
Minutes of Orton Bushfield Patient Participation Group (PPG) 

5 June 2017 

1) Attendees: C. Leary (CL), N&R Peacock (NP, RP), T&P Copsey (TP, PC), K Snaith (KS) 

 

CL Welcomed everyone and particularly the new practice manager Katy Snaith and invited the attendees to 

introduce themselves. 

 

Apologies had been received from C Morris (CM) and M&R Black (M/RB) 

 

2) Minutes of Meeting 6th March 2017 – The minutes of this meeting having previously been circulated were agreed 

by all as a correct record and signed by TC.   

 

3) Matters Arising 

a) Did Not Attend Poster – At the last meeting it was agreed that the figures should be produced monthly for the 

next two months when the effort to produce the figures set against the benefit would be reviewed; this however 

did not occur. KS mentioned the difficulty of collecting the figures. CL reminded that this had been discussed 

since October last year and it would have been thought the difficulties would have been appreciated before this 

was raised as a topic.  

 

KS stated that the idea was good and that she would consider how best to take it forward. 

 

b) PPG Website – KS felt that a simple addition to the Practice website with a “button” to click through to a section 

that would show details of use for the PPG, agenda, minutes etc. 

 

4) Refurbishment Progress – Despite the hope raised in March meeting no work had taken place. 

KS said she had attended meetings at which various assurances had been given. CL mentioned that such 

assurances of progress had been given for over two years but little practical work had been carried out. Further CL 

asked how the matter could be escalated if once again the assurances did not result in action. KS said she was 

unsure. 

 

All agreed that this long outstanding matter should be raised at the appropriate level if no progress was made. 

Reference was made to the fact that during the official inspection that the accommodation was identified as being 

less than satisfactory for the medical staff and the patients. Could this be a way to lever action? 

 

5) Staffing Update – As mentioned above the practice Manager started.  A new receptionist has been appointed 

together with a new locum Dr Gilbert although this did not result in additional GP hours as an existing locum had 

reduced his hours. 

 

6) Appointment System Update – KS agreed that changes were needed to the appointment system, to allow better 

access for patients, including online appointment booking and also to allow more pre-bookable appointments. It may 

be that pre-bookable appointments could be given at the end of a nurse consultation without need to call at 

reception.  The Nurse and HCA rota’s now had 6 months’ worth of rotas so that follow-up appointments can be 

made during the consultation. 

 

KS also stated that the practice was unsure of the precise numbers of patients involved in wanting appointments so 

a log of all calls would be made over a period of time. 

 

KS said in general her proposals had been welcomed and following the survey, a reorganisation of rotas, a decision 



would be taken. It may involve a form of triage at reception to ensure that patients got the correct appointment. KS 

stated that she estimated 20% of GP appointments should have been dealt with elsewhere. 

CL mentioned that patent survey had indicated that there was concern that patient issues should be discussed at 

the reception desk and also that delays were occasioned combining the receiving of patients attending for a 

consultation and booking new appointment. 

 

KS said she hoped to move the appointment booking phone line to a room away from the reception desk but 

needed to change the way the current telephone system directed calls for this to happen. She felt that this could be 

done without waiting for a new system. 

 

It was hoped that this would be able to be implemented in about eight weeks but obviously it depended upon the 

work identified earlier. 

 

 

7) Any Other Business  

a) KS mentioned that the practice had coped very well with the recent cyber-attack, due in part to their own hard 

work but also the assistance of the IT department. 

 

b) KS said that the Friends and Family report system did not appear to produce any results. Not only did this not 

provide the practice with useful information but it also meant that they could not claim the funding associated 

with it. It was suggested that form be kept by the booking in computer with a suitable note and that the 

receptionists handed out forms where they dealt with the appointment. 

 

c) CL mentioned that since MB had not been able to attend the various meetings and forums no details of matters 

had been received by him to circulate. He was not clear whether nothing had happened or whether the practice 

was simply not forwarding them. He said that if he obtained the information he would arrange for it to be 

circulated and put on the agenda.  

 

8) Date of Next Meeting – It was agreed that to allow the appointment system to have time to be implemented 

together with a number of outstanding items raised elsewhere in the agenda that the next meeting would be in early 

September 2017. As CL will be away on the 4th September the 11th is proposed. 

 

However all agreed that should an earlier meeting be required that this would be arranged. 


