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  MEETING OF PATIENT PARTICIPATION GROUP 
Thursday 2

nd
 February 2012 

 

Dr Nagpaul made the introductions 

 

Patients/Staff in attendance:                    
Dr Nagpaul                                           

Dr Manyeula                                        

Dr  Henson                                               

Carrie Mclaughlin - Manager  

Tracy Worrall - Deputy Manager  

Julie O’Grady - Receptionist 
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Welcome and Introduction 

Dr Nagpaul began the meeting by welcoming everyone and thanking them for coming 

out on such a cold evening. The practice staff then introduced themselves and their 

current role within the practice.  

 

Dr Nagpaul explained that the purpose of the meeting was to discuss the survey which 

had been designed and handed out to all patients attending the surgery over December 

and January 2012. She advised that the results of our survey had shown a different 

opinion to the GP national survey which had been very negative in its view of the 

surgery. She advised that a copy of all 3 of the surveys were on the display board and 

that she would try to explain the differences as she went through the results from the 

questionnaires.  

 

Dr Nagpaul began by going through the types of questions which had been asked and 

explained that in general the practice had received very positive results. The question 

about triage however had shown very mixed results. Dr Nagpaul advised that as a 

result of the questionnaire the surgery had decided to open more Pre-bookable 

appointments and some to be booked into in 48 hours. The patient participation group 

agreed with this change as they agreed it would be a shame to loose the triage option 

completely but that by making more pre bookable appointments available this would 

cater to more of our patient’s wishes. She again explained all of the previous 

appointments systems that the surgery had tried from sit and wait, which had been 
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stopped due to the doctors fears over clinical safety, and book on the day which was 

stopped because all of the appointments for that day had been booked by 8.30 am and 

the doctors were concerned that people who may need to be seen urgently were not 

getting seen. The survey had shown that there were still some patients unaware of the 

late night surgery or the Saturday morning surgery at boots. And it was agreed that we 

would have to ensure that this was advertised more by reception staff and also around 

the two surgeries as it is already advertised in the practice booklet and on the website 

and NHS choices website.  

 

One of the patients asked if the triage system had saved time for the doctors in an 

appointment. Dr Nagpaul explained that it had not necessarily saved time in the 

appointment but that in a lot of cases it had allowed the doctor to arrange the 

appointments more effectively. If a patient needed a blood test they were able to 

arrange them over the phone before the doctor sees the patient hence saving one 

appointment with a doctor. If patients had a certain problem which would be better 

dealt with by a particular doctor e.g. dermatology, which would be better being seen 

by Dr Nagpaul they are able to direct it through a phone call rather than an 

appointment with one doctor and then need to re book with another.  

 

Another patient asked if there was a way that the surgery could ensure that patients 

are made aware of changes to the surgery appointments etc. He also felt that a lot of 

the information in and around the reception area and on the Jayex board was a little 

outdated We explained that the telephone system had been updated three months ago 

and it did now clearly explain the appointments system, we have also placed a new 

display board in the surgery which will be updated monthly and this will hopefully 

become a focal point for important information for patients.  

 

Several of the patients who attended the meeting agreed that from there point of view 

the surgery had improved a lot over the last few years and particularly over the last 

year. 

 

One lady asked if the new appointment systems were working for the surgery. Dr 

Nagpaul explained that the triage list were becoming shorter but that the number of 

failed to attend appointments was increasing. She showed them the number of failed 

to attend appointments for December which was 94 with a doctor and 137 with a 

nurse and explained this was the equivalent of Dr Manyeula having empty clinics for 

a whole week. The patient participation group seemed quiet shocked by this and 

wondered if there should be some form of repercussion for patients who fail to cancel 

unwanted appointments. It was explained that although dentists can charge for an 

appointment wasted as an NHS surgery we are not allowed to do this. We also 

explained that previously patients who failed to turn up for appointments would have 

to speak to the duty Dr before and further appointments could be made and that 

possibly this may have to be re instated.  

 

Dr Nagpaul asked the meeting if they felt there was anything the surgery was doing 

well. One lady said she thought the Health weight clinic running was excellent. It was 

explained that the timings of that clinic would be changing soon and that the surgery 

has been trying to secure another clinic and we are also looking to train one of our 

HCA to participate in weight loss clinics also.  
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Dr Nagpaul suggested that the surgery could start to put health awareness sessions on 

some evenings covering several different topics from bowel screening, skin cancer, to 

general health awareness topics. The patients felt this could be very useful and agreed 

that they would happily attend the ones which are relevant for them.  

 

One lady said that she felt that the way we work in conjunction with the district nurses 

is excellent. She explained that she had been getting a lot of support from the surgery 

and the district nurses over the last year during a very difficult period for herself and 

her family and really appreciated the care and after care she had received. Dr Nagpaul 

agreed and said that we are very lucky to still have the district nurses working from 

here at the moment as this meant we were able to work very closely with them, but 

she also explained that we are not sure if we will always have them working from the 

surgery as they are actually run by the hospital and a lot of other district nurse teams 

have been taken from out reach practices and put in one central position. Dr Nagpaul 

explained that if this happened due to our clinical system and our triage system we 

would hopefully still be able to still continue our good relationship with them.  

 

One gentleman said that he felt the reception was looking tired and dated with some 

old scrappy notices up and too many leaflets everywhere and old chairs and carpeting. 

Dr Nagpaul explained that we are hoping to receive some funding to update the floors 

along with CQC Care Quality commissioning guidelines. Carrie explained that from 

next year the surgery will be registering with the CQC and this would help to ensure 

that patients have a chance to be involved with the way the surgery is run and able to 

personalise the way that they receive there care. She advised that as the surgery 

prepares to sign up for CQC in 2013 we will ensure that it is discussed in more detail 

at a patient participation group meeting. She also explained that if we are to if we 

replace the chairs it would have to be for old hard plastic chairs. As for the notices it 

was agreed that it did look a little tatty and that was the reasons for the new notice 

boards and that we would look again at sorting the rest of the area out and tidying it 

up a little.  

 

One gentleman said that he had been with the surgery since it had been at Park Road 

and that in his opinion we had always been one of the better surgeries in the area not 

just for appointments but for the bedside manner of the doctors.  

 

One lady asked how the doctors felt about the constant changes in the NHS and the 

way it is run. Dr Nagpaul agreed that the doctors do sometimes find it frustrating that 

they now spend so much more time on admin work when they would rather be seeing 

their patients but overall as a surgery we do manage to keep a good balance within our 

practice.  

 

Dr Nagpaul again thanked everyone for coming to the meeting and giving us their 

views and asked them all to sign the attendance sheet and leave there email address if 

they wanted a copy of the minutes from this meeting. Tracy also advised that she 

would post a copy to anyone without an email address.  

 

Next meeting to hopefully take place in June 

 

 


