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PRACTICE REPORT ON THE FORUM HEALTH CENTRE’S PATIENT PARTICIPATION GROUP: 
FRIENDS OF FORUM HEALTH CENTRE 

 
PRACTICE LOCATION AND THE POPULATION IT SERVES 
Forum Health Centre serves a mixed population from the suburban district of Wyken, Coventry. The 

practice has seen a steady rise in patient numbers over the past five years due to a number of small 

housing developments in the area and patient migration. Our current patient population sits at 16,500 

and this is expected to rise further on the completion of several large housing developments in the 

area over the next decade. 

 

PRACTICE ORGANISATION 
The practice is open from 07:00 – 19:00 Monday to Friday and we run a commuter surgery every 

morning with appointments from 07:30 and Saturday mornings 08:15 – 12:15. 

We have eight doctors, three nurses and two healthcare assistants, all supported by an experienced 

team of receptionists and admin staff. We offer a full range of services to all our patients from our 

new, purpose-built premises, and patients can access the practice throughout the day in person, by 

telephone, by e-mail or via the Web. We now offer on-line appointment booking, online prescription 

requesting, SMS service and full online access to medical records via web and app.  

 

FORMATION OF PATIENT PARTICIPATION GROUP 
In 2005 we started the process of engaging more directly with our patients by forming a patient 

participation group (PPG). Initially we looked at our practice profile and contacted patients from all 

age groups over the age of 16. We ran a recruitment campaign using local publications, our website 

and posters in the waiting room inviting patients to join the group.  

In late summer and autumn 2005 we held meetings at the practice attended by  around 20 people, 

and a ‘Core Group’ of ten was formed to take the PPG forward. The group chose the name Friends of 

Forum Health Centre and appointed a chair person. Patients were invited to become members, so 

enabling the Core Group to disseminate information, and to seek patients’ ideas and opinions.  

 

DEVELOPING PATIENT PARTICIPTION 
There have been two historical constraints of our patient participation group – maintaining 

membership and engaging with working age adults; and the very small meeting room as our old 

surgery which would hold no more than ten comfortably. 
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These two constraints have been overcome through the creation of a virtual patient participation 

group who are engaged with by email and the development of our ne premises which now offers a 

large meeting room able to accommodate up to 30 for a meeting. 

In our latest patient survey we once again encouraged patients to sign up for our patient participation 

groups and I am pleased to say that this was very successful with 98 new members for the patient 

group and 134 members for the virtual patient participation group. 

The practice has been proactive at gathering mobile numbers and email addresses over the past 

couple of years in particular as our 2015 patient survey informed us that patients now prefer to 

communicate by email and SMS. These are often the quickest and most cost-effective way of 

communicating and engaging with large groups of patients. This has been hugely successful and to 

date we have gathered 5,900 patient e-mail addresses and our last patient survey performed in 

August 2016 had 873 responses. 

 

ACTIVITIES OF PATIENT PARTICIPATION GROUP 
 In October 2005 the Core Group established a working structure and drew up a constitution, which 

was ratified by the wider membership.  The Core Group continues to work in innovative ways to 

ensure all sectors of our patient population are reached and feel involved. The practice produces a 

monthly newsletter which is distributed electronically to every patient for whom the practice held an e-

mail address, and is also made available in hard copy and on the practice website. Copies were also 

placed in the local pharmacy and healthy living centre. The group has actively participated in the 

content of the newsletter and feels this is a valuable communication tool.  

 

The Chair of the group meets on a monthly basis with the Practice Manager for a two-way exchange 

of information. The Core Group also meets bi-monthly. 

 

The practice has hosted a number of meetings with the group at the surgery. The group has been 

innovative in holding meetings at other venues to ensure the widest participation possible. The 

meetings have all had different themes and usually had an outside speaker for part of the meeting. At 

the open meeting in September 2016 over 30 patients attended a carers information event to find out 

more about support available to carers in partnership with Coventry Carers Trust, our local carers 

charity, and Coventry City Council. There has been significant patient engagement in the 

development of our new surgery premises with involvement from bid stage through to our grand 

opening. The Chair is planning contact with the local secondary school, to seek ways of encouraging 

more young people to be engaged with the group, and at the possibility of holding a meeting there. 

The next Open Meeting on 9th January 2017 will be held at the surgery, and the topics will be: an 

update on the Government’s reforms of the NHS and the enhanced Summary Care record. 
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ORGANISATION OF THE 2016 PATIENT SURVEY 
We undertook our latest patient satisfaction survey by questionnaire in August 2016. The Practice 

Manager met with members of Friends of Forum Health Centre in July 2016 to agree which issues 

were a priority and should be included in the patient questionnaire. The questionnaires were then 

finalised and sent out via survey monkey to all patients by email and SMS message.  Paper copies 

were also distributed in the waiting room. We received a total of 873 completed questionnaires – a 

larger response than for any other survey previously undertaken by us. 

 

REVIEW OF SURVEY FINDINGS 
 A meeting was held on 5th September 2016 with members of Friends of Forum Health Centre to 

comment on and discuss the findings of the practice survey, and agree an action plan for any 

changes in provision or delivery of services that seemed necessary in light of the survey findings.  

As regards the findings of the survey it was agreed that in the main the results and comments were 

very positive with high levels of patient satisfaction. A summary of the survey findings presented at 

the patient group meeting is available in Appendix 1 of this document.  

Of particular note was the positive rating for: 

Overall satisfaction with the practice; whether patients would recommend the surgery; ease of getting 

through on the phone; access to the GP appointments; online booking of appointments and 

satisfaction with reception staff.  

 

Areas of concern highlighted by the survey and actions agreed between Practice and PPG: 
 
1 Ability to book an appointment 
Results 
The survey showed that 57.1% of respondents found it easy to book a routine appointment with the 

doctor of their choice and 74% felt able to get an appointment to see a doctor or nurse the same day 

when unwell. It was noted that these results compare favourably with local practices and the national 

patient survey and it was agreed that the practice should consider a number of actions to improve 

patient experience and perception of access. 

Actions 
a It was agreed that the practice website should be updated with information about nurse minor 

illness appointments on the appointments page detailing the types of conditions the nurses can 

assess and treat as well as displaying information on the TV screens. 

b The patient participation group support the practice migrating to a new clinical system which will 

provide the opportunity to trial video and e-consultations. PPG members were keen to pilot. 
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c The practice is working with Age UK to introduce a social prescribing service to the practice and 

CWPT (mental health trust) to introduce mental health support workers recognising that these roles 

could better support and case manage high service users relieving pressure on appointments. 

 

2 Getting through on the phone 
Results 
The survey revealed there was some concern over getting through to the practice on the phone with 

76% stating that they found it easy to get through on the phone, a deterioration in position from the 

previous year. 
 
Action 
The practice acknowledge this as a challenge and have run an internal audit to understand and 

profile peak periods of demand. This information has been collated and the practice is currently 

recruiting for additional reception and admin staff to increase the number of call handlers particularly 

at the peak times identified. 

The practice has strong relationships with the CCG and GP Federation and are leading an MCP pilot 

with a group of five practices representing 50,000 patients where we plan to invest in networked IP 

telephony systems to improve patient service and reduce practice overheads. 

The PPG were pleased to note that 14.6% of patients state they book their appointments online and 

feel this should continue to be promoted by the practice to reduce the number of calls to the practice. 
 
3 Ability to provide feedback and raise concerns 
Results 
The survey revealed that 79.9% of patients feel they have adequate opportunity to provide feedback 

and raise concerns but this question raised a couple of issues. 

The question itself was a simple ‘yes‘ or ‘no‘ answer with no space for further comment. PPG 

members feel it would be useful to better understand why some patients felt they did not have 

adequate opportunity, is it simply because they never visit the practice? 

 

Actions 
There are a wide range of mechanisms for patients to provide feedback to the practice including the 

Friends and Family Test, website, email, social media (Twitter and Facebook) and the practice 

complaints procedure. It was acknowledged that the practice had been in very cramped temporary 

accommodation for the past 12 months and this is probably partly reflected in this result. 

The following actions were agreed: 
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a Provide a range of Friends and Family Test cards including those designed for children and with 

learning disabilities and display these prominently in the waiting room. 

b Add a slide to the TV screens in the waiting rooms encouraging patients to provide feedback. 

c Produce a complaints information leaflet for patients for the waiting room. 

 

4 Carers 
Results 
The patient participation group were encouraged to note that the survey had identified a further 81 

carers to add to the practice register. It was agreed that the practice should engage with the Coventry 

Carers Trust to see what further support was available to support these patients. 

 
Action 
The patients who identified themselves as carers were added to the carers register and contact made 

with the Carers Trust. Two information days running from 9:30am-2pm were setup to run on 20th 

September 2016 and 14th October 2016 with multi-agency support from Coventry City Council, the 

carers trust, the Alzheimer’s Society, Age UK and Telecare. These two events were promoted in the 

practice newsletter, on TV screens and a letter sent to all carers on the practice register. 

In addition to the information days the Carers Trust have agreed to run monthly clinics where carers 

can attend by appointment for more individualised support starting on 29th September 2016. 

The Carers Trust also provided a staff training session in September 2016 to support Forum Health 

Centre staff in the proactive identification of carers and better understand the resources and support 

available in Coventry for carers. 

 

5 Communication preferences 
Results 
The survey reveals that patients would prefer to be contacted by SMS (50.8%) and email (28.6%) 

with letter (8.2%) being the least popular method of communication. 

Action 
It was agreed that the practice should acknowledge these results and tailor the way it communicates 

with patients in accordance to their preferences. 

The practice already uses SMS reminders for appointments and to campaign message patients about 

flu, NHS health checks etc and is in the progress of migrating to a clinical system that will support two 

way SMS messaging and email with patients. 
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NEXT STEPS 
The Practice Manager to add results of the survey and action plan to the practice website with paper 

copies available in the waiting room. 

If you require further details regarding the survey or have any practice related questions please 
contact the surgery: forum.health@nhs.net   
 
Summary of results is provided in Appendix 1 

Demographics of respondents is provided in Appendix 2 

 



Patient Survey Highlights 2016 
 

 

87.9% rated Forum Health Centre as ‘good’ to ‘excellent’ 
 
 

 
81.7% would recommend Forum Health Centre to family 

or friends if they needed similar care or treatment 

Overall how would you rate Forum Health Centre?

Excellent

Very good

Good

Average

Poor

Very poor

How likely are you to recommend Forum Health 
Centre to friends and family if they needed similar 

care or treatment?

Extremely likely

Likely

Neither likely nor unlikely

Unlikely

Extremely unlikely



 
76% found it easy to get through to someone at the 

practice on the phone 
 
 

 
57.1% found it easy to book a routine appointment with a 

doctor 

Generally, how easy is it to get through to someone at 
the practice on the phone?

Very easy

Fairly easy

Not very easy

Not at all easy

Haven't tried

How easy do you find it to book a ROUTINE 
appointment with a DOCTOR?

Very easy

Fairly easy

Not very easy

Not at all easy

Haven't tried



 
74.8% felt that they were able to get a same day urgent 

appointment or had never needed to 
 
 

 
7.6% book in person, 77.7% book by phone and 

 14.6% book online 
 

When needed have you been able to get a SAME DAY 
URGENT APPOINTMENT with a doctor or nurse practitioner?

Yes

No

Never needed

How do you normally BOOK your appointments?

In person

By phone

Online



 
95.6% felt staff were happy to help them of which 21.6% 

rated ‘sometimes’ 
 
 

 
8.2% letter, 50.8% SMS, 28.6 email, 12.5% telephone 

 
 

Do you find that our staff are happy to help you?

Yes

No

Sometimes

Don't know

We are keen to understand your communication preferences -
which of these is the best way for the practice to contact you?

Letter

Text message

Email

Telephone



 

 
79.9% feel they have adequate opportunity to provide 

feedback and raise concerns 
 
 
 

 
Recruitment Statistics 
 
81 new carers added to the carers register 
 
98 new patient group members 
 
134 new virtual patient group members 
 

Do you feel that you are given enough opportunity to provide 
feedback and raise concerns?

Yes

No



Patient Survey Respondent Demographics 2016 
 

Your Gender 

Answer Options  Response 
Percent 

Response 
Count 

Male  34.5%  293 
Female  65.5%  556 

answered question  849 
skipped question  28 

 
 

Your Age 

Answer Options  Response 
Percent 

Response 
Count 

Under 16  0.1%  1 
17‐24  1.8%  15 
25‐34  15.1%  129 
35‐44  16.3%  139 
45‐54  23.3%  199 
55‐64  21.0%  179 
65‐74  16.6%  142 
75‐84  5.0%  43 
85‐89  0.7%  6 
Over 90  0.0%  0 

answered question  853 
skipped question  24 

 
 

The ethnic background with which you most closely identify is: 

Answer Options  Response 
Percent 

Response 
Count 

English  75.7%  646 
Irish  3.4%  29 
Scottish  0.8%  7 
Welsh  1.3%  11 
White (any white background)  4.5%  38 
White & Asian  0.2%  2 
White & Black African  0.4%  3 
White & Black Caribbean  0.4%  3 
Any other mixed background  0.0%  0 
African  1.5%  13 
Caribbean  0.6%  5 
Any other black background  0.4%  3 
Chinese  0.1%  1 
Indian  6.7%  57 
Bangladeshi  0.4%  3 
Pakistani  1.9%  16 
Any other asian background  0.8%  7 
Any other ethnic background  1.1%  9 

answered question  853 
skipped question  24 

 
 
 
 
 



 
 

Do you have a long term condition i.e. asthma, COPD, diabetes, heart problems, 
hypertension or stroke? 

Answer Options  Response 
Percent 

Response 
Count 

Yes  45.0%  383 
No  55.0%  468 

answered question  851 
skipped question  26 

 
 

How often do you use the practice? 

Answer Options  Response 
Percent 

Response 
Count 

Weekly  1.0%  8 
Monthly  17.0%  136 
Every few months  63.7%  508 
Once a year  11.7%  93 
Less than once a year  6.6%  53 

answered question  798 
skipped question  79 
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