
Minutes of Patient Participation Group ( PPG ) Meeting – Monday 21st 
September 2015 

 
Attending:- Kelly Hartland (KH) Practice Manager 
 Sam Bridgewater (SB) PM Assistant 
 Paul Hubbard (PH) 
 Harry Summerton (HS) 
 Janet Edwards (JE) 
 Val Thornton (VT)   
 Ann Thow (AT) 
 Eve Buchanan – Healy (EH) 
 David Bell ( DB ) 
 Michael Dean (MD) 
 Jane Powl (JP) 
 Kathy Smethers (KS) 
 
Apologies:- Jane Fuller (JF) 
 
  
REVIEW OF PREVIOUS MINUTES 

KH gave an update on previous minutes. KH reported that it would not be possible for the 
electronic display boards to be used for advising if a doctor is running late, as the waiting 
time can vary frequently and changing this manually throughout the day for each clinician 
would not be workable. 

KH informed that all receptionists had been reminded to tell patients when there were delays 
in the clinics. 

SB reported that posters had been put up to explain why delays occur. 

PATIENT SURVEY 

SB gave a summary of the results for July and August, particularly the suggestions for 
improvements. A water machine was discussed for the upstairs waiting room area. The 
group were unsure if this would be an asset to the surgery or would potentially cause 
problems, however, after a vote it was 8-2 in favour of getting one. KH to look in to cost and 
report back at next meeting. KH assured everyone that she was aware of the look of the 
carpets in reception and was in the process of obtaining quotes to show the Doctors. Action 
SB/KH 

ONLINE BOOKING SYSTEM 

A discussion was had about the difficulties some members of the group were experiencing 
with the online booking system. PH reported that he had been unable to pre- book an 
appointment using the online booking system. JE also confirmed that there had been no 
available appointments to book online and that vision were advertising being able to book an 
appointment beyond two weeks. Action SB/KH. KH will look into increasing the availability, 
if at all possible, and KH and SB will look into what the website advertises Action SB/KH. 
The members of the group were asked to not give up using the facility and report back at 
next meeting if still experiencing problems. 

TELEPHONE SYSTEM/APPOINTMENTS 

The group had a long discussion on the current process of telephoning the surgery for on the 
day appointments at specified times, ie 8am and 2.15pm. KH explained that there had been 



a trial carried out by the surgery previously, whereby patients could book appointments for 
the whole day from 8am. KH explained that this trial was before she started at the practice. 
KH to find out results from this and report back to group. A suggestion was made that a new 
facility be added to the new telephone system, when in place, to tell you where you are in 
the queue. Action SB/KH. 

There was a vote on keeping the current appointment system, out of the 10 members 
present, 2 were for changing the system, 5 wanted to keep the current system and 3 were 
undecided. 

DB felt that the current system of obtaining test results was frustrating and that patients 
should be able to gain these at any time of day. KH explained that the Doctors tend to report 
on the results late morning and that giving out test results is not straight forward for the 
receptionists and therefore it does need to be accessed out of peak times to avoid the risk of 
mistakes. KH will look into increasing the times available for patients to call in.  Action 
SB/KH. 

2ND RECEPTION 

It was agreed that the upstairs waiting area is in need of a revamp. A suggestion was put 
forward of displaying a small art exhibition. KH is looking into getting a music system in place 
in both reception 1 and upstairs waiting room to help with confidentiality, especially as the 
registrars room opens out to the waiting room. A panic button is to be considered if the 
reception is unmanned.  Action SB/KH. 

PUTTING PATIENTS FIRST 

EH handed out leaflets for the group’s information. 

ANY OTHER MATTERS 

None. 

Future meetings: Thursday 29th October 2015 and Monday 21st December 2015. All at 

10.30am. 

 

 


