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Practical Tips to Patient 

Engagement

Jo Wadey

Practice Manager

My Practice – St Lawrence Surgery

Large practice – South East Coast

Training Practice

Newly extended Surgery

Own Dispensing Pharmacy soon
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Our Demographics

12,673 patients (May 2011)
6064 Females
6609 Males
1195 patients over 65 years old 
(9.5%)
798 patients under 5 years old (6%)
50 Learning Disabilities
191  Carers
4,500 Long Term conditions
671 Ethnicity

Why get involved with PPE

� PPG DES £1.10 per patient 

� Nothing about me without me (DOH 
2010)

� GP Commissioning (Right place/right 
HCP)

� Patient Education 

� CQC Practice Validation 

� Patient Support
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Main Components of the DES

� A Website

� A PPG and/or PRG (can be virtual)

� A Survey

� An Action Plan

Challenges

� Hard work!

� Own Agendas

� ‘Selling it’ to the Practice Team

� Keeping it fresh and interesting

� Bit like H.R. – can be the most time 
consuming, but also the most 
rewarding.

� Not your ‘cup of tea’
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Setting up a Patient Reference Group

� Know your demographics

� Use your registers – learning disabilities, 
carers etc

� Can Public Health help?  

� Extend Patient Participation Group?

� Virtual Patient Reference Group?

How do I recruit?

� Get the Practice Team on board

� Ask Health Visitors/District Nurses

� Carers Support

� Email lists (BCC), notices in 
surgery, website, newsletters
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How do I know they are 

representative?

� Ask them for their perspective

� Show you have made every effort 
to get representation dependent on 
your demographics

My Plan

� Continue with the PPG

8 members, magistrate, teacher, ex 
hospital staff member, carers, 
registered blind 
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Virtual PRG – So Far

Outputs through PPG where appropriate

Asthma & Hypertension
Mum with young baby
Back pain and Carer to wife
Retired, Diabetes and asthma
Mother with dementia
Mental Health (bi polar) and Hearing 
Diabetes and Carer
40 year old with no other representation

Benefits of a PRG

� New ideas from different patient 
Perspectives

� Identifying gaps in the service and 
help with the solutions!

� Evidence for CQC, QOF etc

� £1.10 per patient
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Benefits of a PPG

� Project Work – Next patient information 
centre

� Fundraising

� Health promotion days

� Community events

� Helps practice reputation

� Good for marketing and networking with 
patients

� Support Patient Education
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What Else?

� Survey

� Website

� Suggestion Box

� Newsletters

� Feedback forms on website

� Partnership Working – Local 
Authority, Pharmacist, 
Voluntary Sector etc?

� Annual Report 
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All patient suggestions
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What Else

� Suggestion Box?
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Suggestions So Far

� ‘Stop the Treatment Room 3 door 
banging’

� ‘A bench outside for cooling down or 
waiting for the taxi’

� ‘An umbrella stand’

� ‘Hook for tying my dog up’

� ‘Facility for locking my buggy’
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All Practice Staff to get involved

Not all about the old
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In Summary7

� Know your demographics

� Use your registers to recruit

� Involve everybody, look at skills within 
practice team, receptionist?

� Have as many different communication 
channels as possible

� Email database (BCC) (new patient forms)

� Website a must

� Make it fun, keep it live and interesting

� It takes time but can be really rewarding

� Get your action plan in on time


