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The national voice for patient participation in primary care napp.org.uk 

 

• The only UK-wide umbrella body for patient 
groups in Primary Care 

• Independent charity supporting a network of 
Patient Participation Groups (PPGs) 

• Over 1,400 PPGs are members of N.A.P.P. reaching 
some 13 million patients 

• Formed in 1978 – nearly 40 years’ experience 
 

 

Who are N.A.P.P.? 
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• Act as the umbrella body for PPGs in the UK 
• Promote patients and PPGs as participants in 

decision-making in the NHS and in their own self-
care 

• Provide support, guidance and sharing best practice 
to maximise PPGs’ common interests 

• Enable PPGs to network locally, regionally, and 
nationally 

 N.A.P.P.’s aims 
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• Regional project commissioned by NHS England to 
work across 15 CCGs 

• Aims to:  
• Enable good PPG engagement through supporting PPGs, 

Practice Managers and CCGs, and  
• Promote sharing of good practice 

 

N.A.P.P.’s project on working 
with CCGs 



The national voice for patient participation in primary care napp.org.uk 

• PPGs are not all the same 
• Urban or rural 
• Larger and smaller practices 
• Well-established and very new 

• Evidence that good GP practices tend to have good 
PPGs – important for quality 

 

• Great work is done by many PPGs in varied situations 

 

PPGs vary! 
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• Communication 
• Information 
• Health promotion 
• Sounding board 
• “Critical friends” 

• Support 
• Patient experience 
• Feedback on services 
• Independence 

PPG benefits for a practice 

• Particularly helpful at times of transition, and when 
quality is under scrutiny 



The national voice for patient participation in primary care napp.org.uk 

• Botolph Bridge, Peterborough: Supporting practice 
communications 
• Local Area Team bid/tender process for alternative provider for 

primary care provision 
• PPG challenged Monitor and NHS England on shortcomings of 

process 
• PPG communicated with 7,000 patients and influenced process to 

get real patient feedback 
• Processes reviewed and changed by NHS England Board, Simon 

Stevens and Sir Bruce Keogh 

Example of PPG impact #1 
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• Ashlea, Ashstead, Surrey: Influencing practice 
appointments processes 
• PPG translated patient “grumblings” into feedback to 

practice about practice appointments and appointments to 
local eye hospital 

• Practice developed new appointments prioritisation system, 
with the PPG 

• PPG fed back to patients about their impact on the new 
system and its responsiveness to their concerns 

Example of PPG impact #2 
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• Haughton Thornley, Hyde: My Medication Passport 
• PPG recognised concerns of patients trying to retain a lot of 

information (e.g. conditions, medications etc.) 
• PPG developed “passport” which records information to 

keep them safe – completed by patient, carer, or health 
professional and held by patient 

• Particular value when on holiday or accessing out of area 
services 

Example of PPG impact #3 
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• Identified a need or gap affecting patients 

• Collected evidence to support this view 

• Worked with the Practice to seek resolution, even 
when challenging their practice 

• Ensured feedback to patients 

 

• How might this work for your PPG? 
 

What the PPGs did - themes 
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• PPGs see more than a snapshot – they see trends 
• PPGs can be a source of a range of quality 

information from a range of patients  
• PPGs can pick up concerns before the practice is 

alerted to them more formally 
• PPGs know about their practice, its quality history, 

and its challenges 
 

PPG perspectives on quality 
improvement 
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• Lots of potential! 
• Source of information, especially ‘low level’ 

concerns, that can help a practice 
• Route to convey messages to patient population 
• Can test out – and contribute – ideas for 

improvement 
• Present perspectives to regulators 

 

 

PPGs’ contribution to quality 
improvement 
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• When the CQC inspect practices, they should be 
seeking the views of the PPG 

• Opportunity for the PPG to give their perspective on 
the practice and its approach to quality 
improvement 

• Remember the critical friend role – get the balance 
right! 

 

PPGs and the Care quality 
Commission (CQC) 
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• At times of inspection, it’s a chance for the PPG and 
practice to share their experiences 
• What has happened since the last visit? 
• What quality improvements have the PPG seen? 
• Has the PPG raised quality issues that have been dealt 

with?  
• Has the PPG got quality concerns? 
• Evidence, evidence, evidence! 

 

PPGs in collaboration with their 
practice #1 
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• Have the PPG and the practice shared their experiences 
and talked about how these will be presented to the 
CQC? 

• Not about stifling voices, but about ensuring a focus on 
real quality improvement 

• Examples of “we said, they did” are good! 

• Keep the patients at the heart of quality improvement 
 

PPGs in collaboration with their 
practice #2 
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• Discuss quality and quality improvement with the PPG 
throughout the year 

• Be open about quality challenges, and about your 
aspirations 

• Engage with the PPG – even if what they are saying is 
challenging! 

• If you make changes in response to the PPG, make sure 
they know it! 

• Share information to help PPGs be informed 
 

Some top tips for GP practices 
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• Consider the evidence – a single patient experience, 
good or bad, may not represent many others  

• Raise issues with the practice as a critical friend, 
seeking improvements 

• Seek the practice perspective – there may be issues 
you are not aware of 

• Seek solutions with the practice where possible 
 

Some top tips for PPGs 
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• What evidence do you have of quality 
improvements? 

• Does the Practice share quality information with 
you? 

• What should the CQC know about? 
• What would “improved quality” look like for your 

PPG?  
 
 
 

 

How can your PPG contribute 
to quality? 



Engaging with the CCG 

Dr Nicky Williams 
Deputy Clinical Chair and GP Governing Body Member 



How we engage currently… 





…and what we want from today 





Jacquie Hime 

North Herts CVS (NHCVS) 

 
 



What does NHCVS do?     
 

• NHCVS is a support and development organisation, promoting, 

supporting and encouraging local voluntary activity in the North Herts and 

Stevenage areas 
 

• NHCVS represents and aids communication between the local voluntary 

and community sector and the statutory sector 
 

• We deliver a wide range of services, often in partnership with other 

voluntary and community sector organisations, and work with local 

authorities, public service providers, businesses, community groups and 

individuals so that everyone can contribute to improving their community 

 

 

 

 

 

 

 



NHCVS staff 

 

• Core of 3 CVS staff who provide funding advice, 

development, training and events management and 

governance and finance advice 

• Membership Support Officer 

• Communications and Information Officer 

• Technical Services Manager 

• Project staff 

 

 

 

 

 

 

 

 



Our Services 
 

We have a membership which is £30 for a year or £50 for two 

years.  This includes free use of our meeting room and 

equipment as well as 3 hours free help and support. 
 

• Hot desking and meeting room space  

• Screen and projector loan 

• DBS Checks 

• Social media help and support 

• Volunteer recruitment and support 

 

 

 

 

 

 

 

 

 



NHCVS projects 
 

• #TeamHerts Volunteering Team  

• Furniture Link Reuse Project 

• North Herts and Stevenage Community Transport 

• Breakaway Disabled Playscheme and Saturday Clubs 

• Families First Worker  

• Stoneyhall Community Centre (Stevenage) 

• Welfare and Distress Fund 

 

 

 

 

 

 

 

 



 

 

 

 
 

Helps less able residents of Hertfordshire solve their 

transport problems. We use a dedicated team of volunteers 

who all use their own cars in their free time to transport 

passengers who live locally to their required destination 

 

 

 

 

 



 

How can a community transport scheme help you? 
 

The Scheme is aimed at individuals, who are unable to use other 

passenger transport due to age, frailty, impaired mobility, 

disabilities and special needs. It may also be due to no 

alternative transport being available. 

 

All of our drivers are paid a mileage rate to cover the distance 

they travel which is currently paid at 45p per mile. There is a 

minimum charge of £5 for the first 11 miles of any journey. 
 

Clients may be accompanied by a carer or relative at no 

additional cost. 

 

 

 
 

 

 

 

 

 

 

 



What kind of journeys are undertaken? 

Focus is on ‘health and wellbeing’ 
 

• Hospital visits for treatments, appointments, 

outpatients (including London hospitals) 

Healthcare appointments at GP’s and clinics 

• Dental appointments 

• Attendance at day centres and special needs clubs 

etc. 

• Exercise classes and therapy groups 

• Visiting relatives or friends at care homes 
 

 

 
 

 

 

 

 

 

 

 



 

Removing the Borders Project 
 

 

• To make it easy for residents, who need some support to retain their 

mobility, to access services by improving access to and the availability of 

appropriate door to door transport 
 

• To develop of a local network of community transport of providers 

 

• To examine ways in which community transport providers in 

Hertfordshire can improve access to their services, initially in East and 

North Herts before sharing the learning in the West of the county 

 

• To share training and quality standards, where feasible and appropriate 

 

 
 

 

 

 

 

 

 

 

 



Developing and promoting a dynamic voluntary and community sector 
 

www.nhcvs.org.uk 
 

Thank you 

http://www.nhcvs.org.uk/







