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Waterfront Patients Participation Group Meeting – Wednesday 27
th

 November 2019:  10.30 – 11.55 am 

Attendees               Apologies 
Louise Bunce (Practice Manager)   
Chris Beddall 
Maggie Cook 
Chris Swaithes 

 

Clive Spicer 
Margaret Sharpe  
Joan Allen (Treasurer)  
Sylvia Swaithes 
Jane Spicer 

First Contact Physiotherapy – Still going well.  Gareth’s clinics are full which is helping the patients to be seen 
more quickly than waiting for a GP. 

PPG Patient Survey 2019:  Louise discussed through the action plan with the group and updated the group 
with some of the actions that have been completed.  The Phone system has been updated when patients call 
to who they will see when they are booking an emergency appointment.  This may help with education the 
patients to what appointments are available on the day.  Louise has shared with the clinical team the results 
on the time they are giving to the patients in their appointments.  All agreed although the score was lower 
than last year the patients are still happy with care they have. We also discussed the difference in the 
national survey and the PPG survey on the overall experience of the surgery.  This is clear the patients that 
attend the surgery are happier as they scored 78.3% for the internal survey compared to 68% in the national 
survey.  

We all agreed that if we can continue re-educate the patients who they will see for each appointment they 
may help with the scores in future.  Also although some of the scores have gone down from last year the 
scores overall are generally high.   Louise also shared the phone protocol that they receptionist refer to when 
taking calls to help support patients to the correct support needed. 

Waterfront Showcase – December 2019: Louise asked the group if they would be still willing to hold the 
Coffee and mince pie on the 10

th
 Dec for the morning.  Louise had spoken to Sylvia who has given her details 

for the lady at the food bank to also attend if possible.  All agreed that Louise will email out the group to see if 
we are happy to go ahead. 

POD:  Louise asked if there had been any recent issues with the POD and all agreed there wasn’t anything to 
raise.  

PPG Newsletter:  Need to confirm with Clive content. 

Clinical Letters:  Louise confirmed that the system was still working well, some audits have been done as the 
practice has had a new Docman system to ensure the system still works well.   
 
Waterfront Practice Website: Louise asked if any feedback on the website, none to be given. 
 
Finance: Joan not in meeting 

D.N.A. (Did Not Attend) Data:  Oct 2019 192 patients failed to attend their appointments.  Louise has got a 
letter to send to patient and the practice is starting to send out the patients. See if the DNA’s come down over 
the month 

Access Online Appointment System: No issues with online appointments as far as we are aware. 

Disability: No items raised.  

Any Other Business:   
 
Next Showcase Event: Louise shared that she would like to share the results from the survey with the patient and 
promote the PPG with a Tea and Mince Pie event in December.  The date suggested at the moment is the 10

th
 

December.  Louise asked if we could also do a section on the Brierley Hill Food Bank as some of our members 
support this. This is to be confirmed at our next meeting. STILL TO BE CONFIRMED. 
 
CQC Annual Call: Louise shared with the group that the surgery will have an annual call from CQC to ensure we are 
still Good.  This consist to lots of questions which I given beforehand and discussed in detail on the day.  Louise felt 
she has lots of positive things to share but also felt if we could do the coffee morning this would be a great 
additional to the call.  
Copy to:  PPG members and Practice Manager, Waterfront Surgery. 
Date and Time of Next Meeting:  TBA.  


