
 

 

PRG Meeting  

Date 2nd Feb 2022 

Held at Lichfield Street Surgery 

Attendees:  Locality Manager Lorraine Stewart, Chair Gwen Evans, Secretary Anne Farrell, Glenda Westley,           

Mary Fulford, Kath Hawker, John Duder, Richard Worrall, John McLauglin 

Unable to attend: David Maybury, Penny Allen 

 

ID/Type Topic  Responsible 

Staff 

Member 

Due 

Date  

1 Minutes from last meeting agreed   

2 Matters Arising 

John apologised as he had been unable to format the document for roles and 

responsibilities agreed at the last meeting 

  

 

3 Agenda and reminder of meeting date 

Members did not receive an agenda or reminder of this meeting.  Gwen (chair) has 

agreed along with Lorraine (Locality Manager) to take responsibility for contacting 

members prior to the meeting for any items to be included in the agenda, drawing up 

the agenda, distributing it and reminding everyone of the dates of meetings. 

Gwen & 

Lorraine 

6.4.22 

4 New Build 

Lorraine stated 80% of the old building had been demolished and everything was on 

track for completion of the new surgery some time in 2023.  There were plans to 

include a café at the planning stage, but these are on hold at the moment. 

  

5 The phone system 

Concerns were raised about the current phone system due to the length of time 

patients were waiting in a queue to speak to someone in the surgery.  They also found 

when they were near the end of the queue they were cut off and had to start all over 

again. Lorraine stated they had been in contact with the company and it allows 20 

people to wait in the queue. 

Lorraine to investigate and feedback at the next meeting 

 

Lorraine 6.4.22 



6  Roles and Responsibilities 

There was discussion about the roles and responsibilities of staff and related 

organisations to the practice such as 111, as there has been some confusion. John has 

agreed to format a document and forward it to Lorraine, so that she can complete this 

information and have it ready for the next meeting. 

John 6.4.22 

 

7 Appointments 

There was discussion about appointments with GP’s, as some patients have been told 

they cannot have a face to face appointment by reception staff.  Lorraine stated it was 

a clinical decision, so the first appointment was by telephone and if the doctor felt 

anyone needed a face to face appointment they would be arranged by the GP at the 

time of the telephone appointment. 

Lorraine was asked about the option of video consultations with GP’s instead of phone 

calls.  She stated they were offered at the beginning of the pandemic, but was not 

aware if they were available now.  It was felt that patients should be made aware of 

the options available when they phone up for appointments. 

Lorraine is to follow this up with GP’s/management and ensure all reception staff are 

made aware of the systems, so that they can inform patients when they phone up for 

appointments.  Lorraine to feedback at the next meeting. 

GP’s will ring the patient twice for their appointment.  If the patient knows they will 

not be available at a certain time they should inform reception at the time of booking 

the appointment, so the GP can be informed and avoid times patients are not 

available. 

 

Lorraine  6.4.22 

8 Appointments for patients with limitations such as hearing, speech, language 

Concerns were raised about patients contacting the surgery with hearing, speech or 

language problems. 

Lorraine said they have had no problems and they would try to sort it out with 

interpreters, BSL etc.  However, it was difficult to see how that would help someone 

with an initial phone call/enquiry.  She said she was not aware of any problems and if 

people have any specific problems they would have to let her know. 

  

9  Repeat Prescriptions 

Concerns were raised about a regular medication that had not been dispensed.  

Lorraine stated prescriptions are dispensed for regular medication.  However, if it had 

not been dispensed for a period of time it would go on to the person’s history and 

would not automatically be dispensed.  There was no explanation for this and so 

Lorraine will feedback the information at the next meeting. 

Lorraine 6.4.22 

10  Follow up of letter/tests 

Concerns were raised about letters from consultants requesting follow up and 

abnormal blood tests that had not been followed up.  Lorraine stated that it was the 

responsibility of the individual patient to follow up any concerns/abnormalities if they 

Lorraine 6.4.22 



had mental capacity and the practice would follow up patients who lacked mental 

capacity.  However, it was highlighted that some patients were not aware of the 

concerns etc. until a much later date.  It was felt there should be a more robust system 

in the practice to ensure all patients were followed up in a timely manner. 

Lorraine is to follow this matter and feedback at the next meeting. 

11    

12   

 

 

 

 

 

 

Next meeting – 6/4/22  2PM 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


