
Patient Participation Group
Public Meeting Minutes

Wednesday 23rd May 2018

Attendees
PPG Committee
Vivien Gibney    Sue Prior    Marion Pitt    Patsy Burke   Keith Spurr  Paddy Jelen     Harrish 
Bisnauthsing   Peter Shough

Practice
Simon Stitson (Hub Manager)     Dr. Tom Eames

Vivien Gibney, (Chairperson) welcomed everyone to the first public meeting of the new PPG.

Simon Stitson began with Practice News. (His report about the Same Day Service and the new 
telephone system can be found in the last PPG Committee meeting minutes from the 30th April 
2018.) Further updates are as follows:
  at the Sheepmarket site, two new, 'arrival touch screens' will be installed on the wall opposite   
  Reception within the next few weeks.
  the Enhanced Community Surgery Scheme will begin from the end of June
  the survey of patient views will take place from the 4th of June, for two weeks (now delayed)

Questions/Observations from Patients

    1.  With regards to the problems with the telephone system, could patients who have spent a 
considerable amount of time waiting to speak to someone be reimbursed?

                                    ACTION-  Simon will take this to the management for discussion

     2.  What is the process with regards to letters from other medical providers, such as referrals 
from hospitals, as one letter took four days to get to the patient's GP?

            Simon – the letter goes to the support team, it is then scanned into the system and forwarded
to the relevant GP. Also, letters with medication updates go through to the pharmacy. This can take 
a number of days.

     3. Thank you to Dr. Reiss and all the team for resolving a problem with a prescription so 
quickly!  Gave the patient a lot of confidence in the Practice.

     4.  It has become very difficult to cancel a hospital appointment by telephone. The process is 
automated, and therefore no-one to speak to, which is very frustrating.

            Sue Prior has already raised this issue with the Chief Operating Officer at the North West 
Anglia Foundation Trust. She is expecting feedback within a few months.

     5. Why do we have to wait 3-4 weeks to see our own doctor?

              Simon -  over the past five to ten years, there has been a huge increase in demand for 
services and support, nationally. Around 1,500 patients are seen each week at the Practice.. The 
model of delivery has changed, with the emphasis now placed on GPs working as a team, therefore 
any GP can deal with a patient's needs. We aim to use our resources to provide as much capacity as 
possible. We are happy to accommodate a patient's wish to see their own doctor, when we can.



    6.  Please could the Practice be reminded that many people do not have a computer/internet 
access. Also, the recorded voice messages on the telephone system are sometimes far too quick to 
understand properly. (Dr Hall was widely praised for her delivery!)

            Simon – although we do use the website, posters, leaflets, telephone calls and letters to pass 
on in formation, please know that we are always here to listen to your concerns. The previous 
telephone system was overloaded and calls were dropped. The new system's queuing facility is 
accurate.
We are also trying to encourage a more even spread of calls from patients, for example, test results 
can be sought later in the day, after the initial morning rush for appointments, (especially on 
Mondays.)
We are also introducing a text reminder system, as quite a number of calls are from patients 
checking their appointment times,. There are now consent forms available at both receptions, for 
patients to opt in to this new appointment reminder SMS service.

            Sue suggested that flyers be printed to inform patients of this change.

                                    ACTION – Simon to give this idea consideration

    7. Patients do not know what the Patient Participation group is.

         Patsy  Burke – As well as the link on the Practice website, there are now displays on 
noticeboards at both sites, with all the relevant information, email addresses and contact numbers 
for the Chair, Treasurer and Secretary. At the Sheepmarket site, a new, larger board will be installed 
in between the new arrival touch screens, which should help patients to find out more about the 
PPG. Ways of raising the profile of the PPG is also an agenda item for the next committee meeting.

        Vivien- we see ourselves as a, 'critical friend' to patients and the Practice. The Practice is very 
supportive of us. We also have our Education Days. We rely on patients to help us, for example with
their attendance at public meetings such as this one, as well as questions from emails or telephone 
calls.

It was suggested that the meeting should have been advertised in the Stamford and Rutland Mercury
and on Rutland Radio

                              ACTION – Harrish will organise the media publicity for the next public meeting

    8. Who is responsible for informing organisations such as TASL about the new nomenclature of 
Lakeside Healthcare Stamford, as they were unaware of the change?

            Simon-  it should have been done for us (NHS England?)

                                    ACTION- Simon will contact TASL to clarify the information

   9. Following an appointment request, are patients automatically directed to the nearest site to their
home?

         Simon-  No, the appointment is made at whichever site the clinician is working from. St. 
Mary's lease is due to expire over the next few years, and Sheepmarket will become the primary 
care centre for Stamford.

 



 10.  Why have ear syringing services stopped, and what alternatives are there for patients?

       Simon-   As with most other surgeries, due to financial pressures, the decision to withdraw this 
service has been made. Existing equipment is no longer fit for purpose. There is a poster at both 
sites, with a suggested list of local providers. Also, patients are advised to speak to their local 
pharmacist.

       Patsy – could the list of providers be put on the website?

                        ACTION- Simon to make this an alert on the website

 Vivien thanked everyone for their questions and observations. It is a small, but representative 
group, but there have been lots of positives about the service and we would like to thank all the staff
at Lakeside Healthcare Stamford for all their hard work.

NHS 70th Anniversary

Dave Baxter has access to the Stamford Hospital Archive and is happy to put on a display to mark 
this event.

Any Other Business

Harrish  - Two patients contacted Harrish to say they had difficulty making an appointment to see 
their GP following their blood tests.

                        ACTION – Harrish to give the patients' names to Simon, so he can follow this up

Education Days

Keith Spurr gave details of the next two Education Days:

Friday 2nd November 1-4pm- Emotional Health and Well-being at the Town Hall There will be two
providers- MindSpace Stamford and Open Spaces (Spalding)

Friday 16th November – Diabetes at Stamford Hospital (To be confirmed)

Next Public Meeting –Thursday 6th September at Sheepmarket   6pm

 


