
Meeting No 33 

Minutes of Holland Park Surgery Walsall Patients’ Representative Group 

Thursday 8th February 2018 at 12 Noon 

Att: Chairman; Jeff Powell, Lesley Bloxham, Brian Stringer, Eric Windsor, Ken Reynolds, 

Estelle Powell, Lilian Addis, Jill Morgan, Maggie Bennett, Heidi Hewitt, Julia Moore, Dr M 

Stevens. 

Apologies Greg Bloom, Christine Bladon, Diane Jones. 

 Minutes of last meeting. 

Minutes of the last meeting were read and agreed. PRG Meeting minutes 14th December 

2017. 

HH apologised to Jill M for missing her name from the last minutes list. 

 

1. Survey action plan 
HH is still to arrange for Jamie Addis to come and promote the online registration 
process to help meet percentage figures. The group have decided that they the 3 items 

they would like for the new action plan are 1. The Awareness Day – maybe work with 
other services i.e. the church fete is an open house. 2. Availability of GP of choice. 3. 

The issue of the long phone message. 
 
 

2. Practice Manager Update.  

Julia M advised that Melanie Cooper (Nurse) had left Holland park recently but had 

been replaced with a new Advanced Nurse Practitioner called Julie Newman. Dr S 

Randhawa had recently finished her training with us and we will not be having a new 

trainee until August as there is a shortage on trainee GP’s coming through the system, 

her name is Dr Agrawal. We have also just gained funding from NHS England for 2 

more Clinical Pharmacists. 

 

 

3. PRG concerns regarding our practice. 
It was bought up that patients had been complaining in the street to PRG members 

about the service going downhill. HH advised that they need to put it in writing or in 
the suggestion box. In particular patients are not happy with the timescale in which it 
takes to get a GP appointment. Dr MS advised that we had recently submitted some 

information on access to our services and had been rated highly. EP asked if the group 
could have this information on proof of access so that they can feedback on this. Dr MS 

advised that this was about a 3 page letter but we could probably condense it down 
and he will provide this for the next meeting. HH re-iterated to the group that if 
patients cannot get appointments here then they are advised of the Walk in Centre, 

Urgent Care Centre, Calling 111 or ringing the new hub that is running (also at 
weekends). Some members were not aware of the hub although it is advertised on 

notice boards, leaflets in reception and the website. Also someone had said that at an 
appointment a chaperone was not offered by the GP. Dr MS said he will make sure this 

is added to the induction pack as chaperones should be offered. 
 
 

 



 
 

 
4. Suggestion box. 

There were 4 suggestions in the box 1.Charge people for missed appointments or give 

them a “3 strike and they’re out” rule. If they can waste docs time let them find 

another surgery – The group feel that the 7 chances they get are too many. Dr MS will 

add this to the next Management Committee meeting. 2. It takes too long to see a 

specific doctor who has already referred you for some tests and then once you have 

them cannot get to see him for the results for 3 weeks. Waiting 3 weeks to see your GP 

is too long, anything could happen – Dr MS advised that as an organisation we are 

trying to get GP’s/Nurses to get better at this with advising the patients that they will 

either get telephone calls or to book follow up appointments on leaving the room. This 

was bought up at the last Education Meeting so can be relayed back again. 3. I would 

not like to keep hearing the man talking about what to do if your ill and don’t need the 

doctor. It wastes time when you need to get through to the reception very quickly – 

Julia M advised that we are currently looking into a phone system where the message 

will be on because it has to by law but maybe shorter. Also where there will be options 

to choose from for different needs. 4. Your nurse Paige is really nice to my mommy, 

Thank you – This was welcomed by the group as positive feedback HH will feedback to 

Paige H. 

 

5. Complaint/Policy revision? Repeat prescription. 

Dr MS advised the group that a patient had put in a written complaint about not being 

able to order prescriptions over the telephone. He read out parts of the complaint and 

the findings and also had a copy of the policy to hand. He advised that the way we do 

it now is a lot safer for patients and a lot more cost effective for the surgery. It was 

bought up about housebound patients but Dr MS said that chemists can order for and 

deliver to these patients. The group were asked by him if they were satisfied with the 

policy and all agreed yes. 

6. 3 x emails – PRG event in Birmingham/NHS turning 70/Consultation on over 

the counter medicines. 

HH gave handouts out to the group with regards to all of the listed emails.  

 

7. Any other business. 

JP spoke to the group about a meeting that was held between himself and GB. GB had 

text JP to arrange this at the surgery and at first JP said no as this should have been a 

group meeting and not just between the 2 of them but did agree to attend. JP said the 

meeting didn’t go well as they discussed surgery matters and he felt the surgery was 

going downhill. 

 

GB has agreed to attend PRG meeting more regularly after this one. GB had asked JP if 

he had a personal problem with him and could it be to do with the fact that EP was the 

previous practice manager? JP could not believe he had been asked this question and 

felt it was below the belt. He said he had no personal problem with him and that if he 

had of he would have made it his business that the surgery did not get an outstanding 

CQC rating. He said that no-one knew what was on GB’s C.V. before he came and did 

he have the relevant skills as a practice manager. 

 



JP said that he now feels he cannot get hold of people as he could before, now having 

to go to HH to report to either Julia M or GB and then for it to go to a committee. 

 

JP said that he was not happy that another member of staff was present in the room all 

the time this meeting was going on – they should have been alone. 

 

JP also said that HH had missed bits out of the previous minutes about GB and was this 

done purposely when a discussion had taken place about the surgery prior to the actual 

meeting taking place last time. HH advised that she would not leave anything out 

purposely and will check her scribbles from the last meeting and asked what exactly 

had been missed but JP declined to say what it was and would speak to me if I wished 

to know. The minutes are sent out to JP via email to check and agree before going out 

to member’s/notice board/ website etc. so not sure why this wasn’t picked up then? JP 

agreed the minutes to HH for distribution with no feedback of anything being missed? 

JP also said that HH had shown GB the minutes before actually showing JP. HH 

explained that this would not normally happen but yes she had this time as she felt 

that these minutes were quite detrimental to the surgery and just wanted GB to see 

them before they got advertised to the public. 

 

KR said it was a perfect opportunity to wipe the slate clean and start again.  

 

Jill M couldn’t understand why if the meeting is set 2 months in advance the practice 

manager, deputy practice manager and GP can’t always make it? 

 

BS said that they had been in reception and saw one of the receptionists eating an 

orange although he did not want to say which one. Also JP had received complaints 

about 1 particular receptionist’s attitude but again did not want to name names. HH 

will feed back about eating in the reception area as receptionists know this is not 

allowed.   

  

BS asked if we had a defibrillator on site and could the “back the track” group use it if 

necessary. Dr MS advised yes we have one but with the surgery being shut weekends 

and the time it would take to get to the patient it would be advisable to ring 999. 

 

BS advised the group of a charity night that is taking place on 10th March 2018 @ 

7.30pm @ The Lamp Theatre to raise funds for the Back The Track. HH to display 

poster in reception. 

 

  

 

Date of next meeting – Thursday 19th April 2018 @ 12 noon. 

 

 

 

 

 

 

 


