
Patient Participation Group (PPG) Meeting – 26th October 2021 – Via MS Teams 

Present: Andrea Jones, Councillor Terry Hale, Sharon Griffiths, Elizabeth Llewelyn, Albert Weager, 

Clair O’Brien (taking the minutes), Becky Parrish CCG. 

Apologies: Dr Sebastian Nicholls, J Bournat 

Welcome New Members 

Andrea Jones welcomed our new member Elizabeth Llewelyn and briefly discussed a possible new 

member who hadn’t joined the meeting today. 

Approval of Minutes 

Andrea asked if everyone had read the minutes of the previous meeting and they were approved by 

all.  They will now be published on our website. 

Elect Chairperson 

Andrea asked if anyone was ready to put their name forward to be the chairperson.  Albert 

discussed his many commitments and unfortunately unable to take on any more.  Elizabeth said as it 

is her first meeting she would like to observe and not commit to anything yet.  Terry said he is 

always available for help but doesn’t want to commit at this point.  It was agreed that Clair would 

continue to take the minutes until other members are elected for other roles. 

Update from Andrea 

Andrea attended the first face-to-face meeting in 18 months of the practice managers meeting and 

one of the items on the agenda was re-starting PPG meetings.  Most practices are aiming to re-start 

meetings in the new year so Andrea was pleased to say we are ahead of the game on this. 

Andrea discussed a number of written and verbal compliments we have received from patients 

about our practice in the last few weeks.  Andrea said all compliments are a boost to staff morale.  

Unfortunately, we also had to discuss an incident involving an abusive patient who had come into 

the practice and the incident resulted in the police being called.  The incident left several members 

of staff shaken and a patient in the waiting room was reduced to tears and visibly shaking.  The 

patient was shocked that we have to deal with this sort of thing.  Although it was thankfully a rare 

occurrence, we are experiencing general abuse more often. 

Andrea talked about the difficult few weeks we’ve had with regards to staff sickness and isolation, 

both of clinical and non-clinical staff.  Andrea informed the PPG that we are recruiting some more 

staff which will improve resilience when we are understaffed.  We are continuing to build a stronger 

team. 

After many verbal complaints and the messages from the media we have increased the number of 

face-to-face appointments we are offering.  We have been offering more face-to-face appointments 

for several weeks now.  Strangely, our receptionists have found when offering these appointments 

to patients we are getting lots of requests for telephone consultations instead. 

 



FOD PCN Update 

As Andrea has previously mentioned we are the lead practice for the Forest of Dean Primary Care 

Network made up of 11 practices.  Andrea is the Business Manager, Dr Sandford is the joint Clinical 

Director with Dr Weiss from Mitcheldean and Dr Williams is the Education Lead.   

The PCN has recently set up a spirometry and respiratory service for the Forest of Dean.  Spirometry 

was previously done by practice nurses but was stopped due to Covid.  The training has now 

changed meaning that many practice nurses are now not qualified.  We are offering weekly 

spirometry sessions and monthly respiratory sessions.  This will mean less travel for patients and 

sooner appointments.   

We have also recently appointed a PCN Project Manager and a Care Coordinator and they will be 

starting soon.  They will be helping the practices achieve the targets that have been set including 

targets for social prescribing referrals, cancer care, tackling health inequalities, dementia etc. 

The PCN have one of the best Covid vaccination rates in the country and have been recognised for 

setting up such a good model.  All led by Brunston & Lydbrook practice. 

Albert asked where the spirometry service is based.  Andrea explained that it’s being run from 

Cinderford Health Centre hosted by Forest Healthcare.  Albert asked who is leading the spirometry 

team? Andrea discussed the Respiratory nurse and also explained the Respiratory service being held 

once a month with Dr Charlie Sharpe who is a consultant at Gloucestershire Hospitals.  Patients will 

be referred to this service by their GP where a diagnosis is not clear.  He will be assisted by the 

Respiratory nurse and they will be sharing learning across the practices.  Clair explained that before 

this service was set up there was a spirometry service available to our patients at a Gloucester GP 

surgery that we could refer our patients to but involved a lot of travel. 

Planning Approval 

Andrea briefly discussed the planning decision has been further delayed.  Another bat survey is 

needed.  It is likely that it will be December before we have approval. 

Sharon’s Update 

Sharon discussed the prescription ordering line which is up for review.  She discussed the waiting 

times, inflexibility and 9am-5pm time restrictions.  We have sent texts to all our patients that have 

mobile phone numbers registered with us about the NHS App.  The App can be used to order 

medication, check your Covid status or get a ‘Covid passport’ and book appointments.  We are 

promoting the NHS App for those that can use it which will free up telephone lines for those that 

can’t. 

Albert asked if the NHS App could be used by people without technology.  Sharon explained the 

proxy access service which can be used if the patient signs up for it.  Terry asked about missing items 

from Brunston dispensary.  Sharon talked about some of the problems that may cause this.  She 

asked that requests should be made earlier to allow time for re-authorisation or medication reviews 

when necessary and to allow for delivery when there are stock shortages.  Sharon asked ideally for 

requests to be made 7-10 days before needed. She explained that we have 20-30 urgent requests 



per day and there is only so much we can do.  She also explained that patients who have made 

requests on time can then be delayed by patients making urgent requests because they have run 

out.  Terry asked about pack sizes sometimes being 28 tablets and sometimes 30 tablets.  Sharon 

explained that this is down to the manufacturer and asked that patients order all their medication at 

the same time even if they have 10 days of one tablet and more of another.  Sharon will always try 

to support patients to get on track if they are in a muddle with their medication ordering.  Albert 

agreed that it was good advice and patients should order early.  Albert asked if there was still a 

service from the community pharmacies to have an emergency supply and Sharon said this is still 

available.  Terry offered that Dry brook is a very good pharmacy.   

Sharon explained the problems we have with online pharmacies.  If a patient is signed up to an 

online pharmacy and needs an acute prescription it is automatically sent electronically to the online 

pharmacy they are signed up with.  If this item is needed urgently, they can contact the online 

pharmacy and ask them to return the prescription to ‘the spine’ where it will be available for any 

chemist in England.  The electronic service is available everywhere in England but unfortunately not 

Scotland or Wales.  If a patient is on holiday in Cornwall for example, then an electronic prescription 

can be sent to ‘the spine’ and picked up by your chosen chemist in Cornwall.  

Andrea asked Sharon about our delivery service.  Sharon explained that we had a good delivery 

service before Covid which is not paid for by the NHS but out of our dispensary income.  We do not 

deliver through a patient’s letterbox due to safety concerns; the patient needs to be there to take 

delivery.  The service is ideally for housebound patients, but we can offer it to others if really 

needed.  Terry asked for the message to get out about the delivery service and Sharon explained 

again that we are trying to keep it for the patients that really need it.  Sharon discussed our 

dispensing area, patients need to be more than a mile from a pharmacy, it includes places like 

Ruardean, English Bicknor, Sling, Edge End and Bishopswood but can include some houses in a street 

but not others, there is a strict area we can dispense to.  We have capacity for dispensing but don’t 

want to be overwhelmed.   

GP Survey 

Becky from the Gloucestershire CCG showed some slides from a patient survey.  Becky introduced 

herself to Elizabeth, our new member.  It is a national GP survey ran by the largest market research 

company, Ipsos MORI.  The surveys are sent in the post but can be filled in online.  They are sent to 2 

million people between January and April every year.  There were 276 sent to Brunston patients and 

151 were completed.  That is a 55% completion rate and a good response.  Becky said that it’s a very 

robust survey.  The slides on the screen said 2020 but Becky confirmed they are from 2021 results.   

Over 95% thought that we offered a good clinical service and Becky said that it is very difficult to get 

a good result in that section.  67% said they were getting through on the telephone easily, the 

national average is 68%.  44% said they saw their preferred GP and the national average is 45%.  

Becky suggested we look at the results and compare with other local surgeries and explained how to 

do that.     

Andrea discussed items to be improved.  Andrea has contacted a local surgery who performed well 

in the survey, to ask for their advice.  However, they said they are not doing anything different to us 

and are also receiving lots of complaints.  Andrea said her husband had waited on hold for 26 



minutes for his GP surgery, so this is a general issue due to increased demand, not just an issue for 

our practice.  

Telephones 

Andrea talked about changes we are making to our telephone systems and staffing to try to reduce 

telephone waiting times as we acknowledge there is a problem.  We plan to have a separate 

receptionist for face-to-face contact and others solely on the telephone.   

Andrea discussed some of the statistics from our telephone recording system.  In one week we 

received 3000 calls and in one hour we received 112 calls. 

Andrea explained her view that our receptionists are doing an amazing job in difficult circumstances.  

We have had a high turnover of staff due to a large number reaching retirement age in the same 

year.  We’ve managed to recruit some excellent replacements, but it takes time to train them to the 

same level as the retiring staff.  It’s also been difficult through the pandemic with constant changes 

and just as staff are trained there are changes to procedures.   

We hope the changes we make will improve the telephone waiting times but we also recognise that 

it is a national issue and is not just our surgery.   

Preferred GP 

The survey covers the period when we were short of a GP due to the retirement of Dr Fielder.  It was 

very difficult to replace him when he retired in March.  We have now got 4 partners after Dr Phipps 

joined us in July.  This has certainly helped but we accept that current demand outweighs the 

number of appointments available.   

Becky explained that it is difficult to compare on this item as there are still some surgeries in 

Gloucestershire that are single-handed with just one GP.   

Any Other Business 

Albert thanked us for listening about the length of the telephone message, it has been shortened 

but it is still too long.  Andrea asked for suggestions if there is anything the PPG think can be 

removed from the message but explained that there are mandatory items such as telling patients 

that calls are recorded.  We also advise patients that they can go to a pharmacist rather than holding 

for 30 minutes to speak to a receptionist.  There are legislative things that need to be on the 

recorded message.   

Becky said it is a complaint at all practices.  Becky will try calling a selection of surgeries to listen to 

their recorded messages and see if she can suggest anything.   

Elizabeth said she found it hard to understand the diction of the recorder and tried several times to 

listen to the message.  Elizabeth said she was given a national number for Covid jabs on the recorded 

message. We were unable to verify what that could have been. 

Terry has been told that patients have waited on hold for 15 minutes and then been cut off.  Andrea 

has reported this complaint to our phone supplier, but they say there is no issue.  Andrea asked 



Terry to provide examples if possible, with dates and times so these can be checked.  The problems 

with the local mobile phone signal were discussed as a possible cause, maybe patients are not cut off 

by the surgery phone but are losing signal?  

Andrea asked what the PPG can do for us.  How can they spread the word on what we are doing to 

address the challenge? Possibly a newsletter? Terry said that patients will understand that the PPG is 

looking after their interests and a newsletter is a good idea.  He suggested sharing emails if everyone 

is happy with that to come up with ideas for the newsletter.   

Albert suggested a media release, maybe to the Forest Review as everyone receives that newspaper.  

He suggested letting people know about 111/MIIU. Albert will write to Dr Sandford and Dr Weiss 

and said that he is not anti-GP. 

Terry thanked the surgery for a marvellous job and understands the strain on everyone.  Terry said 

he’s had some information that he didn’t already know.  Terry worries about the elderly population 

and how they receive information.  Andrea suggested that a newsletter could be taken out with 

Terry on his travels and given out to the elderly population.  Albert suggested the newsletter could 

be available at the local library. 

Becky said there is a newsletter template provided by the CCG which she can send to us.  We could 

have headings of GP news, PCN news, CCG news etc.  The template would be blank and would need 

to be filled in by the PPG members. 

Terry asked about meetings with other PPGs.  Becky and Albert were keen on that idea.  Caroline is 

arranging something.  It was trialled pre-Covid. 

Becky commented that it was her nicest meeting all week! 

Andrea suggested that the next meeting could be January and hopefully we will have news by then 

about the new build.  Andrea suggested a face-to-face meeting in Lydbrook surgery on a Wednesday 

afternoon when they are closed.  The PPG members were apprehensive about a face-to-face 

meeting so it was agreed to meet via Teams again on 12th January 2022. 


