
 

 

PPG Virtual Committee Meeting, 11th May 2021 via Zoom 

Present: Lynne Mitchell, Alison Green, Jenn Hesmer, Andrée Stevens and Lin Holmes     

1. Apologies Angela Millington 
Absent David Standen, 

2. LM welcomed Sue Bendell, Administrator, who gave us an overview of the running of the 

surgery. Reception duties include answering the phone, dealing with queries and typing 

letters. The latter involves knowing exactly where letters are being sent. Urgent referrals 

are followed up after a week and routine referrals after two weeks. When they write to ask 

a hospital to expedite a referral, the response is often that it is impossible. Knowledge of 

where a referral goes is important. Email addresses change and things can take a long 

time, only to be rejected. The actual referrals, however, are not done now by Reception as 

it has become quite specialised and they would have too many interruptions. The IT 

system is often slow, particularly in the mornings and it often crashes with all the 

programmes which need to be open. 

LM asked how new staff are trained and mostly they learn on the job. 

When Reception have booked an appointment in, Sue and Cath allocate it to the 

appropriate person e.g. a doctor or the nurse practitioner. Often appointments have to be 

re-prioritised. Dr Radia may decide to move an appointment.  

There is at least one doctor on duty and Dr Radia and Dr Parker ‘mop up’ where 

necessary. The doctors have different areas of responsibility.  

There are two staff to triage Engage Consult requests. Emails are dealt with by Reception. 

More than 50 letters per day, in various formats have to be directed to the correct place. 

There is a daily diary for bookings, which has administrative and pharmaceutical queries 

as well. 

LM asked about patients seeing a doctor face-to-face. Sue explained that Reception 

cannot arrange that. There is always a telephone appointment first, then the doctor 

decides what is appropriate. 

COVID-19 has changed everything about the way the system works, particularly with the 

introduction of Engage Consult. Some surgeries even have a cap on the number of 

Engage Consult communications. Beaconsfield might have to change the response timing. 

AG said that she has found it satisfactory to use the telephone for the initial 

communication. 

There is also the 111 system, which has appointment slots reserved.  

There was a general discussion about what happens following a patient’s use of Engage 

Consult or telephone call. JH said that the experience can feel unsatisfactory, but 

understands why the system has evolved in the way it has. SB said it was often 

unsatisfactory for the staff as well. 

SB spoke about the new website which has produced some interesting data. 

LM asked about the Newsletter. SB said DS had been very helpful and made it look good 

with a professional finish. It was suggested that PPG could have a section on the 

Newsletter. AG asked if it was possible to know how many people look at it. SB will try to 



 

 

find out if the data is there. 

Following a discussion on who has access to the PPG area. LM and JH expressed interest 

and AG offered to write items if necessary. 

Regarding the surgery’s Facebook page, SB said it is very hit and miss who sees it and 

responds. She has sent out information to enquiries about the PPG but has had no 

responses yet. 

Noticeboards cannot be read easily in the waiting rooms as patients have to stay in their 

designated zones until called. It was decided any materials held by committee members, 

including laminated sheets, would have to be thrown away.  

3. LM had sent the draft minutes to Julie Holloway. Two corrections were needed. The 
amended minutes were then agreed. 

4. Matters arising:  

 Staff photos on the website – The group would welcome more. AG pointed out that 
during a telephone appointment it would be nice to be able to put a face to the 
name. 

 Engage Consult – the more we use it, the easier it becomes. 

 Vaccination programme - Healthwatch drop-ins are stopping. There will be a variety 
of vaccination centres to pick up anyone needing their first vaccination. These could 
include a quiet session for Hastings and a mobile unit.  

 

A.O.B PPG Forum – 8th June 3.30 - 5.00pm on Teams* 

Date of next PPG  meeting 

 8th June 2021 - 7.30pm via Zoom* 
 
Please send items for next meeting, which will include: 

 Consideration of our own page on newsletter - what and how often  

 Facebook when we are given permission from Sue 

 

The meeting closed at 8.41pm 

*Same day. 


