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The Patient Participation Group Action Plan for 

2014/2015 

The PPG decided that they would ask the practice to work on three action plans 

for 2014/2015: 

 Address the DNA rates within the Practice 

 Help patients to use the appointment system to their advantage 

 Reach out to the community and make them aware of the PPG 

DNA’s – Address the patients that did not attend their appointment 

DNA’s have been identified as a national problem with up to 6 million 

appointments missed each year with direct costs estimated to be in the region of 

£700 million pounds. 

In August 2014 Marsha and Becky (Practice staff) discussed DNA figures with 

the group and showed the group the missed appointments for June. This then 

became a regular agenda item for the following months. The group felt the this 

issue needed to be addressed, as they were concerned about wasted hours and 

money for the Practice, especially at a time when NHS resources are so 

stretched. They felt strongly that a charge should be made to patients missing 

their appointments. However, Dr Say felt this was not appropriate and other 

ways of managing these missed appointments were explored, these are as 

follows: 

1. A monthly search has now been set up in the clinical system and is 

checked by the Reception Manager. 

2. The Reception Manager or appointed member of the reception team rings 

any patients that have missed their appointments on the same day. This ia 

be done out of concern rather than reprimanding the patient for missing 

the appointment. 

3. A display will be put up in the surgery and on the website showing the  

number of missed appointments for GP’s, Nurses, Phlebotomists and 

HCA’s 

The main reasons given for DNA’s were: 

 Forgot 

 Couldn’t get through on the telephone to cancel 
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 Felt better 

Helping patients to use the appointment system 

It was decided a guide would be put together to help patients understand how to 

make an Appointment at the Surgery. The following guide has been published 

within the surgery on the Patient Information Screen: 

It’s really difficult to come up with an appointments system that works well for 

everybody, every time.  We’ve tried many different systems over the years 

without finding a perfect solution. We also have the problem of trying to 

provide enough appointments with the staff we have available at times, during 

sickness and holidays particularly. The Patient Participation Group have been 

discussing this with the surgery and the following is some information about 

how appointments are made and how to use the system to best advantage when 

making an appointment. 

 Not all appointments at the surgery are reserved for ‘on the day’ bookings.  

Appointments can be booked for up to 4 weeks in advance for non-urgent 

matters or follow up appointments. We have appointments available from 7 am 

in the morning and until 6.45 pm in the evening on some days. If you don’t need 

an appointment the same day (or for any other non-urgent matter) it is best to 

phone the surgery after 11 am when the biggest demand on the surgery phone 

lines has diminished and you can get through more easily. Some appointments 

are now available to book on line via the surgery website. In order to be able to 

take advantage of this system you will need to register as an on-line user. 

Repeat medication can also be requested in this way.  

 Several appointments are reserved for ‘on the day use’. These will generally be 

with only some doctors including the on call doctor and are intended for 

problems that cannot wait until the next available routine appointment. Not 

every doctor is available every day for a same day appointment. We are aware 

that getting through in the morning is sometimes difficult. We have every 

available receptionist and manager answering phones first thing in the morning 

on all the lines we can open but it is still busy. Phoning later in the day 

whenever possible will generally get you through much more quickly. 

Our nurses are very experienced and have a wide expertise in managing many 

conditions and minor illnesses. Complaints such as sore throats, ear problems, 

urine infections and rashes are often dealt with by the nurse who will refer on to 
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the on call doctor if necessary, so reception may offer a nurse appointment in 

these situations. 

We realise that making an appointment can be frustrating on occasion. All our 

staff will do their best to help you but are instructed not to continue the rare 

calls that subject them to verbal aggression or bad language. 

Reach out to the community and make them aware of the PPG 

The group and practice decided that they would make a conscious effort to 

engage with the community, making them aware of the PPG. Through, 

communication with the local school the practice managed to recruit a young 

person, Chloe Sarginson to the PPG. 

The group also held their February meeting at Finningley Lodge. This is a local 

development of flats and bungalows for people over the age of 55 years. This 

was a very positive meeting, and the group were made very welcome by the 

residents. Another meeting may be held there later in the year. 

A meeting was also held at the surgery with the District Nursing Team, where 

the group offered the District Nursing Team any support they need. 

 

  

 


