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Minutes of Patient Participation Group Meeting held on Tuesday 14th January 2020 
 7pm – 8.30pm, Lake Road Surgery Bungalow, Verwood 

 
Present: Julie Saunders (JAS), Chairperson;   
 

The Cranborne Practice:   Joanne Morris (JM)  
Practice Manager 

Annie Morris (AM) 
Operations Manager 

Patient representatives: Jean Mortimer 
Carol Mitson 
Alan Prangley 
Mary Gane 
 

Neil Collier (NC) 
Jan Connolley 
Vanessa Curtis 
Eileen Grant 
 

NHS Dorset CCG (Clinical 
Commissioning Group): 

Gill Foott Engagement & Communications Co-ordinator 
 

Apologies: Amanda Jukes; Ann Walker; Carl Walker; Andy Perry; Glen Carlyon; Esther 
Squibb; Jane Thorne; Jenny Harmer; Julie Clifford; Julie Pearson; Dr 
Andrew Levinson, GP Partner; Steph Norton, Nurse Team Leader; Maria Kay 
(MK),– Personal Assistant to the Practice Manager and PPG secretary;  
 

 
 

1 Welcome and Apologies 
 
Julie Saunders opened the meeting and welcomed all those present including the 
new members to the PPG: Carol Mitson, Neil Collier, Jan Connolley and Eileen Grant. 
 
Julie advised that Mary Head who joined our meeting last time in Cranborne had 
contacted her to say she no longer wishes to be a member of the PPG as she thought it 
was about patient transport.  Julie has put her in touch with Carl and Ann Walker of 
the Friends of Cranborne Practice. 
 
Julie noted that since the last meeting Annie Morris had been appointed Operations 
Manager for the Practice and extended congratulations.   
  

Action 
Owner(s) 
  

2 Minutes of the previous meeting 
 
Minutes were reviewed and completed actions noted.  Several items related to action 

from the previous meeting were noted to be on the agenda for later including 

 Pages 2 & 3 – Communication and dissemination of information to patients 

 Page 3 – Patient Awareness Survey results  

 Page 4 - eConsult roll out 

 Page 4 – Digital learning sessions  

 

3 Matters Arising  
 

a) Appointment availability. 
It was noted that there has been a significant and very welcome increase in the 
number of GP appointments available for booking online.  At the time of the meeting, 
there were well over 200 appointment slots available from Tuesday 21st through to 7th 
February across both surgeries.  Appointment availability had been a topic discussed 
at the last meeting and following some queries received from PPG member Alan 
Prangley.  Jo Morris, Practice Manager, advised that the Practice offers the amount of 
appointments that are required for the amount of patients they have - currently the 
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practice is achieving the widely accepted minimum number of appointments required 
per week = 72/1000 patients.  Sometimes the demand by patients "outstrips" supply.  
Triage is a way of trying to effectively meet patient demand.   
 

b) GP Availability 
It was noted that several new doctors have appointment availability and Alan Prangley 
had asked whether these are permanent appointments and about the number of 
Patient GPs.  Jo confirmed that Dr Harry Gemmell is a registrar, a qualified Dr who is 
doing his GP training - his rotation finishes on the 24th Feb 2020.  Dr Sean Holroyd is 
covering, along with other GP's, Dr Julia Chubb’s maternity leave.  The practice 
partners are full time, but have non-clinical commitments to the practice, all the 
salaried/sessional GP's are part time. 
 
Julie noted that there are appointments offered with several other GPs which were - 
to her - new names.  She suggested that it would be useful to have an update on the 
Practice website – either on the staff page or in “News” about the doctors that 
currently offer appointments.  She acknowledged that managing website updates is 
not part of the core activity of the Practice and that perhaps members of the PPG 
could help with website updates.  PPG member, Neil Collier, advised that he has an IT 
background and offered his assistance. Jo Morris advised that she would welcome some 
help.  Jo and Neil will liaise on opportunities for some volunteer help relating to the 
website. 
 
Jo highlighted the issue of DNAs (Did Not Attends).  Members agreed that it would be 
good to find ways to encourage patients to consider using other sources of treatment 
(Pharmacists, NHS 111) and that this should be addressed in future communications to 
patients.    
 
Post meeting note – Jo has provided data indicating that over the period of 4 months 
from 1st September 2019, nearly 200 hours of clinical time was lost due to missed 
appointments.  This equates to approx. 400 x 30-minute appointments that could 
have been available to other patients:   
 
Month       Time Lost 
September 43.5hrs 
October 49.3hrs 
November 54.3hrs 
December 52.4hrs 
Total        199.5hrs 
 

c) Counsellor for Children 
Jo Morris was pleased to advise members that the Practice has appointed Debbie 
Gamble to provide children’s counselling services 1 day per week.  In her role she will 
also be able to act as liaison between the Practice and local community youth 
organisations.  Members welcomed the appointment and it was suggested that once 
her DBS checks were completed that details of her appointment should be 
communicated to patients on the Practice website and in any future newsletters. 
 

d) Leg Ulcer Club (Page 3/ Item 8 from November meeting minutes 
In Steph Norton’s absence, Jo Morris was pleased to advise that the Practice had 
secured additional funding of £2k from the Crane Valley Primary Care Network to help 
with set up costs for Club sessions (room hire, equipment etc.).  
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
JM/NC 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
JM/MK 
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e) Chronic Diseases (Page 4/Item 9c from November meeting minutes. 
In November a member of the Group asked if chronic diseases could be improved if 
looked at in the same way as of the leg ulcer club, i.e. the social benefits of group 
interaction.  Jo Morris advised that discussions were underway with the local 
Pharmacists in relation to starting something similar for people with Respiratory 
issues. 
 

4 
 
 
 
 
 
 
 

Update from the Chair 
 
Julie advised that she seeks to share any news and information received from the NHS 
Dorset Clinical Commissioning Group (CCG) through distribution to the PPG Member 
email list if consent has been provided.  This will be from cranborneppg@gmail.com.  
 
She has also created and promoted a private Cranborne Practice PPG Group and at the 
time of the meeting there were 17 members.  She advised that she has been sharing 
information sent to her by NHS Dorset CCG via email from Gill Foott (CCG Engagement 
& Communications Co-ordinator)  but also, she “follows” the Cranborne Practice, 
CCG and Public Health Facebook pages and will sometimes share posts that may be of 
interest.   
 
However, she highlighted that this is only viable to people who are online and signed 
up to Facebook.  As such it is just one of many communications channels that could be 
used and suggested the Group could discuss those options after looking at the survey 
results.  In the meantime, she encouraged members to post and share items of 
interest themselves and welcomed feedback from members about the Facebook 
Group.  
 
Julie noted that the Practice is keen to promote the new NHS app – further discussions 
recorded under Point 7 below.   
  

 
 

5 Awareness of Interest Survey Results  
 
Julie reminded members that last year PPG members agreed there was a need to 
reinvigorate the Group and discussed how best to raise awareness and how a wider 
audience might be engaged.  A patient awareness survey was carried out over the 
period of a month at the end of last year.  Julie had prepared a report which 
summarised the results of patient awareness of and willingness to participate in the 
Patient Participation Group for the Practice.  This report was sent out with the 
minutes and posted in the Facebook Group – key points being: 
 
• Majority of respondents preferred to visit Lake Road and 57% of respondents 

weren’t aware there is an active PPG; 
• 60 % of respondents were not interested in joining the PPG – largely it would appear 

due to not being able to attend a meeting;   
• Most people who were able to attend a meeting preferred evening meeting times, 

but morning, afternoon and Saturday meeting times were also a possibility for 
them.  It is noted that mornings would be difficult for Practice members to attend 
due to conflict with clinical sessions; 

• There is also some analysis looking at the online vs paper responses, the latter 
were generally less aware;  

• Also, those who preferred attending at Cranborne were generally less interested in 
joining the PPG either at a meeting or in a virtual group. 

 
Next Steps 
It was agreed that the results should be shared with a wider audience via the Practice 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
JAS/MK 
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website, the Practice Facebook page and shared on local Facebook groups 
Verwoodians and The Real Verwoodians.   
 
Jo pointed out the communities in Cranborne and Verwood are different and have 
different views on the need to participate in the PPG.  The Group discussed 
appropriate meeting times and venues given the results and agreed that evenings and 
afternoons remained the most appropriate with most dates being in the evening and 1 
or 2 meetings a year in Cranborne itself.   
 
Patient Communications 
Julie had prepared a schedule of PPG Communications which had been sent out with 
the minutes and posted in the Facebook Group. The schedule records PPG 
communications of which she is aware.  She asked members what other options there 
might be for publicising the existence of the PPG and the benefits for patients of 
joining the Group.  The Group agreed it would be good to develop a newsletter that 
could be printed and distributed at the surgeries, in other community venues such as 
the Library, Hub, Cranborne Social Club and also published online.  Jo thought that a 
newsletter had been published during 2019 but members had not seen this.  Julie 
asked whether it was possible for the Practice to provide a designated notice board at 
Lake Road and Cranborne. 
 
After some discussions it was agreed that a small Committee be created to discuss 
options and bring them back to the Group.  Carol Mitson, Eileen Grant, Jan Connolley 
and Mary Gane volunteered to join the Committee and Mary offered to host the initial 
meeting. Jo Morris asked that Annie Morris represents the Practice on this Committee.  
Julie will liaise with them to identify a mutually convenient date to meet.   
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
JAS 

6 Update from Glen Carlyon on Parking outside Lake Road Surgery 
 
As Glen Carlyon was not able to attend this meeting, he provided a written update 
which Julie summarised: 
 
There is an issue with people parking along Lake Road to attend the surgery or visit the 
pharmacy during busy periods.  Cars are often parked on both sides of the road and 
traffic jams are often causing residents to be unable to access their driveways and the 
bus not being able to reach the bus stop.  Glen has been liaising with Verwood Town 
Council with a view to get yellow lines extended to prevent parking and has been told 
he needs to gather photographic evidence and details of dates and times.    
 
The Group agreed that they welcome addressing any issue that is related to the health 
and wellbeing of patients attending Lake Road.  
 

  
  
 
 
 
 
 
 
 

  

7 eConsult implementation and other online services 
 
Annie Morris provided an update the planned launch of eConsult- a 24/7 online system 
which enables patients to complete a confidential online form which is then sent to 
their GP who will respond by the end of the next working day to offer advice, referral 
to an alternative service or an appointment if necessary. 
 
She advised that it is being overseen by an implementation partner and the launch at 
The Cranborne Practice is expected imminently.  The Group also further discussed 
the NHS App which Jo demonstrated on her smartphone.  Several members have 
downloaded the app.  Julie advised that in her view it is much better than the 
SystmOnline app, but not as easy as using the desktop SystmOnline site.  She also 
didn’t find it easy to register.  She suggested that the Practice may wish to consider 
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setting up some specific registration sessions with local Digital Champion support.   
 
Carol Mitson highlighted that for patients who are deaf, or hard of hearing, a 
telephone call in response was not always appropriate.  Facebook and online services 
that offer advice, support and the opportunity to communicate directly make life a lot 
easier. Carol Mitson advised that using the telephone is generally very stressful for 
those who are hard of hearing and for many actually impossible. She suggested that 
text or email could be used rather than phone calls in communications with these 
patients.    
 

8 Digital Learning sessions  
Julie advised that the from 22nd January Digital Learning sessions are being offered at 
the Pennys Lane surgery to help patients to sign up to their online services or just to 
increase computer skills.  
 
The objective of these Digital Sessions would be to help patients to sign up to use 
SystmOnline and could eventually expand to sessions at Lake Road and to cover 
eConsult and the NHS App and other online services.    
 
 

 

9 Any Other Business 
a) From Alan Prangley (PPG member)- What is the Practice view of the election 

result given that NHS funding was a major factor in the campaign.  Response 
from Jo Morris, Practice Manager:  Politics is something that all GP surgeries 
have had to be reactive too - they have no political comments to make. 

b) From Ann Walker – the state of the Lake Road Car Park is such that the surface 
is a hazard for drivers and pedestrians alike.  Jo Morris has taken on board the 
concerns raised and will assess what actions can be taken by the Practice to 
address the risks. 

c) Gill Foott (Engagement & Communications Co-ordinator CCG) advised that 
other PPGs have used local community radio to publicise their groups and 
suggested that this Group might consider doing the same.  Members confirmed 
that Forest FM is the local community radio station for Verwood this will be 
considered by the Communications Committee.  

 
  
 
 
 
 
 
JM 
 
 
 
Comms 
Committee 
  

 
 

 9 Date and Time of Next Meeting 
The next meeting will be held on Wednesday 18th March, 7pm, at the Bungalow, Lake 
Road, Verwood. 
 

 

 


