
PATIENT REPRESENTATIVE GROUP REPORT – MARCH 2013 
It is our intention to provide the highest standard of Healthcare. We feel that this can only be achieved by 
working together, in partnership with our patients, in order to promote a mutually beneficial relationship. It 
was with this in mind that the Patient Representative Group for Northwood and Alvechurch Medical Centre 
was set up in February 2013 to gain the views of patients on the services that we offer across both sites. It is 
an open membership group and we are actively “recruiting” for new members all the time. Although newly 
founded we will discuss and review a wide variety of subjects, taking into account things like access to 
services provided as well as any anomalies in those services for our Alvechurch patients.  

PRACTICE PROFILE 

Northwood Medical Centre is located in a lovely Georgian property which was fully refurbished a few years 
ago. The Practice has two sites, one in Kings Norton and a branch surgery in Alvechurch. Alvechurch Medical 
Centre is based in the middle of Alvechurch which has a population of 6500 aprox. (UK Census 2011)The 
practice geographical area is quite large and serves patients within the Kings Norton area and as far as Redditch 
in Worcestershire.  The practice also provides care for Nursing Homes and Residential Care Homes.  

The four partners divide their time equally between the 2 sites. The both practices serve a patient list size of 
8895 patients. The four partners divide their time equally between the two sites with a full compliment of staff 
which consists of Practice Manager, Deputy Practice Manager, 1 full-time and 2 part-time Practice Nurses, one 
of which is a Nurse Prescriber,  2 part-time Healthcare Assistants, 1 full-time and 1 part-time Medical 
Secretary, 1 part-time Practice Administrator and 12 part-time Receptionists. We have attached staff, although 
not based at either practice provide additional services to our patients, Midwife, Health Visitor, Case Manager, 
District Nurses and Healthcare Support worker. The Practice Nurses offer advice and support to our patients 
who have long term conditions such as Asthma, Diabetes, Chronic Heart Disease, Hypertension, COPD and 
Anticoagulation as well as Health Screening, Child Immunisations and Travel advice. The 2 Healthcare 
assistants offer a phlebotomy service, smoking cessation advice, minor wound care, and assist the doctor with 
minor surgery. They also work alongside the nurses and doctors in providing routine Healthcare services to 
patients. 

 

  Demonstrating how a Patient Reference Group is Representative 

Practice Population Profile  PRG Profile  Difference  

Age 

18.7 % Under 16        0% Under 16     

7.25% 17-24             0 17-24           

11.5% 25-34             0.2% 25-34          11.3% 

15% 35-44            0% 35-44          

15% 45-54             0.15% 45-54          14.85% 

12.5% 55-64             0.17% 55-64          12.33% 

11% 65-74              0.2% 65-74          10.8% 

6.2% 75-84         0.36% 75-84           5.84% 



3% 85 and Over    0.38% 85 and Over   2.2% 

Ethnicity 

White White  

65.5% British Group      0.19% British Group     11 people 

0.11% Irish                   Irish              

Mixed Mixed  

0.01% White & Black Caribbean              % White & Black Caribbean             

% White & Black African             % White & Black African  

0.07% White & Asian    % White & Asian    

Asian or Asian British Asian or Asian British  

0.01% Indian             % Indian     

% Pakistani       % Pakistani    

% Bangladeshi     % Bangladeshi    

Black or Black British Black or Black British  

0.12% Caribbean         % Caribbean    

0.03% African           % African    

Chinese or other ethnic group Chinese or other ethnic 
group 

 

% Chinese           % Chinese     

0.11% & any other           & any other    

Not Stated 34% Not Stated %  

Gender 

48.31% Male                 0.07% Male           48.24% 

51.70% Female            0.2% Female        51.5% 

With all the changes that had occurred over the last 12 months with staff, we wanted our patients to be 
informed and the best way to do this was involve them. It was then that we decided to develop our patient 
participation group. So we went about displaying posters on the walls in the waiting areas of both surgeries 
and put leaflets on the reception desk. We wanted to engage patients to join our PPG and have their say on 
our service provision. Initially we had a few enquiries of what was involved but no-one joined up. As well as 
the posters we advertised it on our Well TV screen in the waiting areas. We recruited 5 patients who had 
shown an interest in joining the group from Northwood Medical Centre.  

The Practice Manager with the aid of the new in post deputy manager decided to go ahead with our first 
meeting. Patients were contacted by letter and on 26th February 2013 our first meeting took place.  Since then 
we have recruited a further 3 members from Alvechurch Medical Centre.  



PRG FREQUENCY 
So far we have held 2 meetings with a meeting planned for April. It was agreed initially that the meetings 
would be held monthly, but also alternate the venue between Northwood and Alvechurch Medical Centres. 
We now have 11 members in total. 

 

26.2.2013 

The first meeting was an introduction of the 4 members and practice team. The 
members discussed how best to recruit patients from Alvechurch Medical 
Centre (AMC). It was agreed a member present would sit in AMC waiting 
room with the intention of recruiting patients, it was also agreed that more 
needed to be done to encourage the younger generation to participate. A draft 
PPG Constitution was also handed out to members to look at and discuss at 
future meetings. 

26th March 2013  

 

Introductions were made as new members had attended the meeting. A 
discussion took place around recruiting younger members to the group, 
anomalies in services provided for patients at AMC. It was agreed to set up a 
subgroup to the PPG based at AMC. It was also agreed at April’s meeting we 
would look at the practice profile and services available. At this meeting a 
Chair to represent the group was selected.  

 

 

PRG MEMBERSHIP 
11 members with 2 more patients showing an interest 

 

PATIENT SURVEY 
With all the internal changes with staffing and not having carried out a patient survey for a number of years it 
was decided we would gain the views of our patients. The questionnaire devised was 10 questions long, we 
also decided to keep it as simple as possible.   

 

SURVEY PROCESS 
We decided to carryout an electronic version as well as a manual survey. We set our questionnaire via Survey 
Monkey and linked it up-to the MJog which is a text messaging service. We also printed off copies of the 
questionnaires to leave in reception for patients to complete. Overall we had 201 questionnaires completed 
between both methods.  



 

 

 

RESULTS 
Northwood and Alvechurch Medical Centres Analysis Results 

Dr Potter, Dr Morgan, Dr Dakin and Dr Syed  

 0 1-2 3-4 5-6 7+ 

In the past 12 months how many times have you seen a 
doctor? 

8 50 55 42 46 

In the past 12 months how many times have you seen a 
Nurse? 

42 100 40 11 8 

 Very Good Good Fair Poor  Very Poor 

How do you rate the availability of appointments at the 
surgery? 

77 58 48 15 3 

How do you rate the availability of your preferred doctor at 
the practice? 

64 54 59 19 5 

If you have needed an emergency appointment i.e. on the 
day. How do you rate the of getting that appointment? 

72 49 45 16 6 

How do you rate the availability to get through to the 
practice on the telephone? 

55 82 39 17 8 

 All the time Sometimes  Never 

Do you feel you are treated with respect by reception staff? 158 46 2 

 Very Good Good Fair Poor  Very Poor 

Please rate your overall satisfaction with the surgery 100 65 27 7 2 

 YES NO 

Are you aware you are able to request a telephone call back 
with the Doctor/Nurse instead of a face to face 
consultation? 

                    110           91 

Do you have any further comments about your surgery? 

Any thing that is particularly good?    COMMENTS CAN BE FOUND ON THE SURVEY RESULTS PAGE 

Any thing that could be improved?   COMMENTS CAN BE FOUND ON THE SURVEY RESULTS PAGE 

                                                                        

                                                       

 

                            



Summary of the results of the patient survey: 

The overall results from the survey confirm the majority of the respondents rated the Practice as 
good, very good or excellent. It is important to take note of any results that showed up as poor or fair 
as this highlights the need for continued monitoring of patients perceptions of the practice and the 
need for all the team to improve any areas rated as poor or fair.  

The questionnaire also had two boxes available for comments on how the practice could improve its 
service below is a snapshot of how many patients made comments, 

ANYTHING PARTICULARY GOOD – 86 Patients responded  

ANYTHING THAT COULD BE CHANGED - 83 Patients responded 

PATIENTS THAT SKIPPED THE QUESTION - 32 

DISCUSSION ABOUT RESULTS 
The patient survey was not actioned as it was felt by a couple of members that it was not 
representative of AMC patients. It was felt by them that there should have been 2 separate 
surveys because of the anomalies in services because of the location and complication of 
coming under a Birmingham Commissioning Group and the patients came under the area 
code of Worcestershire Council. However the actions from the survey will be discussed in the 
next meeting and with the partners. 

ACTION PLAN 
Survey Feed Back Proposed Action 

A high proportion of patients found it difficult to 
get through on the telephone in the morning 

Increase on-line booking for routine 
appointments 

91 patients was not aware of the availability of 
telephone consultations  

Promote telephone consultations 

Telephone manner of staff  Look at training for all reception staff on 
customer service face to face or over the 
telephone. 

ACCESS 

OPENING HOURS 
MONDAY  8am - 6.30pm 

TUESDAY  8am - 6.30pm 

WEDNESDAY  8am - 6.30pm 

THURSDAY  8am - 1.30pm 

FRIDAY  8am - 6.30pm 

A receptionist will be available during the above surgery opening times to deal with your 
telephone calls or any queries you may have. 



NORTHWOOD MEDICAL CENTRE DOCTOR’S CONSULTING SESSIONS 

Monday morning Dr Morgan Dr Syed 

Monday afternoon Dr Potter Dr Dakin 

Tuesday morning Dr Potter Dr Syed 

Tuesday afternoon Dr Potter Dr Dakin 

Wednesday morning Dr Dakin Dr Syed 

Wednesday afternoon Dr Morgan  

Thursday morning Dr Dakin Dr Potter (alternate) 

Thursday afternoon CLOSED  

Friday morning Dr Morgan Dr Syed 

Friday afternoon Dr Dakin Dr Syed 

 

ALVECHURCH MEDICAL CENTRE DOCTOR’S CONSULTING SESSIONS 

Monday morning Dr Potter Dr Dakin 

Monday afternoon Dr Morgan Dr Syed 

Tuesday morning Dr Morgan Dr Dakin 

Tuesday afternoon Dr Morgan  Dr Syed 

Wednesday morning Dr Potter Dr Morgan 

Wednesday afternoon Dr Potter Dr Dakin 

Thursday morning Dr Syed Dr Potter (alternate) 

Thursday afternoon CLOSED  

Friday morning Dr Potter Dr Dakin 

Friday afternoon Dr Potter Dr Morgan 
 

 

EXTENDED HOURS 
Monday mornings 7 am till 8 am at both surgeries 

 

 

 



 

ACCESS TO SERVICES 
Northwood Medical Centre 10-12 Middleton Hall Road, Kings Norton, Birmingham B30 
1BY Telephone: 0121 458 1342  for all appointment booking, emergency appointments, 
home, visits and access to services at the practice 

Out of Hours (6:30pm – 8:00am all day Saturday, Sunday and Bank holidays) Tele: 1 1 1 
(NHS 111)  

NHS Direct Tele: 0845 46 47  

When Out of hours is not yet open (for example Thursday  1:00pm – 6:30pm) Telephone: 
0121 415 2090 

Selly Oak Walk-in Centre is open 7 days per week 8:00am – 8:00pm – Located in Katie 
Road, Selly Oak, Birmingham Telephone: 0121 415 2095 

 

 

PUBLICATION OF THE REPORT 
The report can be found on the practice website www.northwoodandalvechurch.gpsurgery.net  

 

 


