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EAGLE HOUSE SURGERY
OUTCOME OF RECENT SURVEY AND
PATIENT PARTICIPATION GROUP MEETING IN FEBRUARY 2014
Flyers were placed in reception between last October and January inviting patients to join the existing
Patient Participation Group's members to try and ensure that the patients on the group are as
representative as possible of all our patients, and we are happy to report that two new patients have
now joined the Group.
In November, Dr Margaret Barnes and our Practice Manager met members of the Group to discuss
the changes to services made since the last meeting, and to seek their views on the areas they
wished to prioritise in this year's Patient Survey.
The changes we have made since our last PPG meeting are:





Reverting back to a landline number from the 0844 number
changing the appointment system to enable patients to book further ahead and to book same day
appointments in both the morning and afternoon from 8.30 am onwards, rather than having to
ring or come in after 12 noon to book afternoon appointments
starting a text messaging service to remind patients about their appointment times and dates, or
invite them to book a flu vaccination
The Group felt that the landline ‘phone number was an improvement, and the texting service was
generally welcomed by everyone. They felt that the appointment system was now more flexible and
this made it easier for patients to access appointments. The Practice Manager had spoken to
members of the Group who were not able to attend prior to the meeting and reported that this
generally reflected their views as well.
In terms of improvements to existing services, the Group felt that it would be helpful for patients to
know in advance whether or not the doctor they wished to consult was available. This could be done
in the form of an additional, dedicated white board in reception. Having this information in advance
would avoid waiting in a queue only to find that a doctor was not available at the surgery on that
day.
Dr. Barnes welcomed this suggestion, and further suggested it could be done in the form of Doctors
In and Doctors Out, and that it should be updated daily. All the Group members felt this was a very
good idea and it was agreed that this proposal should be added to the Survey to seek other patients’
views, and that their views should also be sought about the new appointment system and the new
telephone number. These would be added to the other Survey questions which were discussed and
agreed at the meeting.
Information from each returned survey is included in the analysis below.

A second meeting of the Patient Participation Group was arranged in February 2014 to discuss the
Survey’s finding, reach agreement with the Group on implementing the change to services, and
update members about the recent Care Quality Commission visit in which two members of the Group
kindly participated. The outcome of the visit will be detailed in a newsletter separately from this
document. The meeting was attended by Dr. Ian Rubenstein, Dr. Anthony Marks and the Practice
Manager.
A member of the Group had also attended a recent Patient and Public Engagement event run by the
CCG and fed back to the Group about this. A further event is planned on 20 March.
The Group agreed that the new white board should be put in reception where it is easily visible to all
patients who will be able to see easily if the doctor they wish to consult is available that day. The
blood pressure/weighing machine has been moved to accommodate this. The machine, which has
proved to be very popular, is now sited to the left of the main reception door.
We would like to thank all the members of the Group for giving up their time to work with us to
improve our services. This is greatly appreciated.

We would also like to thank all the patients who filled in the Survey as this helps us to continue to
improve our services to patients on an ongoing basis.
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