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Suggestion box:  
 
There were 4 comments in the suggestion box this time. Comments regarding waiting times, 
telephone system, the call board and reception staff. Comments regarding the telephone system 
cutting people off were addressed by the practice as the practice was aware of issues which have 
now been resolved by the phone company. A patient did ask for the call board to beep when an 
important message came on the board, unfortunately this isn’t possible but the practice tries to put 
all important messages on the call board and on the TV screen in reception. There was a positive 
comment about how helpful the reception team were and this has been passed onto the reception 
team who were very pleased to receive the positive feedback.  
 
Flu Clinics 
 
The Practice had arranged it first flu clinics by the time of the meeting and they continue to take 
place for patients in the “at risk” categories, 2-3 year olds and for those who are over 65. Text 
messages were sent to all the patients with mobile numbers and that were eligible.  
 
Online Services  
 
A PPG member commented in a previous meeting that they were not aware of the online services 
offered by the practice. The decision was made to send a text message to all the patients to make 
them aware of the services offered which now includes booking blood tests, cervical smear tests 
and cardiovascular checks. This is in addition to already being able to order prescriptions and 
book some GP appointments online. Since the text campaign an additional 50 people had 
registered for the online services by the time of the PPG meeting.  
 
Patient Charter  
 
A new patient charter was discussed which outlines the commitments the practice will provide to 
all patients and the commitments that the patient needs to make to the practice in return. A good 
discussion was had around the charter and an agreement reached on a completed charter. There 
are now copies of it available in reception.  
 
Check In Machine 
 
There was an issue with the check in machine which gave out the wrong waiting times which has 
now been resolved.  
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Appointment statistics: 
 
We have used 96.9% of our appointments since the last PPG meeting, and 95% of these had 
been attended. We started using text message reminders in September 2016. Between June – 
September 2016, we had a Did Not Attend rate of 5.5%. Between June and September 2019 we 
had a DNA rate of 4.9%. Whilst this may not seem a big difference, this is around 60 appointments 
that have been attended this quarter as opposed to 3 years ago.  
 
Staff 
 
There were compliments for the healthcare assistant and for members of the reception team in 
dealing with difficult situations. All feedback was passed onto the team members who were 
pleased.  
 
Going Green  
 
A question was raised about the practice going green. It was discussed that the practice already 
has solar panels which were installed with the new building, although not necessarily visible from 
the road. The practice also recycles as much as it can.  
 
Signposting  
 
A question was raised about the receptionist asking the reason for the appointment and a 
reminder of the signposting system which the reception team are trained in was given. The 
signposting system is there to help the patients get the best help first time. An example was that if 
a patient asks for help to stop smoking they can be directed straight to the stub it service at GP+ 
which would be the most appropriate service in that instance.  
 
 
 

*T he PPG is always looking for new 

members – all are welcome* 
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