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Executive summary 
The engagement team at NHS Leeds West Clinical Commissioning Group were asked to 
attend the primary care ‘Locality Development Session’ to facilitate a session on Patient 
Participation Groups (PPGs).  The session aimed to look at how practice and patients could 
work together to make their PPG meaningful and productive. 73 people attended the event 
at Elland road, 23 of whom were patients at GP practices. 
 
From April 2016, it has been a contractual requirement for all practices to form a patient 
participation group (PPG). Most practices in Leeds now have a PPG but they vary in quality. 
 
The group explored the role and function of a meaningful PPG and agreed that it should be a 
partnership between patients and staff that focuses on improving patient experience.  It was 
outlined that practices serve very diverse communities and that PPGs should champion the 
views of all registered patients. 
 
The group shared examples of good practice on their tables and identified a number of 
things that their PPGs did well; involvement in practice activities, involvement of clinicians in 
the group and welcoming and inclusive meetings.  Groups suggested that it was sometimes 
hard to motivate PPG members to get involved in activities outside the meeting and there 
was lack of clarity around the role and function of the PPG. 
 
A wide range of tools and resources to support PPGs were shared with practice staff and 
PPG members.  These resources allow PPGs to share best practice, access training and 
support and access information about the needs and preferences of people not represented 
at the PPG. 
 
In groups, participants explored what makes PPG successful and the CCG committed to 
developing a set of local quality indicators to support a PPG to evaluate the success of their 
group. 
 
The PowerPoint presentation for the session can be found in Appendix A. 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

Overview 
The locality development sessions (LDS) take place every 
month and are usually designed for GP practice staff. The 
purpose of these meetings is to provide updates on 
developments within the NHS and the NHS Leeds West 
Clinical Commissioning Group (CCG). The meeting 
provides an opportunity to ask questions, share ideas and 
develop new strategies and ways of working. 
 
This session looked at how we can improve our patient participation groups (PPGs) and we 
asked patients to join us at the meeting. We also invited representatives from the other 
CCGs in Leeds so that we could share best practice across the city.   
 
The meeting was held at Leeds football club, Elland Road and the session was delivered by 
Chris Bridle, Engagement Lead. It was attended by 73 people: 

 
This report evaluates and reviews the session on ‘Developing meaningful patient 
participation groups. It details: 

 the content of the session 

 group work activities (including discussion and feedback from participants) 

 pledges from participants 

 recommendations 
 

Introduction 
Involving patients and the public in developing and evaluating health services is integral to 
everything we do if we are to have excellent services that meet local people’s needs. As a 
commissioner of healthcare services our responsibility is to ensure that our local 
communities have the opportunity to be fully engaged in the decisions we take. 
 
Patient participation groups (PPGs) at our GP practices are an important part of the way we 
engage with local people. A PPG is a group of patients that meets regularly with GP practice 
staff to help the practice improve the experience of patients. From April 2016, it has been a 
contractual requirement for all English practices to form a patient participation group (PPG) 
 
This session aimed to  

‘Support practices and patients to develop effective and meaningful PPGs’ 
 
The objectives included: 

 To outline the role of the PPG 

 To explore best practice – what works in Leeds and beyond? 

 To outline what resources and tools are available to PPG groups 

 Identify resources that would support PPGs in Leeds 
 To explore what makes PPGs effective – the characteristics of a meaningful PPG 

Leeds West CCG 
practice staff, 39 

Leeds West CCG 
staff, 7 

Leeds West CCG 
patients, 21 

Leeds North CCG 
representatives, 3 

Leeds South & 
East 

representatives, 2 
Healthwatch Leeds 
representative, 1 

Participants 

CCG stands for ‘Clinical 
Commissioning Group.  CCGs 
plan and pay for health services.  
There are three CCGs in Leeds. 
NHS Leeds West CCG is made 
up of 37 GP practices 



 

1. What is a PPG? 
Participants were asked to share what they thought was the role of a PPG. People told the 
group that a well-functioning PPG should be: 

 a partnership between the patients and the practice 

 led by patients who want to make a difference 

 an opportunity to build a relationship and trust between patients and the practice 

 a way to improve patient experience 

 flexible so that it is able to adapt to meet the needs of patients and staff 

 well supported by the practice 

 able to communicate well with all stakeholders (including the wider patient population, 
the practice and the CCG) 

 
The group explored other characteristics of a successful PPG: 

 meets regularly – PPGs need to decide how frequently they should meet based on 
what is best for each group. 

 a critical friend – PPGs challenge the practice and the patients to help improve 
services and patient experience. 

 champion the voice of the wider community – it is not possible for a PPG to represent 
the whole community.  The practice should provide the PPG with information about 
the type of people who live in the local area and the things they are saying about the 
practice. The PPG should use this information to champion the needs and 
preferences of the whole practice population 

 focuses on improvement 

 flexes around the needs of its members 

 supports the practice with events and 
activities – the PPG members should be 
encouraged to get actively involved in 
engagement events where appropriate.  This 
might include: 

o health promotion 
o engagements and surveys 
o running support groups 
o acting as patient champions 
o fundraising 

 
The group also explored what a PPG was NOT. People told the group what they thought 
PPGs should avoid: 

 complaining – there are policies and procedures to support individuals to complain 
about the practice. Individual complaints should be directed to the practice manager. 

 sharing personal issues – PPG members should try to be objective.  They should 
remember that the practice serves a diverse community. 

 promoting their own agenda – PPG members are welcome to champion their own 
cause but this should take place outside of the PPG. 

 
The group explored other characteristics of an unhealthy PPG: 

 tickbox exercise – PPGs are a contractual requirement but they should be seen as an 
opportunity to improve services 

 criticism or bullying– the PPG should be a partnership with the practice and it should 
try to champion the voice of the patient while understanding the constraints and 
challenges of running a practice 

 
 

‘Patient champions’ (leaders/ 
representatives) ensure that NHS services 
consider the needs and preferences of the 
wider public.  They are objective and can 
take a step back from their personal views. 
They use evidence to understand and 
champion the voice of the wider 
community. 



 

2. Best practice in PPGs  
There is a lot of variation in the quality and effectiveness of PPGs in Leeds. The CCG 
believes it is important to provide opportunities for PPGs to share best practice and learn 
from each other. 
 
Participants were asked to work as small groups and consider ‘best practice in PPGs’ 
(Appendix B).  They were asked to explore: What works well? What are the challenges? 
How could we improve? 
 
What works well? 

 involvement in developing practice newsletters 

 involvement in developing the patient survey 

 helping to increase uptake of the patient survey 

 communication between the PPG members and the practice 

 opportunities to get involved virtually 
 

What are the challenges? 

 motivating PPG members to get involved in activities outside the meeting 

 making the PPG ‘representative’ 

 involving clinical staff in the meetings 

 different understanding of the role and function of a PPG 

 confidentiality – when do PPG members need a DBS check?  

 awareness and use of social media – how do practices and PPGs use social media to 
involve people virtually, promote the work of the PPG and share health information 

 
How could we improve? 

 more opportunities for PPG to network and share best practice 

 more financial support for PPGs 

 different ways to get involved in the PPG (social media) 
 
Two case studies were shared with the group and then they explored ways that PPGs could 
support their GP practice: 

 by taking health interventions outside the consulting room 

 by developing peer support initiatives  

 by developing strong links with the voluntary sector and schools 

 by keeping information up to date 

 by helping patients get online 

 by contributing to the practice newsletter 

 by carrying out engagements to help the practice understand the needs and 
preferences of their patients 

 by bringing in a different set of skills and talents 

 by offering new and creative solutions 
 
 
 
 
 
 
 
 
 



 

3. Resources available to PPGs 
The presentation outlined the tools and resources available to PPGs in Leeds.  
 

 

NHS Leeds PPG toolkit 
http://www.leedswestccg.nhs.uk/content/uploads/2015/12/PPDES-
Toolkit-FINAL.pdf  
 

 

Leeds CCG community network 
http://www.leedswestccg.nhs.uk/get-involved/how/join/  

 

Your GP practice complaints/suggestions/compliments 

 

Leeds CCG patient champions 
http://www.leedswestccg.nhs.uk/get-involved/how/join/  

 
The group were also introduced to the ‘Patient Champion’ approach. This approach 
recognises that most people want to share their personal, subjective view of using services.  
This type of feedback is essential if we are to understand peoples’ experiences of using our 
services.  However, we need to understand the views of all the different people in our 
community.  Patient champions take a step back from their personal views and make sure 
that NHS staff are listening to the views of the wider community. They do this using patient 
experience data and intelligence.  You can read more about patient champions in this blog: 
http://www.leedswestccg.nhs.uk/news/representation-an-essential-component-or-
unwelcome-distraction/  
 
PPG members are very welcome to access the support offered through the patient champion 
programme, this includes: 

 peer support (opportunities to share good practice with other patients across the city 
(including PPG members)) 

 individual supervision and support 

 access to local, nation and international events 

 access to comprehensive free training sessions. 
 
The presentation outlined national tools available to PPGs 
 

 

National Association of Patient Participation) NAPP 
http://www.napp.org.uk/   
 

 

National GP survey 
https://gp-patient.co.uk/  

 

Patient Opinion 
https://www.patientopinion.org.uk/   
 

 

Practice profiles 
https://fingertips.phe.org.uk/profile/general-practice 
 

 

NHS Choices 
http://www.nhs.uk/pages/home.aspx 
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4. Developing quality indicators for PPGs 
It is important to know that our PPGs are working effectively and are meaningful. We would 
like to develop a set of local indicators that help PPGs to measure the success of their 
group. Participants were asked to work as small groups and consider ‘what are the 
characteristics of a productive and meaningful PPG?’  They were asked to explore: 

 structure and organisation (how is the group structured) 

 membership (who attends the group) 

 making a difference (what has the group achieved) 
 
The groups fed back their thoughts on what makes a successful PPG (Appendix C): 

 having a pre-agreed agenda 

 accurate minute taking and up-to-date minutes on the website 

 PPG members feeling valued 

 have a structure in groups and meetings 

 using the talents and expertise of group members 

 providing a range of ways to get involved 

 enthusiastic and passionate members 

 having and respecting ground rules 

 being able to question and challenge where appropriate 

 ‘You said, we did’ – being open and honest about what the group had changed and 
what it hasn’t.  Explain why when the practice can’t make a change. 

 
The group explored other attributes of successful PPGs: these can be found in Appendix A. 
 

5. The role of the CCG 
The CCG recognises that practices do not have the capacity to employ engagement staff.  
The CCG is committed to supporting the practices to engage effectively with their patients 
and develop and maintain meaningful PPGs. 
 
The CCG supports PPGs by: 

 providing PPG members with access to the patient champion programme 

 attending each PPG annually 

 helping to re-launch PPGs that need some support  

 developing tools and resources to support PPGs 

 providing taster training sessions at your practice 

 providing opportunities for PPG members to network and share best practice 

 supporting links with the voluntary sector 

 providing support and guidance to practice managers 
 

6. Quick tips 
The presentation outlines a number of ‘quick wins’; things that the PPG can do relatively 
quickly to improve their group: 

 develop a set of ground rules 

 write a terms of reference 

 write an action plan and keep it up to date 

 dedicate 5 minutes to sign up your members to the CCG community network 
 
All participants were encouraged to fill in a ‘pledge card’ by outlining something that they will 
do to support their PPG. These pledge cards will be sent back to people in two weeks’ time, 
to remind them of their pledge 

 



 

What happens next? 
The meeting was very well attended and there were lots of positive messages about PPGs. 
Over the next two weeks the CCG will: 

 Encourage practices to sign up their PPG members to the CCG community network 
so that they can access support directly from the CCG 

 Encourage PPG members to access the patient champion peer support sessions so 
that they can share and learn with other patients from across the city 

 Use feedback from this session to develop a local set of ‘quality indicators’ that 
PPGs can use to assess the progress of their group 

 Work with our colleagues across the city to provide clear guidance around 
confidentiality, safeguarding and DBS checks for volunteers, patient champions and 
PPG members 

 Amend our social media training to give practical examples of how PPGs can use 
social media to recruit more members, promote the work of the group and sign up 
virtual members 

 Explore opportunities for PPGs to access money to improve the group. 

 The CCG will answer questions/concerns raised at the event 

 The CCG will post back the pledges made by participants.  You can read the 
pledges in Appendix E 

 
 

Evaluation of the event 
We asked participants to evaluate this event. 22 of the 73 participants filled in our evaluation 
form.  We did not ask people to tell us whether they were a member of staff or a patient. 
 
People generally found the session useful and informative. Participants enjoyed being able 
to share good practice with people from other PPGs and welcomed the opportunity to meet 
practice staff. 
 
Some people identified ways that the session could be improved.  It was highlighted that a 
roaming mic would have helped everyone hear what was being said by participants. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

Appendix A: Presentation Slides 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

 

 

 

 

 

 

  

   

 
 
 
 
 
 
 
 
 
 



 

Appendix B: Feedback from ‘Best Practice in PPGs’ groupwork  
 

What works well? (separated by group) 
 Regular surveys 

 Having a chair for the meeting 

 Including doctors and practice managers 

 The chair actively encourages patients to complete 
surveys whilst waiting 

 Takes on some non-clinical issues and complaints and 
raises them with the practice manager 

 Newsletter/seasonal updates 

 PPG noticeboard 

 Regular meetings 

 Wide representation of the community and the voice of 
the community 

 Being welcoming and friendly 

 Appropriate time of meetings (alternate between days and 
evenings) 

 Send out agenda prior to the meeting (email or post) 

 Advertise agenda of the meeting 

 Ground rules 

 Communication between all areas of the practice 

 Access to the practice 

 Choice of virtual or face-to-face group 

 Continues to improve services 

 Prepare for meeting in advance (eg agenda) 

 Terms of reference 

 Newsletters 

 Newsletter 

 Response to surveys 

 Involvement in awareness days 

 Patient to patient surveys 

 Communication between patients and practice 

 Help to develop the surveys 

 Assisting in the flue clinic 

 Issues suggested for the practice newsletter 

 Involvement in surveys 

 Involvement in health awareness days 

 Having a pre-meet once a month before the PPG to come 
up with a ‘patient issues’ list which is then presented at 
the PPG meeting 

 Communication 

 Access via internet – repeat presc & appointments 

 Developing patient surveys 

 Policing the flu clinic 

 Ability to provide support services e.g. chair aerobics, 
diabetic support group 

 Facebook page 

 Use of virtual rather than face-to-face 

 Text questions 

 Engage and respond to customer and patient ideas 

 Patient to patient surveys 

 Involvement in the newsletter 
 

What are the challenges? 
 Getting more patients of different demographics involved 

(i.e. there are a lot of older people) 

 Some practices doing all the preparation 

 PPGs are not representative 

 Individuals’ opinions can take over 

 Getting PPG members mobilised – funding 

 Confidentiality – need guidance 

 Training in asking questions 

 Buy in from GP 

 Representation 

 Identifying the issues 

 Getting ‘did not attend’ figures down 

 Communication with patients 

 Getting the PPG members to actually do something 

 Patients are reluctant to take responsibility, eg take 
charge of the agenda 

 How to set up a private Facebook page for the practice 

 Financial restraints 

 Time restraints 

 Getting young people to join 

 Confidentiality 

 Getting through to those who are currently being missed 

 Difficult for practices to find the time 

 Need to improve GP involvement 

 Need active involvement 

 Opinions of wider GP population 
 

What could we do differently? 
 More locality sessions 

 Sharing best practice 

 Fund patient involvement – to attend meetings 

 Use PPGs to promote service 

 Encourage more engagement 

 Use social media more 

 Have regular meetings 

 Be welcoming and friendly 

 Alternate day and evening meetings 

 Advertise meetings better 

 Have ground rules 

 Use emails and texts more effectively 

 Use different ways to communicate 

 Use virtual PPGs 

 More locality sessions 

 Share best practice with other PPGs 

 Use Facebook/Twitter for surveys 

 Having a ‘virtual’ PPG (it is difficult to attract 
younger/working age patients) 

 Change the day/time of the meetings to attract new 
patients 

 Identify patients’ rights and responsibilities 

 Engage in joint working sessions 

 Develop ground rules 

 Use emails and texts more 

 Have patients taking on some of the work; don’t leave it all 
for the practice to do 

 Ensure every review is responded to on the practice 
website in a positive way 

 Sharing ideas with the other PPGs 

 More active support from clinical staff 

 Advertise better 

 Provide better documentation 

 Be more prepared in advance 

 



 

Appendix C: Feedback from ‘Developing quality indicators for PPGs’ groupwork 
What are the characteristics of a productive and meaningful PPG? 
 
 Shared responsibilities 

 Exploring alternatives/pathways of solutions 

 Understanding history and consistency of the NHS 

 Service development 

 Listening 

 Reflect on achievements 

 Be open minded to suggestions and discussions 

 Evolving 

 Known responsibility 

 Develop ideas and suggestions 

 More involvement is always welcomed 

 Organised admin (agenda/mins etc) 

 Patient-led 

 Supported and facilitated by practice management 

 Be a bridge between the patients and the practice 

 Have a good attendance from GPs and professionals if 
relevant 

 Formal minutes 

 Membership of the group is as diverse as possible  

 Methods to communicate with people who don’t speak 
English 

 Pre-registration education on how the surgery works 

 Good communication 

 Using frustration levels as a measure 

 ‘You said, we did’ 

 Two-way communication 

 Good administration 

 Engaged members who are using their skills and 
expertise 

 Have identified duties for different members in the PPG 

 Effective minute taking, includes approving minutes 
from previous meetings 

 Pre agreed agenda, sent out in advance 

 Gain feedback and use to trial concepts or tweak 
existing projects 

 Make patients feel involved 

 Appreciation for different amounts of time available to 
commit from different people 

 Willingness to attend the PPGs 

 Satisfaction 

 ‘You said, we did’ newsletter 

 Good communication 

 Mutual sharing of information and ideas 

 Diversity 

 Honesty 

 Bring new ideas to the group 

 Willingness to be involved 

 Using talents and skills of the group 

 Good interactions 

 Enthusiastic 

 Avoid personal issues 

 Utilising experience of those in the PPG 

 Relevant discussions 

 Able to challenge where necessary  

 Attendance from GP staff 

 Involvement in management meetings 

 ‘Hold the practice to account’, get feedback 

 Have a chair person 

 An agenda set by the chair person 

 Respect for ground rules 

 Good communication 

 Professional environment 

 Understanding of what the PPG is about (for the whole 
practice) 

 board patient views are considered Finding a way to 
jointly involve the staff and the PPG 

 Individual roles 

 Sharing  ideas 

 Enough members for the PPG 

 Stable group 

 Recognise impact of language barriers 

 Recognise impact of learning disabilities 

 Listening and acknowledging to ideas, issues and 
suggestions but accepting that things are not always 
able to be changed or addressed 

 Communicate well 

 Be diverse 

 Recognise and understand individual and group needs 

 Commitment 

 Enthusiasm 

 Try to action a few things every year from suggestions 

 Actively encouraging attendance from unrepresented 
groups in the community 

 Having an agenda 

 Terms of reference 

 Having a chair for the meetings 

 Minute taker 

 Distribute minutes 

 Respect for everyone’s opinions and input 

 Relevant to wider patient community and input (DNA 
and car parking) 

 Confidentiality agreement 

 GP partner in attendance 

 Offer comfortable meeting rooms and refreshments 

 Start with something simple and worthwhile (eg 
Macmillan coffee morning) 

 Hold meetings on different dates and times 

 Feedback from annual patient survey and create an 
action plan 

 Honesty 

 ‘You said, we did’ (or ‘we couldn’t do) 

 Learn something 

 Make a difference 

 Create a poster that informs the practice to help the 
NHS 
o Cost of prescribed drugs vs. supermarket costs (ie. 

Paracetamol) 
o Cost of hospital transports 
o Cost of missed appointments 
o Worry about impact on patients 
 

 
 
 



 

Appendix D: Evaluation form responses 
22 of the 73 participants filled in an evaluation form. 
 
Question 1. Nine participants shared their name, practice or both. 
 

 
 

 
 

 ‘we haven’t had the food to comment on yet’ 

 ‘Very good’ 
 

 
 

 ‘it was a very good venue, once we found the area it was in’ 

 Very good, but the initial finding of the suite was difficult as eight of us went to the 
wrong place in the first instance’ 

 
 

0

5

10

15

20

25

yes no unsure

Question 2. Did you find todays session releant?  

yes

no

unsure

0

5

10

15

yes no unsure

Question 3. Did you like the food and drink provided?  

yes

no

unsure

0

5

10

15

20

yes no unsure

Question 4. The venue was accessible and accomodating  

yes

no

unsure



 

 
 
 

 
 

 
 

 
 
 

0

5

10

15

20

yes no unsure

Question 5. Did you find the groupwork exercises useful? 

yes

no

unsure

0

5

10

15

20

25

yes no unsure

Question 6a. Following the session I have a better understanding of: 
'The role of the PPG'  

yes

no

unsure

0

5

10

15

20

yes no unsure

Question 6b. Following the session I have a better understanding of: 
'What resources are avaiable to PPGs'  

yes

no

unsure

0

5

10

15

20

yes no unsure

Question 6c. Following the session I have a better understanding of: 
'How to make a PPG meaningful'  

yes

no

unsure



 

 
Question 7. Was there anything that stood out for you from today’s session? 

 Group work and interactions with other PPG members 

 Good to speak to other practice managers and the chair of a PPG 

 Good feedback from the PPG members 

 Knowledge from other PPGs to inform patients 

 Communication with other CCGs 

 All the PPGs are different and they all work hard. Could do more and be more organised 

 Sharing learning, information regarding websites and support available 

 Good to meet other PPG co-ordinators/members 

 Action planning of the needs of patients 

 Practice managers mind set about what is possible 

 Working more with successful PPG organisers 

 People’s willingness to share ideas was good 

 Meeting other groups 

 As a new PPG member, my lack of knowledge about the role 

 Sharing best practice and what we can achieve 

 Good ideas 
 

Question 8. If you could change one thing about today’s session what would it be? 
 Get more people 

 Make more time for group work 

 Knowing who all the people were representing from other surgeries so PPG groups could 
contact each other 

 Have everyone arrive on time 

 Get people to stand up when they are talking or get them to speak up, was hard to hear 
sometimes 

 We probably needed another half an hour 

 Turn the heating down 

 A ‘just do it’ attitude. Risk averse and afraid of feedback is not a good place to be 

 Over-ambitious 

 Better communication between patients and practice 

 A roaming microphone was needed so the whole group could hear what others were saying 
(lots of older patients in attendance) 

 Need a roaming microphone 

 A very good turnout – nothing to change 

 Information about the event sent out before the event so we had something to read and 
prepare for the event 

 Slightly more time for the event 
 

Question 9. Do you have any additional questions you want to ask? 
 Where do practices find the resources (money, time etc) to implement many of the 

suggestions made? 
 

Question 10. Any other comments? 
 Need more involvement from young people in PPGs 

 Advise more in advance to make sure that requests can be catered for regarding 
translators/hard of hearing options and signers etc 

 Very good session. Interesting – will try and implement changes in the PPG 

 Very good session 

 A very useful session. Was good to meet other PPG members 

 A good meeting 

 Good presentation. Communicated well. Group work was interesting and worthwhile 

 Informative session for a new practice manager, thanks! 

 



 

Appendix E: Pledges 
People were asked to make a pledge to improve their PPG.  These were written on ‘pledge 
cards’ and will be sent back to people to remind them of their pledge. 

 Discuss the wider community and how we service/ensure that we are meeting their 
needs 

 Make contact with and attend at least 3 other PPGs and attend their meeting 

 Feedback practice population 

 Change name to PPG and not PRG 

 Arrange option of laptop to encourage NHS comments 

 Develop an action plan in tandem with members 

 Display minutes of meetings and agendas on the noticeboards – asking other patients 
to feedback 

 Feedback all info discussed at today’s meeting 

 Arrange ‘in-house’ training for PRG (with Jayne G) 

 Review working practices of our PPG 

 Analyse the practice profile to better understand our patient demographic 

 Involve – participate with neighbouring practice 

 Check we know people’s talents within our group 

 I will encourage members to make comment on NHS choices 

 Take a more active role and encourage others to do the same 

 Recruit more members for committee 


