
Minutes of the GRMC Patient Participation Group Meeting
Friday 13th July 2018

Present:

Name Position
Maureen Flanagan (MF) PPG Chair
Howard Marshall (HM) PPG Secretary
Anne Potter (AP) PPG Vice Chair
Chris Worrall (CW) PPG Member
Janet Biddlecombe (JB) PPG Member
Jacqueline Smith (JS) PPG Member
Joanne Jablonski (JJ) PPG Member
Betty Jablonski (BJ) PPG Member
Dr Paul Danaher (PD) GRMC Practice Senior Partner
Dinesh Vadgama (DV) GRMC Operations Manager
Wendy Goodhew (WG) GRMC Reception Manager

Apologies:

Name Position
Eileen Lewis (EL) PPG Member
Veronica Williams (VW) PPG Member

No. ITEM ACTION

1.0 Meeting Opening

Maureen Flanagan (MF) opened and chaired the meeting.

2.0 Minutes of Meeting Held Friday 13th July 2018

The minutes were accepted as a true and accurate record.

3.0 Matters Arising from 13th July 2018 Meeting; not discussed in 
agenda.

None.

4.0 Practice Update:

4.1 Staff:
 A new nurse will be available Fridays for Contraception 

and Sexual Health issues.
 Practice Nurse Sandra Howden has joined the Practice
 Sian Harper has reduced her hours.

4.2 Appointments:
 MF gave praise to both Janette (Reception) and Dr 

Rabbit (Partner GP) following her recent urgent visit to 
the Practice.

 A discussion took place on the problem of getting an 
appointment in advance when the GP has said they want 
to see the patient in two weeks time; often no 
appointments are left.  HM to ask Forum members at the 

HM
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next Leicester PPG Forum it this problem exists at other 
GP practices.

4.3 Health Hubs:
 DV - said data on recent usage of the Health Hubs is not 

available yet due to change of provider.
 To be reviewed at next PPG meeting.

DV

4.4 New Telephone System:
 PD & DV - this is improving.
 A member asked if the ‘system’ could inform the caller 

where they are in the queue.  DV said sometimes it does 
but only 6 people can be in a queue.

4.5 SMS/Text reminders:
 The Practice has set up a SMS text message service so 

patients can text to cancel appointments.
 Patients need to fill out a small consent form to allow the 

Practice to contact patients via the new text service.  HM 
showed an example of the consent form which had been 
attached to his prescription form and suggested that a 
brief description of the purpose of the form be included on
the form?

WG

5.0 Themed Events and On-line Training:

5.1 Themed Events:
 HM - PD had earlier contacted MF & HM asking if the 

PPG would like to be involved in assisting GRMC with 
running a few ‘Themed Events’ such as Dementia, Heart 
Attack, Strokes, Diabetes, Cervical & Prostate Screening 
etc.  

 PD explained that they are arranging for guest speakers 
to visit the Practice and have invited the PPG to attend; 
the talks will be held during the Practice Protected 
Learning Time (PLT), a time when the Practice is closed to
patients.  

 The first event will be Cheryl Clegg of AgeUK talking 
about Dementia on Wednesday 18th July at 14:30.  The 
British Heart Foundation will possibly be the next one – 
date TBA.

 After these speakers have visited the GRMC, the plan is 
for the PPG to discuss with patients and or hand out 
leaflets in the waiting area.  Obviously this is purely 
voluntary and if any PPG member could spare a few 
hours (dates and times to be arranged), the GRMC would 
be very grateful.

PD, DV, PPG
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5.2 On-line Training:
 In a separate communication to MF & HM, PD had asked 

if it would be possible to arrange another on-line training 
session through AgeUK?

 PD said in his E-mail “We want to encourage patients to 
use online access but many of our older patients are 
reluctant to use IT.  Many of them have smart phones so 
showing people how to use their phones to access the 
internet would help access”. 

 HM confirmed that AgeUK are still prepared to assist in 
this.  

 Further discussions are required with GRMC.

HM/PD

6.0 Patient Experience Survey:
 The PPG asked PD, with the exception of appointments, 

was the practice was pleased with the survey results, DP
replied yes. 

 A meeting was arranged with the PPG and DV for 
Wednesday 5th September 2018 @ 13:30 to review the 
2017 Patient Survey and agree the format of the 2018 
survey; all PPG members welcome to attend.  

 DV asked if the 2017 Survey Results could be placed on 
the GRMC web site; PPG, yes.  

 The PPG suggested that a note be added saying that the
2018 Patient Survey will take place September to 
October 2018.

DV/PPG

7.0 Did Not Attends (DNAs):
 DV said that both GP and Nurse DNAs were lower for the 

last 3 months than the previous 3 months (shown in 
brackets): April to June 2018 there were 226 (256) GP 
DNAs; 127 (141) Practice Nurse DNAs; 34 (20) ANP 
DNAs; 154 (159) HCA DNAs which now include 
Phlebotomy appointments and 43 (39) Physio DNAs.

 The PPG welcomed the decrease of GP & Nurse DNAs 
citing it could be the result of the increase of both GPs 
and nursing staff.  

 A new question re DNAs possibly could be added to the 
Patient Survey.

DV

8.0 Leicester PPG Forum Reports:
 Health Watch Leicester and Health Watch Leicestershire 

have combined;  Harsha Kotecha, Chair of  the Leicester 
PPG Forum, has been elected as the Chair of the new 
combined Health Watch.

 Harsha said that the NHS is planning to require GPs to 
offer 20% of its appointments on-line and asked what 
percentage GP practices in the City are offering.

 DV - GRMC current on-line appointment percentage is 
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13%, an increase from 10% last year.  2019 is the NHS 
target of 20%.

 University Hospitals Leicester (UHL) are asking if anyone 
has had problems with the 'choose & book' to see a 
consultant at a UHL hospital?  No one at the GRMC PPG 
meeting reported a problem other than trying to get 
through to change or cancel an appointment.

 HM is now attending the UHL board meetings on behalf 
on the Leicester PPG Forum along with another member. 
HM’s first meeting was last Thursday which coincided with
UHL's AGM.  The board meetings are usually held 1st 
Thursday of the month.

 NHS England are producing a video re on-line access - 
partly answers PD's question @ last April's PPG re a 
video! 

Notes: 
[1] Health Watch England is a national independent champion for consumers 
and users of health and social care in England.  For further information go to 
www.healthwatch.co.uk

[2] The Leicester PPG Forum meets once a month, usually the last Thursday 
of each month; however this date can change to avoid clashing with other 

related activities and or meetings.

9.0 Any Other Business:

9.1 Quality, Engagement and Development (QED) Visit:
 A QED visit took place at the practice 31st May 2018; HM 

represented the PPG.
 PD reported that the Practice is doing well on heart 

attacks and strokes.
 The QED inspectors picked up on ethnicity issues.
 Patient mortality level is low compared to the overall 

average.
 HM the Practice needs to improve screening and pointed 

out to the ‘panel’ that the PPG are to looking into ways of 
assisting the Practice to educate patients on the 
importance of screening.

DV

9.2 Prescription Request Box:
 A member mentioned that a patient had earlier left a 

prescription request and called back later in the day to 
collect, not knowing that 48 hours is usually required for 
repeat prescriptions to be issued.  It was thought that the 
patient could not read English.

 The question was asked if a multi-language poster be put
up saying 48 hours is required.  

 DV pointed out the many different languages out there.  
HM then suggested a clock face or similar be used 
depicting 48 hours.

 HM will also raise this at the next Leicester PPG Forum.

DV/WG
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9.3 Sustainability and Transformation Plan (STP):
 MF asked about the City’s STP. 
 PD Focus is on frailty this year; identifying risks; also 

loneliness.  
 The Practice is being asked to write ‘care plans’ for frail 

patients. 
 No new money coming into the STP.
 Winter admissions over the last winter did not increase. 

9.4 Memory Cafés:
 Following a discussion regarding memory loss, a member

mentioned that there are ‘Memory Cafés’ in Leicester. 
where music of the earlier years is played which is useful 
in stimulating memories along with other memory jogging 
features.

 HM had learned during the UHL board meeting that a 
memory test is to be included in the NHS Health Check.  
DV – this is currently in the consultation process.

10.0 Date of the Next Meeting and Meeting Closure:

10.1 Next meeting - Friday 5th October at 13:30 at Groby Road MC.

10.2 Meeting Closure - The meeting closed 14:55.
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