
Patient Participation Group (PPG) Meeting – 9th September 2021 – Via MS Teams 

Present – Andrea Jones, Councillor Terry Hale, Sharon Griffiths, Emily Beckett, Albert Weager, Gillian 

Warden-Heggie, Clair O’Brien, Dr Sebastian Nicholls, Caroline Smith 

Welcome and Introductions 

Andrea Jones welcomed the existing and new members of the PPG. Andrea joined the practice 4 

years ago as Business Manager and this year took on the role of Practice Manager 

Sharon Griffiths joined the practice 13 years ago and is the dispensary lead 

Terry Hale is an experienced member of the PPG.  He is also a councillor for the Drybrook and 

Lydbrook division of the County Council and was a District Councillor for 19 years.  He also sits on 

various committees. 

Gillian Warden-Heggie was unable to introduce herself due to technical difficulties. 

Clair O’Brien has been with the practice for 7 years; starting as a receptionist and moving on to 

become a Medical Secretary.  She has recently taken on the roles of Office Lead and Patient Liaison.  

She is taking the minutes of the meeting. 

Dr Sebastian Nicholls introduced himself as one of the GP partners at the practice and welcomed the 

members of the PPG.   

Albert Weager is also an experienced member of the PPG as well as being on various other 

committees including the Blood Transfusion Committee and being Chair of the Forest of Dean Health 

Forum. 

Emily Beckett joined the practice as a new patient in March 2021 and is keen to learn more about 

the practice. 

Caroline Smith is from the Gloucestershire CCG.  The CCG are responsible for planning and 

commissioning local health services including GP Surgeries, hospitals, community services and the 

ambulance service.  Caroline manages patient engagement and inclusion and helps with other PPG 

groups in Gloucestershire.  Caroline explained that there are a network of PPGs across the county 

that meet approximately 6 times a year and they currently meet via MS Teams.  The network 

meetings are normally 1 ½ hours long and they regularly have presentations of new IT, survey results 

and other items of interest to general practice.  There are over 40 practices involved.  Caroline 

joined this meeting as it was our first meeting after a long break due to Covid but she hopes for the 

meetings to be patient led in the future. 

Election of Chair Person/Vice Chair/Secretary 

Andrea asked if anyone was interested in taking on these roles and as there was nobody 

forthcoming Caroline suggested we wait until the group is more established.  Terry suggested that 

Albert would be a good candidate as he has a wealth of experience.  Albert explained that he sits on 

many committees and doesn’t want to commit today.  He agreed with Caroline’s suggestion.  Albert 



was hoping to see some new and younger members with new ideas and suggested that a member of 

staff at the practice could be the secretary.  Andrea was hoping for the meetings to be patient led.   

Andrea discussed a new page on the practice website for the PPG which will have the minutes of the 

meetings on.  She was hoping to encourage interest from patients via the website. 

Terry said that he is always available to help but doesn’t want to commit today. 

Caroline discussed the struggle for many practices to gain new members.  She suggested a small 

number of PPG members could meet up now that the summer is over.  Caroline made some 

suggestions for recruiting new members including a leaflet about the role of the PPG and 

information of the website.  She discussed recruiting members to represent the practice population 

and asked for suggestions of ways to gain younger views. 

Sharon proposed that PPG leaflets could go into medication bags that are handed to patients.  She 

also asked if the leaflet could suggest to patients that the PPG is a way to voice their ideas and 

recommendations. 

Caroline advised that friends can be brought to meetings, particularly friends with expertise in 

certain areas. 

Gillian at this point overcame her technical difficulties to introduce herself to the group.  She is an 

existing member of the PPG as a representative of Gloucestershire Carers.  The group helps carers of 

people with severe mental illness among other things.  There are 16 members of the carers group 

and Gillian feels that 16 is the limit before there are too many members.  They meet once a month 

at The Main Place in Coleford.  They have speakers at their meetings with presentations about 

respite etc.  They receive government grants and have been going for 15 years.  Gillian asked if the 

GPs know that they can refer patients who are carers to the group and there is a form they can use.  

Dr Nicholls said that he is aware of this and aware of the referral form.  Terry offered to help Gillian 

request funding from the Build Back Better Fund. 

Agree Terms of Reference 

Andrea asked if everyone had seen the terms of reference and agreed with them and asked for any 

comments. The terms of reference were accepted unanimously.   

Update on New Build Project 

Dr Nicholls discussed the project which was first put forward as an idea 7 years ago and has recently 

gathered pace.  The current 3 buildings are not fit for purpose. Dr Nicholls discussed the problems of 

recruiting GPs and nurses and of the extra workload given to the surgeries from the hospitals.  Extra 

space is needed.   Numerous meetings have taken place and a project management firm have come 

up with a fabulous design from an architect.  The preference was for a town centre site but it was 

not possible to find somewhere with enough space and accessibility at an affordable cost.  The site 

being looked at now ticks all the boxes for adequate space, accessibility and with room to grow in 

the future if it is needed.  The site is at The Gorse near The Coombs Nursing Home and Great Oaks 

Hospice.  A very good price has been negotiated with the landowner.  The CCG are funding the 

project and they have been very helpful and supportive with the process.  There is a very good 



environmentally friendly design that meets all modern specifications.  The project is awaiting 

approval from the Planning Dept.  The next step when planning has been approved is to find builders 

and the hope is for work to start at the end of 2021/beginning of 2022 with a spring 2023 opening.  

The 3 current buildings will be retired.  The new building will have space for midwifery, podiatry etc.  

The exact specialties using the building will depend on what is offered at the new hospital in 

Cinderford. 

Albert asked if there is a plan B if planning fails or will the entire project collapse.  Albert discussed 

objections raised by the Town Council about access and the current bus service.  He talked about the 

steep walk from Coleford and said that current public transport is unsatisfactory.   

Caroline talked about the patient engagement events that took place at the end of 2019 and into 

2020.  There were drop-in sessions at Coleford Family Doctors and Lydbrook surgery.  Caroline 

discussed patient expectations.  She said that public transport and accessibility is a problem in the 

whole county as there are many rural areas, particularly in the Forest of Dean.  The CCG met with 

Stagecoach bus company to discuss redirection of the current route if appropriate.  This would need 

to be financially viable for Stagecoach but they would be keen if there was an increase in use.  The 

building will have a central location for the area it covers and it will be on the right side of Coleford 

for Lydbrook patients.  The parking will be very good with room for many patients.  Caroline said 

there is still time to find solutions before 2023 she also talked about patients having access to 

transport from family and neighbours etc.  Overall, Caroline said that a number of sites were 

considered and this was the best one. 

Dr Nicholls talked about the constraints, environmental impact and that the building will need to 

achieve minimum standards.  The building will need to be purpose built to be efficient and flexible.  

There may be a need for extension in 20-30 years and this was the only site with scope for 

extension.  None of the other sites had the same advantages.  Dr Nicholls said it would be extremely 

disappointing if the planning falls through.  The practice wants the best for its patients.  There have 

been no discussions with other landowners.  There is no plan B.  

Albert then said that he had no objections to the plans.  He just wanted to make others aware of the 

objections from then Town Council. 

Terry said that the County Council have put £1.5 million into transport with £100,000 into co-

ordination of an on-demand bus service.  Terry will make sure that Coleford is included in this fund.  

Terry said that the transport and accessibility problems are not insurmountable.  Terry raised a point 

that some people are just resistant to any change.  Terry thinks the plans are all good and is in favour 

of changes when needed. 

Albert left the meeting but again said that he is in favour of the new build. 

Caroline asked the PPG members to share their positive messages with members of the public and 

said that the PPG can help alieve patient anxieties.  Caroline said that people had been surprised 

when given the Lydbrook bus timetables as the transport available is better than expected.  Patients 

need more information. 

Sharon said that Lydbrook patients now find it is easier to come to Coleford on public transport than 

it is to get to Lydbrook surgery.   



Dr Nicholls said there will be 60 parking spaces and shared some 3D images of the proposed new 

build.  There will be separate access for cars from pedestrians and cycles.  There will be solar panels 

and energy efficient and environmentally aware materials used.  There will be an operating room, 

admin space, rooms for midwives and podiatrists etc.  Also room to expand if necessary. 

Caroline said there have been conversations with the hospice about ways to work together. 

Dr Nicholls said the hospice are very excited to have the surgery as neighbours. 

Caroline discussed other ways the surgery can help patients, for example, Cinderford Health Centre 

have a gardening group which keeps the area attractive but patients also find it very therapeutic.  

Current Challenges for Primary Care 

Andrea discussed the negative messages being given by the media saying that GPs have been closed 

for 18 months.  Andrea explained that the practice are working very hard with constantly moving 

goalposts.  Andrea reassured everyone that GPs have not been closed, they have been open 

throughout the pandemic.  She discussed the difficulties with managing patient expectations.  The 

practice often receives information from the government at the same time it is given on the news 

and then we are expected to deliver on this immediately without any planning time.  Our practice 

has struggled with staff turnover due to many retirements this year and staff moving away and we 

were down by one GP for quite some time.  The practice has also suffered with staff absences due to 

Covid as well as the usual non-Covid issues.  We can only staff the practice according to the limited 

room space we have available, there were two new rooms added in recent years but we are still 

struggling.  It has also been difficult to fill some posts with some new staff, clinical and non-clinical,  

only staying for a few days due to the pressures.  However, these changes have given us the 

opportunity to build an excellent new team. There has been a delay with the delivery of flu vaccines 

which has meant that the clinics we had planned have had to be cancelled and re-scheduled at short 

notice.  There was a clinic arranged for this Saturday so there is a lot of work involved in contacting 

the patients booked in as soon as possible to re-schedule.  Andrea discussed the Covid Vaccination 

Centre in Cinderford and explained that Dr Sandford is the Clinical Director and Brunston is the lead 

practice for the centre.  The centre was opened from scratch, including finding premises, furniture, 

equipment, staff etc,  which was a huge challenge but very rewarding to deliver vaccines to every 

patient that wanted one in the area.  Some of our own staff including Dr Nicholls regularly work 

shifts at the vaccine centre.  We still don’t know the plan for Covid boosters but will probably be 

expected to deliver them at short notice. 

Despite all of these challenges we have delivered 50% more appointments than we did pre-Covid.  

Andrea talked about a letter that Dr Sandford had written to the PPG members earlier in the year 

explaining that we are meeting all of the targets set for us despite all of these challenges.   

Dr Nicholls talked about the weeks of work organising the flu clinics that now need to be cancelled. 

Terry said that the surgery is doing a very good job at keeping the elderly alive but they are feeling 

very isolated and miss visiting the surgery.  He also talked about the problems some patients have 

when being asked to use technology and being asked to send photographs.  Terry said that patients 

have been told that if they are abusive they will be removed from the practice list but they feel they 

are not being abusive. 



Andrea responded that staff have been receiving a lot more abuse and it is not fair on staff to have 

to deal with it. 

Sharon discussed the IT problems for patients who are not ‘tech savvy’ and that we try to offer many 

options.  Prescriptions can be ordered via the Prescription Ordering Line which is a central service 

throughout Gloucestershire.  Sharon talked about the risks of repeat dispensing but said there are 

options.  She reminded everyone that patients need to order medications in a timely manner and 

patients do have a degree of responsibility for making sure there is enough time to arrange their 

prescriptions.  She talked about the challenges of supply issues, there have been national supply 

issues for some medications and the only option for patients is to take an alternative or wait and 

there is not always a direct alternative so something different may need to be considered.  Sharon 

said she is happy to follow this up with Terry.  The taking of prescription requests needs to be done 

safely. 

Terry talked about the upset caused to some patients as they were shocked to be asked to take 

photos and he said that it is not always possible. 

Andrea talked about the e-consult system which all surgeries were asked to use as the sole way of 

patients requesting appointments.  She said that we had so many complaints about the system but 

felt we had to persevere until we took the decision to go against the government advice and now 

patients can telephone or use the e-consult system.  Andrea said at the beginning of the pandemic 

we were limiting patients coming into the surgery unless absolutely necessary so the use of photos 

was necessary. 

Dr Nicholls said that the GPs make sure their patients feel comfortable with anything they ask them 

to do and take into account their difficulties and preferences. 

Sharon talked about the blood bottle shortage and the fact that many patients were booked in for 

annual checks that now need to be cancelled and delayed. 

Caroline said that from a county perspective many people are still frightened and patients are acting 

inappropriately and out of character.  The number of face-to-face appointments countywide has 

increased by 20% compared to pre-Covid times.  Countywide 65% of appointments are face-to-face.  

She talked about the need to make sure patients being seen face-to-face really need that contact 

and they could not be dealt with another way.  She said that prescription ordering line feedback is 

appreciated.  Patients think that complaints made will equal unfair treatment.  Caroline said that 

complaints can be made to PALS and if patients leave a voicemail they will get back to them quite 

quickly. 

Terry has PALS details and will chat later with Caroline.  Please add PALS details to  minutes. 

Patient Advice and Liaison Service (PALS) - Freephone 0800 0151 548 or land-line 01452 566698. The 

phone lines have an answering service so messages can be left at any time and they will endeavour 

to respond to your query within five working days, or you can email: glccg.pals@nhs.net  

Gillian said that she doesn’t like the e-consult system and sincerely thanked the surgery for 

everything they do. 

mailto:glccg.pals@nhs.net


Any Other Business 

Emily said it is interesting to hear that there have been lots of changes.  She doesn’t like the shift to 

telephone appointments but understands that we have had to adapt.  Emily has a preference for 

meetings to be often.   

Date of Next Meeting 

Caroline suggested every 6-8 weeks and said the root of problems is usually communication. 

Andrea suggested the end of October by MS Teams again. 

Caroline suggested using the waiting room and Andrea said maybe in the future but we are limited 

for space at the moment. 

Days and dates were discussed and agreed on Tuesday October 26th at 2pm 

Agenda items can be sent to Andrea 

 

 


