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Draft minutes of a meeting of the Blofield Surgery Patient Participation Group
held on Wednesday, 22nd February, 2023 at 5:30 p.m. at the Surgery

Present:  Practice staff: Katie Doughty (Practice Manager), Dr A Vokins, Helen King (Reception) and Kirsty Dickerson (Dispenser).
PPG members: Peter Bucknell, Golda Conneely, Susan Rowe, Roger Sandall, Barry Simpkins, Stella Shackle, Len Thurston and Arthur Wiffen.

Apologies for absence had been received from Ivan Block, Pat Budd and Brian Hendrey.


1) Welcome and introductions: Katie Doughty welcomed patients and staff to the meeting introducing 
Dr A Vokins and other departmental representatives.


2) Minutes of the last meeting: copies of the minutes of the meeting held on 1st November 2022 were 
circulated and agreed an accurate account of the meeting.


3) Matters arising therefrom: Recycling of foil blister packaging: the meeting was informed that these can be 
recycled at Superdrug stores.


4) Chair/Vice Chair/Secretary of the PPG: as it has been some time since the incumbents of these posts were 
considered, KD proposed that the present incumbents, i.e. herself as Chair, Peter Bucknell as Vice Chair and Susan Rowe as secretary should continue in post, although other members could be nominated for the roles of Vice Chair and Secretary.  There being no other nominations, it was agreed the current incumbents should continue.  


5) Update - staff at the surgery / partners: 

GPs: Dr Hall Thompson had left the team at the end of last year.  A locum GP, Dr Asmail, is currently regularly available by appointment.
Reception staff: a new receptionist/phlebotomist is to be recruited.


6) GP capitation and appointment figures:  information was circulated confirming that the practice list had 
increased by 1,015 patients since January 2020.  The figure at end January 2023 stood at 8,151.

The number of clinical consultations had been broken down into face to face, telephone and electronic consultations plus “did not attends” (DNAs) for the four months October 2022 – January 2023.  The data confirmed that there are regularly over 2,000 face to face clinical consultations undertaken each month, an average of 358 telephone consultations each month, and e-consultations had steadily increased nearly doubling between October – January.  Sadly DNAs continue to be an issue with the loss of an average of 2 GP appointments each working day and many more with the other clinicians.

The number of telephone calls answered each month on average was 9,493.  KD intends to display the accurate figures in the waiting room soon.  

The practice was keen to demonstrate that despite negative publicity about availability of clinical contact in general practice, face to face appointments and telephone consultations with clinicians were available and the number has increased over time.  The number of GP appointments and their availability will vary due to each GP’s contractual obligations and on-call commitments.  Routine appointments with a particular GP are currently two to three weeks ahead, an improvement on previous waiting times, and surgery appointment times are now 2 – 3 months ahead on the system.  KD confirmed that patients wishing to be seen more urgently are offered same day appointments, usually with a nurse practitioner or prescribing nurse; their hours are increasing to help cope with patient demand.
Peter Bucknell had researched the NHS Digital site (https://digital.nhs.uk/ ) commenting that the individual list size for the 3.3 whole time equivalent GPs at the surgery was 2,470.  This is above the anticipated list size of 1,700 patients per GP principal, but is the situation generally in the UK.


7) Update on the new phone system: KD outlined the advantages of a new phone system recently installed, as
the team understood the difficulties patients had experienced in getting through to the surgery and waiting to be answered.  The new features include:

· Press 8 for a “call back”: if patients phone and there are more than 6 people ahead of them, the system will automatically offer a call back.  When the system recognises that the patient is “No 1 in the queue”, the patient’s phone will ring then they will be connected to the system.

· Better management of the queuing system: staff can see how many people are in the queue and other staff can be asked to take calls.  When the queue reaches 15, the engaged signal will activate, so that patients don’t waste money waiting to be answered.

KD is looking to re-record the phone messages that callers hear, removing the “agent” nomenclature which has surprised many patients. 

There was some discussion about the practice’s website and KD outlined a new system for patients seeking advice https://www.blofieldsurgery.nhs.uk/online-services/  (see also agenda item 11)


8) Prescription collection: Stella Shackle queried whether some people may not be collecting their 
medications from the dispensary because perhaps they could not afford the NHS charge.  She had raised this concern as had been made aware by someone elsewhere that they just could not afford to pay the fee.  

The dispensary staff explained their system of identifying uncollected medications and contacting patients if possible, and recording the information in the patient record.  This led to KD confirming that a Social Prescriber is now in place in the surgery, available to advise patients about benefits available or assistance with debt management.  This post is supported by S Norfolk and Broadland District Councils.  Patients are usually referred to the Social Prescriber by the clinical/reception staff and patients can be advised face to face in surgery, by telephone or home visit.  As perhaps this service is not widely known about or understood by patients, KD  proposed that the surgery team revive their idea of holding an “Open Day”, perhaps a Saturday in late spring, to which patients could be invited and informed of the various services available to them via the surgery.  Information could also be included in the surgery’s Newsletter.  Action: Peter B kindly agreed to compile a newsletter which could include details of an Open Day once a convenient date could be agreed.


9) Health Data sheets:  Len Thurston mooted the possibility of compiling readily understood information for 
patients outlining “normal” heights/weights for BMIs and blood pressures.  These could be sited in the surgery waiting area, perhaps near to scales and BP monitors – if space could be identified - to encourage patients to review their lifestyle choices and improve their health.  This proposal met with support from the surgery staff and PPG members, and could perhaps be extended to include health promotion awareness sheets and information about special NHS initiatives, e.g. Diabetes week.  KD confirmed that the five yearly NHS health checks for patients aged 40 – 74 will be restarted once staffing and space issues are sorted.

There was also a request that the community notice board could be reinstated, as useful to inform patients about local societies and events.


10) Park Walk: Ivan Block had requested that the group be informed that people who would prefer to walk 
(rather than run) will be welcome at the local Saturday morning (9 a.m.) Park Runs at Lingwood and Brundall.  

There is also information about Well Being Walks on the Wellbeing Service website: https://www.wellbeingnands.co.uk/norfolk/event/wellbeing-walks-waterloo-park-norwich/ 

11) Online services: Golda Conneely raised a query on behalf of someone who had found the surgery’s website 
a little confusing as to how to seek advice online or to request a repeat prescription.  KD had reviewed the website and agreed that it had not been very user-friendly so the system had been changed.  There are options on the main screen where information about seeking advice or repeat prescriptions can easily be found.  “On line Services” takes patients to the screen for triage of their problem.  SystmOnline is how repeat prescriptions can be requested.  https://www.blofieldsurgery.nhs.uk/ 

It was agreed that PPG members were in an excellent position to inform the practice about any issues that patients faced and should feel confident about bringing concerns to the attention of the practice manager.


12) Housing Developments: Peter B confirmed that there are no new housing developments in the planning 
system, though some proposed developments may currently be classed as “dormant”.  The houses that are not yet occupied on the old piggery - Berryfields and  Hopkin homes sites all on Yarmouth Road Blofield - could mean another 400 patients might apply to register with the practice.


13) Extension update: sadly the new build  was not progressing as quickly as hoped, mostly due to funding 
discussions with NHS England.  


14) Basic life support for the community: KD wondered whether the PPG would support a training session for 
local people on basic life support, the use of defibrillators - as there are several in the local area - and perhaps paediatric first aid training, in view of the number of new homes and younger families moving into the area.  A training session had been undertaken by the local Community First Responder team in 2017 but the co-ordinator/trainer had since left the area.  It was agreed that the local CFR team would be approached to see whether they were in a position to offer such training.  The Norfolk Accident Rescue Service might also be able to offer free training. 

If this could be organised it was proposed that it form a part of the Open Day in the surgery, as previously discussed.  Len T suggested that Pedal Revolution be approached as they might offer e-bikes for people to try.  Action: Susan R to approach local CFR group about BLS training.  KD to consider when the Surgery could offer an Open Day and how it would be organised.  Peter B to include details in a future surgery Newsletter.


15) Any other business: 

a) Repeat prescriptions – change of manufacturer/form/packaging: the difficulties and confusion some 
patients experience when the packaging or form of their regular medications changes was discussed.  Although the same generic medication is being provided, sometimes the wholesaler supplies the same drug but manufactured by a different pharmaceutical company, so the trade name, shape, colour and packaging is different.  It was queried whether patients could be informed if a different trade name was dispensed, and agreed it would be difficult to do this, though perhaps a general message could be printed on the information slips that patients are given with their medications.  Perhaps this is another article that could be included in a future surgery Newsletter.

b) Mental Health Team: KD confirmed that there are now several different mental health professionals 
offering support and advice in the surgery, including a mental health nurse, a health and well-being coach and a Mind recovery worker.  We also had access to an EMDR Therapist who had been achieving good results for patients who had suffered trauma.  

16) Dates of next meetings: dates for future meetings were confirmed as:

Tuesday, 27th June and Wednesday, 18th October 2023 (5:30 pm)

The meeting finished at 6.40 p.m. and all were thanked for their attendance and input.
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