
Minutes of the PPG meeting  
Held on 2nd December 2014, 2pm at Park View Surgery 

 
Present 
Sue Evans, Emma Turner, Sue Cox (Secretary), Hilary Briggs, George Heaton 
Welcome 
Sue welcomed Hilary, our new PPG member to the meeting. 
Apologies 
Bill Kitchen, Fiona Horsfield 
 
1. Matters Arising From Last Meeting  
George reported on the talk he had been to at the Windermere Hydro given by 
Professor Singleton. He said it had been an excellent talk aimed at engineers. 
Professor Singleton is coming to Park View surgery soon to for a workshop with 
clinicians on workload management and appointment planning and scheduling. 

 
2. PPG Feedback on public areas of practice buildings 
Sue E asked what the PPG members present thought about the general appearance 
of the waiting room, reception, circulation areas and consulting rooms. The PPG 
commented that the plants in the Milnthorpe waiting could be removed as they are 
take up a lot of room and are unsightly. A suggestion to move the table at 
Milnthorpe for a trial period to allow access all round it was agreed. 
Emma reported there new washable flooring has been put in most consulting rooms, 
and a new carpet at Carnforth entrance and reception. 

 
3. Review of the 2014/2015action plan 
A clinical audit is being done, which shows receptionists are doing a good job 
signposting people to the right clinician. However many patient don’t give a reason 
for their appointment when asked. A significant number of people are presenting 
with more than one complaint so a 10 minute appointment is not long enough. The 
average consultation time is 13-14 minutes Appointment planning and scheduling 
will be reviewed as discussed at the last meeting. The review of slot time to call in 
time has been done. Telephone consultations need managing. Staff are very good at 
filtering out requests for a phone consultation where a surgery visit is needed, but 
the number of phone consultations can be 5 one day but 25 the next. 
 
A review of extended access opening times will be done in March 2015 to see if it 
will continue and if so, at which surgery. 
 
4. PPG action plan priorities for 2015/2016 
Access to nurse appointments 
Telephone consultation management 
 
5. Productive General Practice 
Emma has spent a day at each practice shadowing the receptionists. She found that 
most time was spent on prescription enquiries and booking patients in. The majority 
of queries took less than 30 seconds, but there was a discrepancy between the two 



surgeries due to the layout of the receptions; Milnthorpe took longer because the 
receptionists have to walk from the phones to the front desk.  
 
The practice used a PLT to start the ‘5S’ process (Sort, Set, Shine, Standardise, 
Sustain) so that the right equipment is in the right room at the right time for the 
right person. This will ensure that time is not wasted searching for equipment whilst 
consultations are ongoing.  
 
Work around room allocations is in progress related to the installation of a new 
phone system, see A.O.B. 

 
6. Medicines Optimisation Manager. Previously Jim Loudon, but he has now moved 

on after 18 years. The practice now has Joanne Steele. 
 
7. A.O.B. 
Emma has put a proposal to the GP’s re one phone number. This could phone can be 
answered from one site away from front desk which would improve confidentiality, 
and reduce interruptions to face to face patients and admin workload. 
 
The meeting ended at 3:40 pm 
 
Next meetings 
Tuesday 3rd March 2015 Park View Surgery Milnthorpe 
Tuesday 2nd June 2015 Park View Surgery Milnthorpe 
 
Please send your agenda items to the secretary for collation beforehand.  


