Final Notes of the WSP PPG Meeting on 16th September 2025

1.Welcome and Introductions
In attendance
WSP 
Dr Amit Goyal (Clinical Director), Judith Williams (Business Manager), Golda Ann Cook (Service Delivery Manager & Digital Transformation Lead) 
PPG 
John Marshall (Chair), Gill Thompson, Janice Barnfather, Michael Cato, Cathy Gilhespy, Sue Graham, Crad Allerton, Barbara Fothergill, Sue Hallam, Dick Hallam, David Outtram, Malcolm Maslin

JM announced that Doug Moody will not now be joining the PPG.  JM welcomed Associate PPG Member William Butler to the meeting (online)

2. Apologies
Edwin Botelho (Practice Manager and PPG liaison)
3. Note of the meeting of 8th July 2025

a) Report from the WSP Communications Working Group
The WG members were thanked for their work and the comments and recommendations in the report.  The PPG noted that EB has; 
· contacted the IT provider to request the addition of a ‘hits’ counter for the Newsletter, to check the readership numbers for consideration of its value
· arrange for the website to be amended to make the distinction between “suggestions and feedback” and “complaints, for which there is a formal process in place.

It was agreed to trial the suggested monthly ‘drop-in’ session to provide patients the opportunity to discuss their thoughts and experiences with two PPG members; no clinical or admin staff involvement required.  The session would be styled as “Your Voice”; Your thoughts”, “What do YOU think?”; definitely not “Clinic”. Initially, one session at each practice site.   
Avoid Mondays and Fridays due to shortage of rooms available; a Saturday at SCE would catch patients from all across the practice.  
Advertising should be done through all the media channels and outlets. 
The first meeting should be held by the end of October and the results forwarded to Core members before the November meeting.  The following PPG members volunteered to attend (subject to availability once dates were confirmed) MC, CG, RH, MM, BF and SH. 

b) Rapid Health
JW provided details of patient phone calls to the practice for the period 
23 June – 8 August 2025

A total of 19,215 RH requests were made, of which (by category)
7,835 ADMIN
9,003 Medical
2,377 U16

of which (by time)
before 8AM 7,678 (40%)
AM 15,031 (78%)
PM 4,184 (46%)

of which (by day)
Mondays = 28% of total contacts over the period
Tuesdays = 19% of total contacts over the period
Wednesdays = 18% of total contacts over the period
Thursdays = 18% of total contacts over the period
Fridays = 16% of total contacts over the period

Because of the imbalance of calls, 3 new receptionists have been
appointed and receptionist hours adjusted to meet demand.  At the start of use of RH receptionists were taking up to 40 minutes to input phone callers’ details this is now done to 15 minutes per patient.  It is expected online patients will equally become quicker.  Once entered, phone calls and online submissions are in the same funnel into the triage system, with no difference in priority value.

Several PPG members raised issues and difficulties that patients were encountering when using the new RH appointments system.  These include;
· experience of some of the elderly leads to them giving up and using
the phone
· if an online attempt results in no available appointment the patient has to repeat the process on the following day.
· the lack of the opportunity for “dialogue” with the receptionist, compared with phone call
· sometimes there is a lack of choice of surgery
· a failure to be able to access the website / log in online, where a browser may not be recognised; Firefox, Google Chrome and Microsoft Edge are all acceptable browsers 

PPG members are asked to send any additional personal experiences to JW to assist WSP management to obtain a fuller understanding of the range and time of problems being encountered.  WSP will look at the wording of the choices on the menu to give greater clarity.  
GAC is working on a video guide for using RH; JM requested that PPG (one or two) representatives be given the opportunity to meet with GC and view the video to provide ‘user feedback’ before it was published.
In summary, the main problems are patients possibly not fully or properly understanding how to use the RH system coupled with a greater demand and not enough capacity.
c) Other matters arising
ICB issues.  As outlined in the 10 Year Plan 1 (published July 2025) Healthwatch is being closed down.  The Chair of each PPG and one other is invited to attend an online (Teams) meeting on the 7th October between 6.30pm and 8.00pm. Core members to inform notetaker if wishing to attend.           
1 https://www.gov.uk/government/publications/10-year-health-plan-for-england-fit-for-the-future/fit-for-the-future-10-year-health-plan-for-england-executive-summary

WSP identity across other parts of the NHS.   It was noted that the Ambulance Services which may deal with WSP patients’ requests for assistance, including via 999 are not up to date with the change from 3 practices to the new WSP and hold details just of the previous 3 practices.                 JW/EB
4. Individual site news 
SMC - Nothing to report, other than that structural repairs to the building are promised, but have yet to commence.
GH – boiler being serviced
SCE -The seats in the waiting room are sometimes set out at right angles to the message screen, possibly after evening meetings.
A request regarding the information screens (showing common contact across screens at all sites) for the messages to be slowed down.  They are produced by ICB; JW will investigate.                                           JW/EB
5.  AOB

a) COVID and ‘Flu vaccination clinics
The practice will commence vaccinations in October; a text invitation has been sent by the practice to patients although not all members reported having received it.  A number of pharmacies and the NHS App messages promote earlier appointments which makes the estimating of the number of doses required by WSP extremely difficult.
When Covid vaccination appointments are made the opportunity to have a flu jab at the same time results in cancellations of surgery appointments or non-attendance for an appointment.
Based on the notetaker’s 10 years’ experience of the PPG members at SMC assisting such events, it’s a 70/30 chance of a smooth run.
Weather, buses, early or late arrivals, cold, rain and parking can all play their part. And the whim of patients.
WSP purchases its doses in advance. Lack of take-up due to competition means that £000’s worth of not used doses are wasted; last year the financial loss was approx. £11,000. 
It was suggested that future clinics be advertised earlier on all available media and added to the Newsletter.

b) Clinical reporting back to WSP by pharmacies

A patient with shingles was treated at a pharmacy but on subsequent checking at the surgery, it had not been added to their notes as should have been done.
WSP were asked to remind pharmacies of their obligations.   EB JW



c) A plea for plain English.

Not ‘bp’ or ‘HCA’ but blood pressure and Health Care Assistant. Fewer acronyms, or better still, no acronyms please.  Also, that emails and text messages initiated by GPs have their name included.

d) The social care aspects of primary care.
It was reported that the excellent Chair-based exercise class provided by WSP, that also affords an important opportunity for social interaction by participants has not and will not now run until 2026 due to the clinical staff being required elsewhere ie for home vaccinations.  It was suggested that The Friendship Café is another place for social gathering and is recommended.

d) Carers MK is now being organised by the Citizens Advice Bureau. 
e) There is a changeover of GP Registrars so new faces will be appearing across all 3 surgeries.

6.  Election of PPG Office holders

JM confirmed that this would the last meeting for himself and CA as PPG office holders and that he and CA would be standing down from their positions ie not offering themselves for re-election.  Elections for the new Chairman and Note-taker will be the first item of business at the next meeting scheduled for 25th November at 1230 at Great Holm surgery.   All Core members are eligible to stand.    


Date of Next Meeting 

25th November 2025, 12.30 at Great Holm. Core members only and online viewing for Associate PPG members.

Crad Allerton, 16th September 2025


