
PROSPECT MEDICAL GROUP 

 

PATIENT PARTICIPATION GROUP MEETING 

 

THURSDAY 14 MARCH 2013 AT 3.00 PM 

 

 

Minutes 

 

Present: Ms L Harwood 

Mrs Anne Noble 

  Miss Gloria Kell 

  Mrs Pat Young 

  Mr M Smith 

Mrs Amanda Bargewell 

  Dr Helen Freeman 

  Mrs Denise Curtis 

  Ms Nicci Donnelly 

 

 

1. Minutes of the previous meeting. 

 

The minutes of the previous meeting were accepted as a true record. 

 

2. Matters arising. 

 

Non-attendance for appointments.  This remains a contentious issue and was 

discussed again at some length.  Amanda introduced Denise Curtis (Reception 

Manager) to the patient group.  The practice have discussed some of the issues 

raised previously by the patient group in relation to non-attendance of 

appointments and Amanda and Denise are currently working on addressing the 

practice DNA policy and revisiting the letters that are currently sent to patients 

who do not attend.  Once this work is complete it will be brought back to the 

patient group for further discussion prior to implementation. 

 

Patient survey.  Amanda gave everyone a copy of the proposed patient survey.  

There was some discussion about whether the demographics should be at the 

beginning of the survey or the end and about translation of the survey.  Amanda 

reported that unfortunately to translate the survey into a number of languages 

would require funding that she didn’t have, however it was agreed that she would 

look at getting the title of the survey “How are we doing” translated.  It was 

agreed that the survey should be distributed and the group would meet again in 

March to look at the results of this. 

 

3. Newcastle West Clinical Commissioning Group Update. 

 

Amanda gave a brief update on the CCG as it moves towards 1 April 2013.  The 

CCG has now been authorised with a couple of conditions attached which will be 

resolved by the end of March 2013.  As previously the CCG remains committed to 

seeking out the views and opinions of patients. 



 

4. Patient survey. 

 

The patient survey had been carried out in February and the results of this had 

been distributed to the patient group prior to the meeting.  200 patient surveys had 

been handed out to all patients attending the surgery with the intention of gaining 

their views on whether appointments were offered at appropriate times and 

whether they felt their concerns were addressed during their consultation.  175 

completed surveys were received and these results were collated and entered into 

a spreadsheet. 

 

The survey was completed by 60% white British and 40% other minority ethnic 

patients which fairly represented the practice population. 

 

The patient group were very pleased with the response to the survey and also the 

responses from the entire practice population. 

 

The overall response to the survey was very positive with most patients being 

happy with the appointment slots currently offered, how they book their 

appointments and the time spent with the doctor/nurse during their consultation. 

 

There was a lot of positive feedback which was also included in the survey results 

but the common issues were problems with getting through on the phones at 8.30 

am and booking an “on the day” appointment. 

 

There was a long discussion around the whole appointment system and how 

appointments were offered and the different types of appointments and the 

following actions were agreed:- 

 

• There are software packages available which allow patients to book/cancel 

appointments via the telephone system without having to speak to a 

receptionist.  Amanda had looked at this previously and there were 

problems with the language barrier faced by the practice but this option 

will be reinvestigated. 

• The survey showed that only 8% of patients were using the internet to 

book their appointments and it was agreed that this would be more widely 

promoted to encourage patients to use this option and reduce the number 

of people telephoning in.  Denise will produce a very simple “how to” 

guide to give to patients who wanted to book their appointments via the 

internet. 

• The distribution and availability of appointments was also discussed and it 

was agreed that changes would be made to try an alleviate the problems 

encountered booking “on the day” appointments. 

• The patient group also felt that the majority of patients were not aware 

they could have a telephone consultation with the doctor and that the 

practice should raise awareness of this. 

 

The above actions will be implemented and the outcomes will be discussed at 

future patient group meetings. 

 



5. Patient involvement with Newcastle West Clinical Commissioning Group. 

 

Nicci Donnelly from Involve North East introduced herself to the group.  She 

explained that Involve North East had been commissioned by Newcastle West 

CCG to support patient involvement and the ways they would try to achieve this. 

 

Nicci had made notes during the discussion about the survey results and had split 

them into negative/positive/amendments.  This was something she was doing with 

all practices and it is hoped that these notes will be group to a CCG patient forum 

to enable all patient groups to get more understanding of the issues other practices 

have. 

 

Nicci also asked whether the patient group felt there was a need for a further 

group to sit between the practice patient groups and the CCG patient forum that 

would “feed” information into both.  The patient group did not think this was 

necessary. 

 

Nicci also asked whether the patient group felt that a patient forum “social” 

double appropriate to enable the groups to meet in a less formal setting.  Again the 

patient group did not feel this was appropriate. 

 

6. Any other business. 

 

One member of the group raised the issue of the text message reminder service.  

Whilst it was felt that this was generally a good service it would appear to be sent 

up to send a reminder one working day before an appointment is due.  However if 

the appointment is arranged for a Monday this means the reminder is sent on a 

Friday and the group queried whether this could be changed.  Amanda will 

investigate this and report back. 

 

7. Date and time of next meeting. 

 

The next meeting will be held in June 2013. 

 


