
Lakeside Patient Participation Group – Management Meeting 
Minutes 

 
Date: 9 March 2020 
Time: 18:00-19.40pm 
Venue: Sheepmarket Surgery 
 
Committee Attendees:  

 

Name Initials Role 20.1.20 04.02.20 09.03.20 %Attendance 

% Attendance 88.89% 55.56% 77.78%   

Quorate   Y Y Y  

Alison Warrick AW Treasurer Y Y Y 100.00% 

Andrew Nebel AN Co-Chair Y Y Y 100.00% 

Geoff Freestone GF   Y Y y 100.00% 

Harrish Bisnauthsing HB   Y Y y 100.00% 

Keith Spurr KS 
Education Officer & 
Healthwatch Liaison 

Y A y 66.67% 

Mike Pring MP   Y Y Y 100.00% 

Simon Chapman SC   Y A A 33.33% 

Sue Prior SP 
Co-Chair/  

News letter 
Y A Y 66.67% 

Michelle Nebel MN Minutes Y Y Y 100.00% 

 
In Attendance  

Tom Eames TE Lakeside Surgery 

Oonagh Quinn OQ Healthwatch 

 
Apologies: 
Simon Chapman 
Adam Cocks – COO Lakeside Healthcare Group 
 
Minutes 
 
Introductions 
Everyone gave a brief update and described their current role and responsibilities for the benefit of Oonagh 
and Tom. The PPG was delighted to welcome Dr Tom Eames (TE) from the practice and Oonagh Quinn (OQ) 
from Healthwatch Lincolnshire to the meeting.  It was explained that the Lakeside charity has now been set up 
as a separate entity. TE enquired about the reason for the separation. It was explained that the purpose of the 
PPG and the charity were different, albeit complementary, and governance of the two bodies are better 
conducted separately. The charity is regulated by the Charity Commission and had to follow their guidelines 
whilst the PPG does not need to be answerable to this oversight. Its accountability is to the patients of 
Stamford. SP explained that the monies in the charity will be used for benefit of patients, such as to purchase 
of new equipment or to fund educational events, and that the monies will be disposed of at the discretion of 
the trustee body which is separate from the PPG committee. 
 
GF provided an overview of the charity accounts and confirmed that there had been no change since the last 
meeting.  There is no change to the account balances and the new trustees do not yet have access to or 
control of the bank account.  
 



AN explained that if any future monies were donated to the PPG as opposed to the charity, the PPG would 
hold the funds and assign them appropriately in the conduct of its business. KS clarified that the charity can 
now apply for funding from grant giving organisations specifically for educational health awareness events. AN 
stated that the PPG may apply to Lakeside charity for funds. The PPG has received a bill from Octopus for 
hosting the website, and that in future the PPG could request funding from the charity to settle such bills. TE 
explained that historically, the PPG had raised their own funds to cover any PPG costs.  AN stated that since 
the practice was contractually required by the CCG to operate an effective PPG it ought to be receptive to 
requests for the modest funding required for its operation. AN explained that the PPG would like to raise the 
matter of the Octopus bill with Adam Cocks and the practice/ Hub manager, once the practice manager has 
been appointed.  

 
Open Discussion Adam & Committee [including Terms of Reference approval] 
Adam was not able to attend. AN has written to Adam to see if he can meet before the next meeting. 

 
Agree minutes and discuss outstanding Actions [see appendix] 
The minutes were agreed with the proviso that the following updates are incorporated in the final minutes 
Car park – This was included in the North West Anglia Foundation Trust meeting (NWAFT) meeting.  
Regrettably the PPG had not been informed about it and neither were the governors briefed about the 
meeting until 3 days before the meeting took place and therefore there was little time to prepare.  
 
MP asked for his priorities to be updated as follows 

1. Carpark  
2. Communications 
3. Reception training  
 

Discussion with Oonagh re Healthwatch Lincolnshire, [including Toolkit and HW Hub] 
 

OQ provided an overview and the history of Healthwatch and highlighted that each county has its own 
Healthwatch. OQ said that Healthwatch do not directly represent the practice’s patients, explaining that they are 
there to represent the general Lincolnshire communities healthcare interests.  They do their best to listen to the 
experience of residents who live in Lincolnshire.  The Healthwatch Lincolnshire website may be viewed at the 
following link: https://www.healthwatchlincolnshire.co.uk/ 
  
Healthwatch works with the current CCGs and patient organisations such as the PPGs. They are trying to work 
more closely with the PPGs. Healthwatch are an outside body to ask and provide help where needed. Healthwatch 
want to hear about the good points, any challenges and how can they influence change?  OQ said that the 
communications work but there can sometimes be issues?   
 
Healthwatch visit practices and conduct patient surveys. It is important for the patient to know that they have a 
voice. If a patient has a complaint Healthwatch will expect it to have been raised with the practice in the first 
instance., Recognising that not everyone has the confidence, ability or the means to raise concerns it is important 
the practice needs an approachable practice manager  
 
OQ explained that Healthwatch consists of 9 staff members, which includes the CEO, Partnership and 
Development Manager, Information Sign-posting & Safeguarding Officer, Volunteer Officer, PA Administrator, 
Stakeholder Engagement Officer, Project Officer and a Research, Data and Communications Officer. There is a 
board of trustees which consists of volunteers. As of Friday, there were 40 active volunteers.  The team has varied 
skills. 
  
OQ gave an overview of her own career, she started working for the NHS as a receptionist and progressed through 
to the Royal Brompton as a records keeper.  During this time, she was also a professional teacher.  OQ is our main 
contact for Healthwatch. AN confirmed that the members may contact OQ for support.  They can utilise the 
website or help line, which is available Mon – Thurs 09:00 until 15:00 and Fridays 09:00 – 12:00. Contact may be 
via the website or telephone.  Healthwatch reviews all healthcare providers including, dentists, doctors and care 
homes. The PPG will advise LHS patients of Healthwatch in its news updates. 
 

https://www.healthwatchlincolnshire.co.uk/


MP stated he felt that the PPG should be the first port of call for patient’s concerns. AN explained that whilst the 
PPG should be copied in, complaints should always be directed to the practice in the first instance, and then to 
Healthwatch if the practice were not able to resolve the issue.  OQ said that Healthwatch will protect the patient’s 
identity when dealing with any complaints.  
 
Action: The PPG should design a schematic to inform patients of how they report concerns/complaints to the 
practice initially and then escalate them to Healthwatch, the PPG, Lincolnshire Clinical Commissioning Group [CCG] 
and ultimately the Care Quality Commission [CQC]. GF agreed to lead. 
 
TE explained that the practice has a reasonable process for reporting issues.  AN suggested that we consult with TE 
beforehand on the complaint’s procedure guide.  
 
MP enquired what the role of the CEO of Lakeside was? 
 
OQ – said that Healthwatch will come into the practice to discuss issues with the patients and that 55% of the 
news is good.  They also obtain feedback from patients in the waiting room, as it will be a random group in the 
surgery. Healthwatch use to host provider network meetings.  The trustees asked that they encourage more 
members of the public to attend the meetings. Healthwatch try to move around the county to listen to as many 
people as possible. There are usually about 60 attendees, the next meeting is scheduled for 22 April, where the 
theme is transport.  It is a 3-hour event, with a panel, which will be held in Long Sutton.  All the events are 
advertised on the Healthwatch website. AN commented that time waiting for an appointment was a frequent 
comment made in the 2 Healthwatch survey reports conducted last autumn. 
 
KS volunteered to be the PPG/Healthwatch liaison and SP agreed to be the backup.  
 
OQ mentioned the Healthwatch hub, a community group that is already in existence.  They will feedback general 
themes.  There is the Christchurch, a natter group.  AN asked if we could have a list of the groups for the region, 
which OQ has agreed to provide.   
 
Update from Lakeside Charity committee   
KS and GF provided an update for the Lakeside charity.  The charity:  

• Has a new constitution  

• Has 3 new trustees 

• Need 2 more trustees.  Hoping one will be from the practice 

• Awaiting the Charity Commission to formalise the revised constitution...  
• Trustees do not yet have control of the bank account 

• HB confirmed that the bill from Octopus was for hosting the website 

• Plan to host quarterly educational events. Suggested themes will be Mental health, children, health 
awareness, and the elderly. KS enquired how do we get the events supported by the practice 

AW: asked if we would be investigating gift aid.  
GF: Said that they definitely would.  They will develop those strategies to ensure they maximise the amount of 
cash they want to raise.  
OQ asked about the education events and stated that Healthwatch would be happy to promote these events  
KS:  The events are for the community.   
 
Website Update       
AW and AN have reviewed the website. They need to understand how the practice and the PPG websites are 
connected.  The recommendation is that the PPG website is the prime site linked to the practice website. TE: 
said it depended on the webpage.   
AW stated it would be beneficial to the practice if the PPG managed their own webpages.  
AN is scheduled to meet with the Sheepmarket site manager shortly to discuss website matters in more detail.  
AW: has agreed to be the PPG webmaster.  
 
Members Database & Communications     
Communications – AN tabled a summarised communications plan which identified several available media 
available to us:   



• Take one leaflets – Lots of leaflets about Q doctor.  You may go online and book an appointment online 
with the doctor. TE stated that it had been promoted on the radio and it would be good to promote Q 
doctor further.  SP highlighted that some people would be nervous to use Q doctor.  GF asked how much 
do we want Q-doctor to be developed.  TE confirmed that the practice would be happy to develop it 
further. KS asked if we have 4/5 people to come in to help promote Q doctor?  
TE explained that the practice is expanding their digital options. e-Consult will be introduced next month. 
Patients can type in messages online which are linked to an NHS system, which will help determine how 
the enquiry should be dealt with. He explained that the e-mails are not necessarily secure. More serious 
issues will be assigned to a GP. SP explained that there is a presentation on e-Consult. TE confirmed it will 
be promoted next month.  

 

• E-mails – Information mailshot to our e-mail lists. There are 2 lists in our possession. The second list is for 
St. Mary’s patients and was inherited from Duncan Lawson, previous chair for that practice’s PPG. AN has 
drafted 2 letters that we could send out to each of these 2 member lists.  
Action: all to provide comments on the communications letter.   
Action: SP to help provide the news update. We have the content for a meaty communications letter. The 
presumption will be that we already have people’s consent.  

 

• Facebook page – The Facebook page is owned by the practice and was last updated on 6th February. Is this 
a medium through which the PPG can be communicated?  What would be the route for getting 
communications on there? TE confirmed that communications could be added via the practice.  

 

• Newsletter 
AN asked if there is advice on the Corona virus for us to promote in the Newsletter? 
TE confirmed that there was and it is pretty much what is advertised in the general guidance.  If there is 
anything that differs the practice will promote it. AN confirmed that the information will be added to the 
PPG website/newsletter etc.  

 
PPG Plan        
This will be carried forward to the next meeting for discussion. 
 
A.O.B        
SP asked that growing the PPG membership should be added for discussion at the next meeting. 
Action: add to the next agenda.  How do we grow the membership?  
 
Survey 
Sarah Hall mentioned that they were going to conduct a survey.  Do we need to think about how to do the 
survey?  AN stated that he can help construct a survey with the practice. OQ suggested contacting Emma Batty 
from Healthwatch, who can help with the surveys.  
 
OQ said that we have your voice. Happy to share her contact details. Happy to come back at a future date. Will 
promote events 
AN: said OQ is an important connection and we would like her to come back.  
 
MP:  What is the gross income in the practice?  AN has sent the details to MP as agreed in the meeting.  
MP: Professor Harris – what is his budget? AN has sent the detail to MP as agreed in the meeting.   
TE: stated that they all have GMS contracts and have the same funding.  
 
KS: Neighbour team – would like to involve the four counties.  KS to send info.  What is Neighbourhood teams.  
They are doing lots of activities locally and regionally.  KS to draft, SP to review  
 
AN: asked TE to state what his expectation of us is?   
TE:  The critical voice.  It is important that it is a 2-way street.  Give information about what and how the 
practice is progressing.  Feed back to the practice what we have heard and what is important for the practice.  
 

 
 



1. Open Actions 
 

Action 
No 

Action Required Current Status Due Date 
Person 

Responsible 
Current 
Status 

A0003 
Confirm Terms of Reference for 
LHSPPG 

Review content & provide updates 
ahead of the next meeting. 
4/2/20 Dependent upon A0004 

01/02/2020 All Open 

A0004 

Approach the Sarah Hall & Debbi 
Galloway with the updated Terms of 
reference for LHSPPG for approval 
from the practice 

4/2/20 AN & SP met with DG who 
will take the ToR to the Practice 
management for their approval. AN 
to agree timeline for approving the 
ToR before the end of Feb 2020 

TBA AN Open 

A0007 Review meeting frequency Add to agenda of May LHPG meeting 01/05/2020 MN Open 

A0010 
AN to draft a press release for your 
consideration for the launch of the 
new PPG 

  09/03/2020 AN Open 

AD012 Octopus bill for Web hosting 
AN to speak to practice regarding 
the outstanding bill from Octopus 

 AN Open 

AD013 
NAPP Comms/membership 
subscription 

The subscription has expired.  Need 
to agree if this will be renewed and 
how it will be funded.  

 AN/SP Open 

AD014 
PPG to design schematic for 
reporting issues to the practice/ 
Healthwatch 

   
GF? 

Volunteer? 
Open 

AD015 
Review & approve communications 
letter written by AN.  

   ALL Open 

AD016 SP to construct a news update     SP Open 

AD017 
Explore ways to increase PPG 
membership 

MN to add to next meeting agenda  ALL Open 

 
Completed actions 

Action 
No 

Action Required Current Status Due Date 
Person 

Responsible 
Current 
Status 

A0006 
Health Watch - provide further 
information 

KS will forward info regarding Health 
watch.  09/03 Oonagh Quinn 
attended from Healthwatch 

01/02/2020 KS Complete 

A0008 
Geoff agreed to suggest alternative 
name in place of newsletter. 

Lakeside PPG News Update 09/03/2020 GF Complete 

A0009 
GF to frame a code of conduct 
statement for how we conduct 
ourselves as a team. 

06/06 update from GF 
1 - Arrive at any arranged meeting 
10 mins before the kick off time 
2 - If a communication by text / e-
mail requires a reply then do so 
within 72 hours - even if the reply is 
to confirm that you have no input  
3 - If a member of the team agrees 
to further a specific item / piece of 
work then a date for completion is 
agreed and complied with 

09/03/2020 GF Complete 

A0011 

AN to summarise the meetings 
content in a letter to Dr Sara Hall & 
Debbie Galloway with some 
suggestions arising from our 
discussions & a specific request for 
them to attend our next meeting 
tentatively set for the 9th March. 

AN - Completed.  To be added to the 
agenda.  Dr Tom Eames attended 
the meeting from the surgery.  

09/03/2020 AN Complete 



 
Next meeting date: 21 April 2020 at 18:00 


