
 

No. WHO ITEM ACTIONS 

    

1. 2:30pm Suzy Jackson Attendees and introductions. 
S Jackson, C Turner, P Shirley, L Bailey (PPG Members) 
Jubilee Surgery: Chris Complin, Dr Tom Bertram, Jane (Social 
Prescriber) 
 
(Dr Bertram needed to leave at 2:50 therefore item brought forward) 

 

2.  Dr Tom Bertram -Same Day Access Service has to date helped 40500 patients, 
12,000 were seen face to face. 
 
-The Muscular Skeletal Practitioner has had 1st contact appointments 
with 1000 patients – been very successful and role/hours may be 
expanded after April. 
 
-Home Visiting team has been running for 3 months and has made 
800 visits.  They receive calls at 8am and are out visiting patients by 
8:45, poorly patients are now visited much earlier in day than when 
GP only. The nurses have direct access to GP for advice and 
consultation. 
 
-Social Prescriber Jane been in role for 2 weeks, time shared 
between the 3 Sovereign surgeries and she will provide help, advice 
and support to patient with their non-medical needs.  Initially patients 
will be identified by GP’s and Nurses.  
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

MINUTES 

Jubilee Surgery Patient Participation Group (PPG) open meeting 

Thursday 12th December 2:30-4pm 



-Chris Turner from PPG presented analysis of phone queue data 
provided by practice manager.  Three separate months of data were 
reviewed and one of the variants considered was data on a working 
day basis (rather than monthly).  When grouped together across the 
period this can be data from 2 weeks to 5 weeks due to Bank 
Holidays throughout the period, but the disturbing concern was that 
patients can have waited on average up to32 minutes, and in one 
case 50 minutes. These peak times related to Mondays where call 
levels were much higher.  
 
Dr Bertram and Chris Complin (Business Manager)  said they had an 
aspiration of  a 5 minute wait time.  P Shirley asked how the surgery 
managed the possible clinical risk to patients who abandoned calls 
after a long wait. It was explained that GP surgeries are not an 
emergency service and that it was not possible to create a waiting list 
of people to call back.  The Telephone system does show phone 
numbers of callers but this is not linked to the clinical system showing 
patient notes. The phone new system was installed in April, and now 
they can begin to learn from the data, make adjustments to rotas and 
staffing levels.  Dr Bertram mentioned that in future they may consider 
if there would be any advantage to the 3 Sovereign surgeries working 
together in a clinical call centre and possibly expanding the triage 
system. 
 
More  focus was needed on patient information/education; increasing 
numbers of  patients using online services to check results, book 
appointments, using e-consult and “ask a doctor a question”  etc;  
which will reduce the volume of calls and therefore lessen the  time 
patients wait on phone. 
A patient mentioned that some patients abandon the phone call and 
come to surgery and join the reception queue. 
 
 
 

-PPG to advertise the 
less busy times in 
surgery (early 
afternoon) when 
patients will have very 
little wait in person or 
on phone. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
PPG to advertise  

3.  Suzy Jackson Apologies for not being able to attend 
Shaun Austin (practice manager) 

Ben Bennetts; Jean 
Wood; Graham Wood; 
Sue Clarke, Mary 



Burner, Sarah Billson 

4.  Suzy Jackson Minutes of last meeting agreed and adopted Approved 

5.  Suzy Jackson Matters arising from last meeting 
-Samples box has been  re-established 
 
-Leaflets re-sited to waiting room 

 
-Name badges on lanyards  worn by staff , additional name badges 
ordered for reception/frontline staff (first name only), photo board now 
up above check in screen (needs Dr Naylor’s photo) 
  
-MacMillan coffee morning arranged by Surgery Admin team  raised 
£258 
 
-Patient leaflet completed. Describes all available services and 
available at reception desk, waiting room, online, website.  Advertised 
extensively on social media.  Now adopted by surgeries across 
Fareham and Gosport 
 
 
 

 
 
 

-Shaun Austin to 
arrange Dr Naylor’s 
photo on Photo board 
and to progress name 
badges for frontline 
staff – large enough 
font size for patients to 
read 
 
-Shaun to ensure 
Patient information 
leaflets available at 
reception and in 
waiting room 
 

6. Suzy Jackson Chairs update: 
 

 PPG have been guest Speakers at Titchfield Village Trust 
meeting 

 PPG presented at Patient Engagement  at  CCG meeting for 
lead GPs and Practice Managers 

 Online access support being provided by PPG on devices used 
by patients, often in their own home.  Good contact from 
reception staff letting us know of patients who are struggling 

 TV Info Screen won’t be installed until end 1st quarter 2020 – 
delay re finances and surgery recently funded premises 
updates re decoration and lighting. It will then take time to 
create the information 
 

Concerns being raised by patients include: 

 Length of queue at reception, queue blocks check in screen 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
-PPG to help practice 



 Phone system queue 

 Difficulty using website/e-consult, you can’t always know if your 
e-consult has gone through, no confirmation 

 E-consult response time, reception phoned 1 week after to say 
GP not responded yet 

 Waiting room call system  

 Online access- not an easy registration process – but ppg able 
to help 

 Patients with hearing problems have difficulty hearing name in 
waiting room. Patients to be advised to inform receptionist at 
reception, or make comment if booking on line, so that  
GP/Nurse will know to come to waiting room to collect patient 

to increase patient use 
of online services to 
reduce need to queue 
in person or on phone 
 
-E-consult or “ask the 
doctor a question” 
should generate a 
confirmation email. 
Patients to inform 
surgery of this is not 
the case 
 
-PPG to publicise 

6.  Chris Complin 
Business Manager 

Surgery update  
Patient Satisfaction Survey Action plan: Name Badges and Photo 
board are now in place;  more prominent name badges for reception 
team have been ordered as lanyards not easy for patients to read 
 
September  Minutes Updates: 
- Appointments, currently appointment bookable 4 weeks ahead, 
released at 10am daily but they go very quickly. Surgery wants 
routine appointments to be available 2 weeks in advance.  Has 
already improved from 6 to 4 weeks, now aiming at 2 weeks. Helping 
patients to get earlier appointments is a challenge for the coming 
year.  Encouraging patients to use online services is also a focus, for 
example,  if patient uses e-consult to explain history and symptoms, 
GP can arrange for blood test, x-rays etc, so will have all information 
available for the GP appointment –. This will be a better experience 
for patients and will mean there will be one GP appointment rather 
than 2 and the GP will have all of the relevant information 
 
-Vandalism to surgery -  anti climb paint is now on roof access points 
to deter vandalism 
 
- Bell for reception to alert needs assistance from colleagues 
suggested at last open meeting – staff rejected this as being an 

 
 
 
 
 
 
 
 
 
 
-PPG to help 
communicate this to 
patients and update 
current Help 
documents as 4 weeks 
is referenced 
 
 
 
 
 
 
 



additional stressor, manager has been monitoring queue lengths and 
does not feel this is a frequent issue, but appreciates it is difficult for 
patients when it does occur. 
 
- Following the last open meeting, flu clinics became bookable online.  
Chris Complin explained that over 2000 eligible patients had not 
received their flu jabs and urged all to do so.  Space has now been 
booked into all nurse clinics throughout the day and patients just need 
to book at reception and can sit and wait.  It was noted that patients 
paying for flu jabs or receiving vaccinations through their workplace 
do not necessarily have this detailed on their medical records. 
 
- Text messaging – urgent need to have up to date information from 
all patients.  Patients to be encouraged to check that the surgery has 
current contact details.  Patients will receive text message reminders 
of appointments and receive appropriate information. Can also 
respond to appointment text reminder to cancel appointment, saving a 
phone call and opening up appointment to another patient 
 
-Surgery would like to increase registration of Carers ,better 
identification of carers will mean surgery can support them more   
 
-Surgery will be working on becoming a Green practice 
 
Standing Items: 
Telephone audit – (Chris Turner to provided  analysis – see Dr 
Bertram section above ) 
 
Appointments new Saturday morning appointments at Highlands for 
all Sovereign surgeries.  Will include GP’s, Nurse, and Phlebotomist,  
also there will be specialist sessions. Recent excellent example of 
Learning Disability event for patients and their carers. Patients 
received flu jabs, had bloods taken. Very important to look after the 
needs of this patient group as they do not easily access health 
services to keep them well. 
In future surgery is looking at Well women and Well man sessions to 
be held on some Saturday mornings 

 
 
 
 
-PPG to continue to 
advertise how to obtain 
flu vaccination 
 
 
 
 
 
 
 
 
 
 
 
 
-PPG to assist and will 
host a meeting inviting 
carers to input about 
carer identification and 
needs 



 
New staff: Social Prescriber (Jane)  and Clinical pharmacist (Maropi) 
now in post and Jane gave a short talk explaining her role in 
supporting patients who have non-medical needs. Initially she will 
accept referrals from GPs and nursing staff, if successful in April the 
service may be increased.   
The Clinical Pharmacist will introduce herself at the next PPG 
meeting. She will be initially focusing on patients with complex 
medication needs; she also has a specialist interest in diabetes. 
Sovereign has another Clinical Pharmacist, who will come to Jubilee 
to assist with patients with Chronic Pain. 
 
 Dr Bowden is returning from maternity in January; Dr Petherick will 
be retained which will result in an  increase in GP appointments 
 
AOB: - Want to work with PPG regarding next Patient Satisfaction 
Survey to continue the improvements made in 2019. 

7.  Chris Turner Social Media update 
Jubilee PPG has made 350 social media posts since August, using 
Jubilee PPG Facebook page, Twitter and social media sites covering 
practice boundary area.  Chris talked about the launch of Instagram, 
which will have increased appeal for younger patients 
Patients using social media have been well engaged 

 

8.  
 

Suzy Jackson Any Other Business (previously notified) 
 
-Patient asked if they could provide services for minor accidents, this 
was discussed but this is not possible as minor injuries are 
commissioned to be provided  by Walk In Clinics. It would not be 
possible for practice nurses to remain up-to-date with training/skills for 
the few times it would be used.  Not possible to blank out 
appointments to allow for the few patients who arrive following 
accidents. 
 
-Patient asked about things for children to do in waiting room.  Chris 
Complin said that it presents an infection control issue, they would 
also would have to reduce patient appointments for time to be spent 
disinfecting equipment/toys; surgery working hard to reduce wait 

 
 
 
 
 
 
 
 
 
 
 
 
 
 



times in waiting room 
 
-Chris Complin talked about raising the profile of the non GP staff in 
the surgery so that patients become more aware that they do not 
always need to be seen by a GP.  A recent audit of GP appointments 
showed that 50% of the patients could have been appropriately 
treated by another healthcare professional. 
 
PPG Plans for 2020 
 

- To support  surgery to become Learning Disability  and 
Dementia Friendly surgery 

- To look at how to get youngsters more engaged 
- To facilitate another patient satisfaction survey 
- To support the surgery to become a Green surgery 

 
 
Surgery to work with 
PPG to help inform 
and educate patients 
 
 
 
 
 

 
9.    4pm 

Suzy Jackson Date of next meeting –  
 
6pm – 7:30pm Tuesday 24th March 2020 

 

 


