patient Participation Group Questionnaires ï PPG questionnaires are handed out, can be collected from the reception desk or 

now completed online and the results are submitted every month. PPG memberôs will be advised via email to complete an 

online PPG questionnaire. 

 

All comments will be recorded in a word document over the next period t o save time on analysing the results. 

 

When it comes to PPG recruitments, our memberôs were asked if they knew any other patients, either they be family or 

friends, if they would like to become part of the PPG, another method of recruitment was to produce a PPG newsletter, an 

idea raised by David Pyall, this newsletter would be available on the website and on the PPG notice board. 

 

They are collated and filed in a PPG folder which David and Debra only have access to. The contents of the PPG folder are 

readily available for viewing by a member of the CCG when it our turn to be visited by them.  

 

¶ Friends and Family Test (FFT) ï The FFTôs are handed out, can be collected from the reception desk or now completed 

online and the results are submitted every month. N ot all patients leave comments in the space provided for them, and to 

monitor the comments for feedback, the FFTs with comments will be recorded as a percentage. At the end of the year a 

chart will be displayed on the PPG notice board explaining all out the scores according to their specific catergory. 

 

All comments will be recorded in a word document over the next period to save time on analysing the results.  

 

They are collated and filed in a FFT folder which David and Debra only have access to. The contents of the PPG folder are 

readily available for viewing by a member of the CCG when it our turn to be visited by them.  

 

¶ Blood Tests ï Patientôs are still having issues with having blood tests. Patientôs wait in the queue early in the morning to 
book appointments at the practice, but miss the closure of the blood test facilities. This is also one of the reasons why 
Online Access has been introduced. If the patientôs can book appointments with the online services, they will have a little 
more time to visit the  blood clinic before the blood clinic closes. 
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¶ Unavailable staff ï Some of the staff and management have been ill or have departed the practice over the past year, 

therefore the practice has had to rely on the services of locums to fill the void, and recep tionists have been asked to work 

longer shifts or come in on their off days to help catch up with the work.  

 

Patients are made aware of the GPôs in on the day via a notice board on the reception window. 

 

This has been reflected on patient feedback, some of the patients are not too happy with our locums  or our receptionists as 

they had a good relationship with the GPôs who have departed and feel like they have lost the help and understanding of 

their health issues. But on the other side if the coin, there ar e patients who are more than happy with the service that they 

receive. 

 

Dr B Agrawal is due to return to in September.  
 

3 Introduction of new services within the practice  

 

¶ GP Extended Services ï PELC has now been taken over by Waltham Forest CCG, there is poster material on GP and practice 

notice boards informing patients of which practices they can go to during our closed hours in the evenings and on 

weekends. There is also information on the Appointments page on the website.  

 

The link to the website is;  

 

http://www.walthamforestccg.nhs.uk/ourwork/evening -and -weekend -gp -appointments -now -available -to -

waltham -forest -residents .htm  

 

¶ Keeping a record of new patient hits ï A hit counter is to be added onto the New Registrations page to inform the practice 

of how many people are thinking of, or have registered with the practice.  

http://www.walthamforestccg.nhs.uk/ourwork/evening-and-weekend-gp-appointments-now-available-to-waltham-forest-residents.htm
http://www.walthamforestccg.nhs.uk/ourwork/evening-and-weekend-gp-appointments-now-available-to-waltham-forest-residents.htm
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Forward Action Plan  

The opinions, suggestions and feedback highlighted in the PPG meeting 2016/2017 on 27.03.2017 would be reviewed and 

considered by the practiceôs primary care team. It would be brought into action in the coming 4-6 months. Further, PPG meetings 

for the year 2016/2017 would be scheduled fo r July and October 2017.  

PPG members would be notified and invited via telephone, emails, post and website and poster advert. 
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APPENDIX 4 ï FRIENDS AND FAMILY TEST BREAKDOWN JANUARY 2016 TO JANUARY 2017 
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The majority of the patient feedback circulated around booking and getting an appointment with the practice, the practice has now 

in place, an online appointment booking system, whereby the patient collects a letter from the practice that allows them to register 

and book appointments online.  

There are still issues with patients queuing up at the reception and trying to book appointments via the phone line, which is where 

all the negative responses have arose from, therefore we are continuing to push and will be pushing more the use of online 

services. 

There were additional comments;  

¶ That praised the doctors and the receptionists on the professional service that was given 

¶ That praised the doctors on the medical advice that was given 

¶ The late opening hours 
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APPENDIX 4 ï NHS CHOICES 

Each practice has their own unique online website profile. The online profile informs the patients about the practice, from opening 

hours, emergency hours, staff, online documents that the patient can view and download, but more importantly, patient comments.  

Patients are free to leave comments to the practice manage, (which are visible to all who view the profile page) and the practice 

manager has the ability to read and respond to the comments. Over the course of the last 4 weeks, our web developer came into 

the practice and viewed some of the comments.  

The results are as follows, please bear in mind that some of the views has been responded to by the NHS who have introduced the 

online appointment booking system, which is now accessible to the patients, who just simply have to collect a form from the 

reception desk and access it from their own PC/Laptop, or smart phone device. 

 


