
Farleys Lane 

Hucknall 

Nottingham 

NG15 6DY 

Telephone: 0115 963 3676   

Facsimile: 0115 968 1957 

www.torkardhill.co.uk 

 

 

Dr Victoria Karney,  Dr David Hannah,  Dr Mary Brown,  Dr Maria Dalton,   

Dr Jenny French, Dr Ben Henry, Dr Aneel Bilkhu, Dr Alex Brodie 
 

 

 

 

 

 

 

 

 
 
 

 

 
 
 

 

Stage One 

1  

Practice Population: 14366    

  Sex: Male  49% Female  51% 

Age: Under 16's 20%            

  17 - 25  11% 36 - 45  15% 56 - 65    11% 

  26 - 35  13% 46 - 55  14% 66 +    15% 

Ethnicity:   Caribbean  0.27% other:   

 



British, Mixed British  98.08% African  0.34% other:   

Irish 0.25%  Mixed Black  0.10% other:   

Scottish  0.18% Chinese  0.28% other:   

Welsh  0.01% Polish  0.1% other:   

Indian, British Indian  0.39% other:   other:   

Are there any specific Minority Groups within the Practice Population? 
There are no specific minority groups identified in the practice population. Data on ethnicity has only been recorded during the last few 
years and so consequently the data set is incomplete. Although this has improved during the last 12 months with 66% of patients now 
having had their ethnic status recorded. 
 

Validating that the patient group is representative of the practices population base. Payment Component 1 

2   

Patient Representative Group Profile (PRG): 

 

  Sex: Male  40% Female  60% 

Age: Under 16's 0%            

  17 - 25  0% 36 - 45  27% 56 - 65 29%    

  26 - 35  6% 46 - 55  14% 66 +  24%   

Ethnicity:   Caribbean   other:   

British, Mixed British  79% African   Other:   

English   Mixed Black   other:   

Scottish  1% Chinese   other:   

 



Welsh   Not stated 20%  other:   

Indian, British Indian   other:   other:   

What steps has the practice taken to recruit patients and to sure it is representative of the practice profile? 
The group has had few changes from last year. We continue to advertise and promote it within the surgery and on our website. We also 
advertise our practice twitter feed. GPs and Nurses also promoted the group to patients when appropriate during face to face 
consultations. 
 
We currently have 59 active members of the PPG and 201 followers on twitter. Please note that twitter is an open environment and so 
followers are not necessarily registered patients at Torkard Hill Medical Centre. During the year we have experienced a slight fall in active 
PPG membership we have seen a 100% increase in our twitter followers. 

Validating that the patient group is representative of the practices population base. Payment Component 1 

3   

Compare the PRG with your practice profile and describe the differences between the practice population and membership of 
the PRG? 
The high percentage one ethnic profile in the practice population is also reflected in Torkard Hill PPG. We also acknowledge that we have 
an incomplete data set for ethnicity recording. The Hucknall Town Centre report published by Ashfield District Council in 2008 detailed the 
ethnicity profile of Hucknall and our practice profile is very similar to that data. 
 
The gender profile of the PPG is relatively similar to our practice profile. 
 
From an age perspective we would like to increase our younger members of the PPG. We recognise that currently under 25s have joined 
the group. However we do know that some of our followers on twitter are aged between 16 and 25. We continue to explore ways to 
communicate with young people in a constructive manner. 



Validating that the patient group is representative of the practices population base. Payment Component 1 
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Please explain any differences in section 3 above and the efforts of the practice to communicate with groups not represented? 
(this is required even If the practice has chosen to use a pre-existing PRG) 
We are committed to increasing the number of younger members of the PPG. We continue to promote the group on our website, Jayex 
notice board and on twitter. 
 
Our survey was available online so that anyone registered at the practice could complete it regardless of membership of the PPG.  This 
year 2 patients aged under 25 completed the survey. 
 
We will continue to promote the group by clinicians asking patients who attend infrequently. 
 

Validating that the patient group is representative of the practices population base. Payment Component 1 

 

Stage Two 

Agreeing Priorities 
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How has the practice sought the PRGs views of priority areas? 
In December 2012  we invited patients on our PPG mailing list to submit their areas of interest for development in the practice. 
The following email was sent: 

Dear PPG Member, 

  

Thank you very much for your ongoing support of Torkard Hill Medical Centre's Patient Participation Group.   



  

Following on from the very useful consultation and survey last year we would like to gather your views as to which areas of 

the practice concern you most.  As such we are asking if you could reply to this email with suggested areas that we could focus 

on in 2013.  This might include suggestions for further services that could be offered to improve clinical care, any issues with 

accessibility or ideas for the waiting room. 

  

Once we have established which areas concern patients most we aim to compile a formal questionnaire to look at these in more 

depth.  We hope that this will enable us to implement changes that best reflect the wishes of our patients. 

 

I thought I would take the opportunity to give a quick update on your suggestions from last year 

 

We have replaced 10 of the waiting room seats and have another 6 on order.  

  

We have started to use telephone consultations more and have 1 GP each day dedicated to telephone consultations with 

patients. 

  

We have investigated booking appointments online for practice nurses but so far this has proved unsuccessful. We continue to 

work on this issue. 

  

Your support and suggestions are extremely valuable to the surgery.  

Please would you email your comments to admin@torkardhill.co.uk 

  

Kind regards, 

  

Dr Ben Henry  

PPG GP Lead 

Torkard Hill Medical Centre 
 
The areas suggested most often were then compiled into a PPG patient survey which was emailed to PPG members and was also 
available on our practice website for completion. The results are published in Appendix 1. 
 



Validate through the local patient participation report. Payment Component 2   
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Please describe how the priorities for the survey were selected - do these reflect those set out by the PRG? 
The areas suggested by the PPG were used in the survey which was then available for a wider group to complete. The areas suggested 
are listed below: 

Suggestions from patient participation group 

Reception 
• Extra receptionist in busy periods (x4 requests) 

• Long queues 

• Confidentiality 

• Box to drop off rpt prescription requests 

• Hand gel by touch screen 

• New chairs appreciated (x2) 

• Receptionists to answer the phone with names, or ‘Torkard name’ 

• Brighten up reception with children’s drawings 

 

Appointments 
• Telephone appt’s – (good response x2 ) – need to advertise more, some confusion with one patient 

• Ability to book nurse appts and INR tests online 

• More  GP appointments bookable online? 

• More evening/weekend appts 



• Open at the weekends 

 

Clinical 
• Phlebotomy service at Torkard (x2 requests) 

• ‘Express’ surgery for minor illness, ie 5 minute appts 

 

Other 
• Food bank – Torkard as collecting point 

• Gritting paths 

• Broken fence 

 

Suggestions/proposals?? 
• Trial of certain nurse appts online 

• Can more GP appts be booked online 

• Extra receptionist at busy times – would we need a second computer? 

• ?publicise and summarise appts offered/overview of telephone triage 

We used this information for the survey and  also included some more standard style questions which could be applied to any practice.  
Validate through the local patient participation report. Payment Component 2   
 

Stage Three 

Survey 

7 

 



How has the practice determined the questions used in the survey? 
We continue to use the General Practice Assessment Questionnaire developed at the National Primary Research and Development 
Centre in Manchester every two years. We use http://www.patientdynamics.co.uk/ to analyse the results and each individual GP has a 
personalised report giving direct patient feedback on a wide variety of topics. 
 
For our PPG group we invited members in December 2012 to contribute suggestions. The areas suggested most often were then compiled 
into a PPG patient survey which was emailed to PPG members and was also available on our practice website for completion. The results 
are published on our website and have been emailed to all group members. 

Validate the survey through the local patient participation report. Payment Component 3   
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How have the priority areas been reflected in the questions? 
The areas suggested by the PPG were used in the survey which was then available for a wider group to complete. The areas suggested 
are listed below: 

Suggestions from patient participation group 

Reception 
• Extra receptionist in busy periods (x4 requests) 

• Long queues 

• Confidentiality 

• Box to drop off rpt prescription requests 

• Hand gel by touch screen 

• New chairs appreciated (x2) 

• Receptionists to answer the phone with names, or ‘Torkard name’ 

• Brighten up reception with children’s drawings 



 

Appointments 
• Telephone appt’s – (good response x2 ) – need to advertise more, some confusion with one patient 

• Ability to book nurse appts and INR tests online 

• More  GP appointments bookable online? 

• More evening/weekend appts 

• Open at the weekends 

 

Clinical 
• Phlebotomy service at Torkard (x2 requests) 

• ‘Express’ surgery for minor illness, ie 5 minute appts 

 

Other 
• Food bank – Torkard as collecting point 

• Gritting paths 

• Broken fence 

 

Suggestions/proposals?? 
• Trial of certain nurse appts online 

• Can more GP appts be booked online 



• Extra receptionist at busy times – would we need a second computer? 

• ?publicise and summarise appts offered/overview of telephone triage 

We used this information for the survey and  also included some more standard style questions which could be applied to any practice.  

Validate the survey through the local patient participation report. Payment Component 3   
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Describe the Survey - How and when was the survey Conducted? 
Our PPG survey was conducted in February/March 2013 after consultation with PPG members in December 2012. 
The survey was emailed to PPG members and a link was also posted on our practice website. We used a online survey tool 
www.surveyexpression.com 
 

Validate the survey through the local patient participation report. Payment Component 3   
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What methods practice has used to enable patients to take part? 
For the GPAQ survey posters were displayed in the surgery, a notice was put on the Jayex board and individual GPs promoted the survey 
during their consultations.  
 
For the PPG survey in February/March 2013 we emailed the survey to PPG members, posted a link and advertised it on our website.  



Validate the survey through the local patient participation report. Payment Component 3 

  

 

Stage Three continued 

Survey 
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How has the practice collated the results? 
The PPG survey is an online survey using www.surveyexpression.com This gives real time instant results. 
 

Validate the survey through the local patient participation report. Payment Component 3   

12   

How were the findings fed back to the PRG? 
From comments received the following areas have been agreed as targets for 2013/14  
 

• Prescription box in foyer so avoid people having to queue up 

• Look at staffing on phones and reception desk, particularly at busy times 

• Trial online nurse appts 

• Alco-gel by touch screen 

• Summary of appointments - poster in reception and on website 
 



Validate the survey through the local patient participation report. Payment Component 3   
 

Stage Four 

Results 
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Please describe survey results: 
PPG survey results are published on the practice website 
 
98% of respondents to the PPG survey would use a facility to book nurse appointments online. 
 
79% of respondents to the PPG survey knew that they could now book a telephone appointment with a doctor instead of a face-to-face 
appointment.  
 
Although not a specific question on the survey many respondents to the PPG survey and also from comments received during the year 
highlighted the damaged seating in the waiting area. We replaced 10 seats last year and have some more on order at present. Also 
commented on was hand gel near the touchscreen. 

Validate the survey and findings through the local patient participation report. Payment Component 4   
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Explain how the PRG was given opportunity to comment? 
PPG members are given the opportunity to comment at any time using either our PPG email address admin@torkardhill.co.uk or via twitter 
username @torkardhill  
 
Registered PPG members are emailed for comments and feedback. Twitter followers are encouraged to comment although due to the 
unsecure nature of twitter we do not respond to every comment 
 
Specifically in relation to the PPG survey – members were invited to comment and make suggestions during December 2012. The 
questionnaire was available during February/March 2013. Feedback was received via email from members. 
 

Validate the survey and findings through the local patient participation report. Payment Component 4   
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What agreement was reached with the PRG of changes in provision of how service is delivered? 
Following the PPG comments in December 2012 and in response to the PPG survey of February/March 2013 the following gained 
widespread support for improvement 
 

• Prescription box in foyer so avoid people having to queue up 

• Look at staffing on phones and reception desk, particularly at busy times 

• Trial online nurse appts 

• Alco-gel by touch screen 

• Summary of appointments - poster in reception and on website 
 
We plan to implement both of these areas during financial year 2013/14 
Validate the survey and findings through the local patient participation report. Payment Component 4   
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Were there any significant changes not agreed by the PRG that need agreement with the PCT? 
There are no significant changes that need agreement with the PCT. 
 



Validate the survey and findings through the local patient participation report. Payment Component 4 

  

Stage Four continued 

Results 

17 

 

Are there any Contractual considerations that should be discussed with the PCT? 
There are no contractual considerations that need to be discussed with the PCT. 
 

Validate the survey and findings through the local patient participation report. Payment Component 4 

Stage Five   



Action Plan 
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How did you consult with the PRG about the action plan?  
PPG members were emailed with the action plan and invited to comment. 
We used the findings from the survey and also comments received from PPG members during the year.  
  
 

Consulting on the Action plan with the PRG and seeking PCT agreement where necessary. Payment Component 5 
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Please give a brief summary of priorities and proposals agreed with the PRG arising out of the practice survey: 
From the results and other comments received our plan for next financial year will include  

• Prescription box in foyer so avoid people having to queue up 

• Look at staffing on phones and reception desk, particularly at busy times 

• Trial online nurse appts 

• Alco-gel by touch screen 

• Summary of appointments - poster in reception and on website 
 
 
Action Plan 2013/14 
Prescription box in foyer/alco-gel by touch screen 
A secure mailbox for prescriptions will be purchased by the practice and installed in the foyer by August 2013. 
An additional hand gel dispenser will be installed for use after using the touch-screen by August 2013. 
 
Staff on phones/reception desk 
A group of receptionist and GPs will meet to review the number of calls received and how they are currently managed. 
The front desk staffing will be reviewed with a view to increasing support during the busy periods. 
  



Online booking of nurse appointments 
To date this has continued to prove difficult since nurse appointment times are of different lengths depending on the medical condition(s) 
being consulted on ranging from 10 minutes to 45 minutes. 
During last year we did not manage to organize the appointments to enable patients to book online.  
Dr Ben Henry will lead on this on will work with the nursing team to address the patient request. 
We plan to have some nurse appointments for online booking from October 2013. 
 
Summary of appointments - poster in reception and on website 
To ensure all patients are aware of how to access our appointments and are aware of the different types of appointments available we will 
publish an information sheet in the waiting room and on our website by Summer 2013. 
 
 
Consulting on the Action plan with the PRG and seeking PCT agreement where necessary. Payment Component 5 
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Were there any issues that could not be addressed? - if so please explain 
No issues were raised that could not be addressed. 

Consulting on the Action plan with the PRG and seeking PCT agreement where necessary. Payment Component 5 
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Has the PRG agree implementation of changes and has the PCT been informed (where necessary)  
The PCT has not been informed of the agreed changes. 
The changes have been agreed by the respondents to the PPG survey and by email comments from PPG members.  



Consulting on the Action plan with the PRG and seeking PCT agreement where necessary. Payment Component 5 

 

Stage Six 

Review of actions from 2011/12 
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Detail information on actions taken and subsequent achievement from Year One and directly link these to feedback from 
patients – eg “You said…. We did ….. The outcome was……..” 
 
Action Plan 2012/13 
Damaged Seating -  The 10 damaged seats were replaced in April 2012. Unfortunately we now have more damaged seating and we have 
further seats on order. The next delivery of the seats should be in May/June 2013 
 
Telephone Appointments with GPs – This was implemented as described in last years report. We now have access to GPs via 
telephone appointment Monday to Friday. This has proved very popular with patients and we now see this as a part of our regular service 
for patients. We acknowledge that we haven’t publicized it as much as we could have done and we have that as a target for 2013/14.  
  
Online booking of nurse appointments -  This proved to be more difficult than first envisaged due to the variable length of appointments 
for different nurse appointments. However we note that 98% of patients surveyed still want to be able to book appointments with nurses 
online. This will be a priority for 2013/14 and Dr Ben Henry will lead on this work with the nursing team. 
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Explain whether there was any disagreement with the PRG on any of the actions in the action plan – this must be publicly 



highlighted with the practice’s rationale for deviating from the suggested plan 
There is no disagreement with the PPG regarding the action plan. We have encountered several problems with booking nurse 
appointments online and are researching how other practices manage this aspect of practice organization. 
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Publication of Report 

Please describe how this report has been publicized/circulated to your patients and the PRG 
The report has been published at www.torkardhill.co.uk  
A tweet will be posted highlighting the report. 
Information will posted on our Jayex board informing patients in the waiting room of the availability of the report. 
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Additional Information 

Opening Times 

 

Confirm Practice opening hours - explain how patients can access services during core hours? 
Monday to Friday 8am to 6.30pm 
 
We also offer extended hours either starting at 6.50am or finishing at 7.30pm 4 days per week. 
 
Patients can access services during these hours by making an appointment either by telephone, in person or online. 

26   

Where the practice offers extended opening hours please confirm the times that patients can see individual health care 
professionals? 
We offer extended hours either starting at 6.50am or finishing at 7.30pm 4 days per week. The days can change each week depending on 



the GP rota and appointments need to be booked in advance either by telephone, in person or online. 

   

 


