Minutes
Balham Park Surgery Patient Group Meeting No 229
Thursday 9th October 2025 – 6.00pm to 7.30pm 
By Zoom https://us02web.zoom.us/j/5960844672

Welcome by Chair
Caroline welcomed everyone to the meeting and discussed a ‘round-up’ meeting she had recently had with Jo F. It was very useful and Caroline plans to have regular catch-ups with Jo. 
Members present and apologies for absence
Caroline Wentzel, Jo Davies, Dorothy Garland, Sue Shaw, Michael Gottlieb, Sally Riley, Carol Holloway, Lynne Westhead, Rose Harley
Jo Foley, Dr Chana
Apologies: Claudia, Lynne B, Monica, Varma and Alex Kumar, Tom 
Q&A with Doctor and surgery news 
Jo briefed the group on how the practice works within the NHS. 
The practice is a partnership with 7 partners including Jo. We have a direct contract with NHS England to provide Primary Care services which dictates the number of appointments we are expected to provide, key conditions we must address, ensure health and safety standards are met, data protection laws are being followed, react to complaints in a timely manner and communicate with the patient group. This contract can be changed by the ICB (for example, there has just been a requirement added to have Accurx available from 8.00am to 6.30pm, which luckily we are already do).
The partners are directly responsible for all that is done, so there is extensive discussion on every action. This means that sometimes our suggestions are rejected after a discussion of benefits and risks, because of possible repercussions. Jo feeds back our observations and requests to all the partners.
Sally asked what would happen if a negligence case should be brought against one of the GPs. Jo explained If a complaint was upheld there would be action against both the GP and the partners. Michael asked about how the practice checks the qualifications of GPs who apply for jobs. Jo and Dr Chana explained the procedures involved. Michael also asked about how the catchment area works and whether the practice has latitude to admit patients from outside the area. Jo explained that it was possible, but that there would be a concern about how home visits would be managed. Rose asked about how patients with no fixed abode are dealt with. Jo replied that we offer such patients both medical services and the ability to use the practice address as their own address for correspondence.
Caroline asked Jo to describe the difficulties the practice is experiencing. Jo revealed that staff are facing increasing levels of racist abuse from a few patients; Jo thinks this has increased in the past few months, especially after the riots. Experiences of non-racist verbal abuse and other poor behaviour are also increasing. There is an immediate removal procedure for difficult patients, but a lengthy procedure involving first and second warnings must be followed. Racist abuse is not a sufficient reason to remove patients from the list on its own. Dr Chana underlined how difficult it is to maintain staff morale in the face of abuse. 
Covid and flu vaccination clinics will be held on 11th and 18th October: Caroline has sent out rotas but noted that we have dwindling numbers of volunteers. 
Partners had an awayday recently to decide strategy. Jo will feed back key points in the future. 
Matters arising from September’s minutes. The minutes were approved. 
· Caroline to write an item in September Bulletin re eligibility for covid vaccination and Dr Shah to send note with eligibility criteria for flu and covid vac. 
Dr Shah did not send info and Caroline was short of space so had abridged info in Q & A
· Dr Shah to send info on feedback re NHS App  - not sent
· Group Clinics Update. Jo reported to CW that the GPs thought these clinics promoted by a commercial company were not cost effective 
· video and media sub group to be formed : Outstanding until more PG manpower available. But one idea is to make a video on CPR for website
· Patient leaflet: Jo to update and meet with CH and LW
· Ed Talk Womens health: Caroline to finalise details with Jo Fordyce and Jo F and promote event. Done 
·  Ed Talk CPR:  Caroline to discuss with Jo F Done 
Analysis of feedback
Jo D, Caroline and Dorothy are to meet next week to discuss the most efficient way of working with feedback. Dorothy presented the results from her analysis of the F&F data[footnoteRef:1], which included lots of praise for warm reception. There were a few complaints about waits in the waiting room, one patient felt the clinician was inexperienced, and there were a couple of complaints about late phone calls and calls overseas. Caroline requested that Jo provide an outline for a response on overseas calls, suitable for publication in the November Bulletin.  [1:  This is the Friends and Family Test, a feedback route mandated by the NHS. A random selection of patients are contacted after their appointments and invited to send their feedback. Any patient can also comment via this feedback method if they wish. There are around 60 rersponses per month to be analysed. More information is available here: https://www.nhs.uk/using-the-nhs/about-the-nhs/friends-and-family-test-fft/
] 

Action: Jo F to provide this outline
Jo D analyses the compalints received by the surgery from routes other than the F&F. She commented that in some cases a patient will feed back by multiple routes so that the same complaints are repeated.
There is ongoing discussion between Dorothy, Jo D and Jo F about how the information about complaints received by the practice is shared. They are to meet shortly.
Communications
· Education Talks – there has been a good response to the mention of education talks in the Bulletin. Jo will also send a message to specific groups who might be interested shortly before the talks. 
Action: LW to contact the caretakers of the church hall to enquire if it would be available for the CPR talk on 20th November.
· Michael asked why people had to click through to see the Bulletin; the reason is that it is sent via Accurx, which does  not support email attachments. Everyone liked the new covering note to highlight contents. Lynne thanked Caroline for her hard work and commented that the new format has been honed and is really effective. Caroline thanked Carol for her invaluable support with proofreading and editing. The next Bulletin going out in November, with a focus on communication, including how to compose a good Accurx message.
· Website. Links on the Patient Group page are not live. Caroline asked Jo if she could sort that out. CW and DG to reissue comments in small batches for Annie and Jo to work through.
Relationships with other groups
LSW mentioned that she has not been able to attend recent Forum meetings but that it is a worthwhile forum and she will definitely attend the next meeting. 
Any other business
We had a brief discussion about our application for the NAPP Corkhill Award. Caroline is producing a draft which she will circulate to the PG and Jo ready for the deadline 17 October.
A new blood pressure and weight machine is needed, with a cost of £6,000 plus £1,500 for its yearly update. Jo asked for fundraising suggestions. We will consider. 
Ideas for Christmas celebrations – Tuesday 9th at Caroline’s. Note this is not the usual second Thursday of the month. We will invite Partners and covid vaccination marshals. 
Action: Caroline to send out invitations.

Next meeting : 	Thursday 13th November
