
Meeting No 34 

Minutes of Holland Park Surgery Walsall Patients’ Representative Group 

Thursday 19th April 2018 at 12 Noon 

Att: Chairman; Jeff Powell, Lesley Bloxham, Christine Bladon, Brian Stringer, Estelle 

Powell, Lilian Addis, Jill Morgan, Maggie Bennett, Alan Morgan, Heidi Hewitt, Greg Bloom, 

Dr M Stevens. 

Apologies Julia Moore, Eric Windsor, Ken Reynolds, Diane Jones. 

 Minutes of last meeting. 

Minutes of the last meeting were read and agreed. PRG Meeting minutes 8th February 

2018. HH fed back a couple of points from the minutes: 

 Jamie Addis will come to HP for a morning/afternoon on a Wednesday to promote 

online access for patients. HH to arrange and inform JP of the date. 

 GB fed back some figures from MS with regards to appointment availability which 

shows that HP is offering more than enough. He also re-advised the group about 

using 111 and the hub at evenings and weekends. 

 MS will add offering a chaperone to the next version of the induction policy that will 

be issued to new doctors in August. GB will also reiterate to GP’s they need to offer 

chaperone at the next practice meeting. 

 The 7 appointment DNA rule will need to stay as the CCG do not want us to remove 

any patients no matter how many times they DNA. We do remove as we feel this is a 

breakdown of patient/Doctor communication. This could cause difficulties with the 

CCG if we reduce down further. 

 MS discussed at a recent meeting that nurses/phlebotomists/GP’s have been told to 

advise patients that they will either get a telephone call or to book a follow up 

appointment on leaving the room. 

The meeting came to a halt as JM was feeling quite poorly. Unfortunately she had to leave 

the meeting feeling quite unwell. EP and MS came into the meeting a little later as they had 

been to another meeting. 

 

1. Physio Update 
HH gave out a copy of an email received from Dave Whatton of the CCG basically 
saying as a physio service hubs were provided at Anchor Meadow, Pinfold HC and St 

John’s there would not be one at Holland Park. GB said there are no facilities in the 
east but he has pushed for this himself. A new contract starts in July so hopefully this 

will come but discussions are ongoing. Hopefully with the new iMSK triage service wait 
times will be better anyway. 
  

2. Suggestion Box  

HH Read out to the group 2 complaints that were in the suggestion box. 1. Rude 

receptionists. Never any Appointments. More doctors needed. The girls on reception 

have reported to HH that they know who put this in the box and it followed on from her 

not being able to get an appointment at that very minute. She said she was going to 

register elsewhere and the girls said that it was her prerogative to do so; therefore 

they do not feel that they were rude. The information that GB fed back earlier with 



regard to providing more than enough appointments tells us we don’t necessarily need 

more doctors. 2. Can reception staff be trained in customer service? Patients made to 

feel like they shouldn’t be there. 3 people have left the surgery due to the reception 

staff. HH advised that we are looking into customer care courses for all reception 

teams. HH and MS also said that the receptionists work extremely hard on many 

behind the scenes duties that the public don’t get to see. Unfortunately the 

receptionists get the brunt of upset patients who can’t always see their preferred GP’s 

or get immediate appointments and have to tolerate a lot of rude behaviour from 

patients themselves.  

 

 

3. Newsletter 

HH to arrange with JP a date to get together to type up a new newsletter. JP is away 
next week. JP asked the group if anyone else would like to do the newsletter but no 

one wanted to.  
 
 

4. Practice manager update. 
 GB reported that the CCG was being audited by the CQC on child protection and 

asked Holland Park to be their GP representative. GB agreed and with Dr Sood 

(CP lead) and Libby (CP admin) from reception they met with inspectors. They 

went through everything we do as a surgery and were extremely happy with no 

improvements to be made. 

 GB explained about QOF targets which are based on targets we need to hit for 

patients will long term conditions being reviewed. HP achieved above 98% again 

this year and advised we could never hit 100% as we have no patients on a 

particular drug and this was one of the requirements.  

 Dr Johal has returned for 1 day a week after a period of maternity leave. Jaz 

Dhillon the clinical pharmacist has increased his hours. We have a new ANP – 

Julie Newman who will work Mon/Tue/Wed and Janine on a Thursday. 

 Appointments for GP’s are now 15 minute slots to help GP’s monitor patients 

with long term conditions better. This will hopefully help with patient wait time in 

reception as they have longer to deal with a patient. Minor ailments are still 10 

minute appointments and can be booked with a CP or ANP. Receptionists may 

start asking the patients what the appointment is needed for so we can try to 

make sure they are seeing the correct clinician for their complaint. JP enquired 

about online appointment slots and that they could be misused. Unfortunately 

we can’t stop this from happening but a GP should be saying in the consultation 

that maybe a CP or ANP could deal with problems in the future and it doesn’t 

always have to be a GP. GB feels there is a good mix of 

GP/CP/ANP/Online/Urgent and non-urgent appointments. 

 

5. Telephone message 

HH gave out a form with the proposed new telephone message on it. The group had a 

read through. There will now be 5 options for different queries so you don’t have to 

listen to the long message before anyone answers. The group are happy with this 

message but have suggested a couple of minor changes. In OPTION 2 add in the 

section from Option 1 about CP’s and ANP’s and what they can do. Add into the night 

time and weekend message about the Hub but remember to take it off when the 

service comes to an end. Whilst we were reading through the telephone options CB 



bought up about an appointment she had had and she didn’t feel like it was dealt with 

very well. HH took the details and will investigate and feed back to GB. 

 

6. Urgent appointment release times 

HH handed out a printout of the proposed urgent release times and the rationale 

behind it. It is proposed that the urgent appointments get released at 8am for the 

whole day this would save another influx of calls from the same people at 1pm to 

maybe be told again there is nothing left. It would also save someone waiting until 

1pm to be told again that there are no urgent appointments left when they could have 

been told this up to nearly 5 hours previously and sought other medical advice. The 

group agreed to this. Holland Park now need to advertise this on notice boards, text 

messages, jayex boards etc. for the change to commence in roughly a month’s time. 

 

7. Any other business 

HH handed out 2 emails about the PRG Awareness week – June 2018 from Hardeep 

Dhillon and one from Gulfum Wali about changes to the CCG patient and public 

participation Lay group. BS advised that the charity night which was held for the Back 

The Track raised £400 and another skip was being paid for. 

 

Date of next meeting – 14th June 2018 @ 12 noon 

 

 

 

 

 

 

 


