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Patient Reference Group Meeting 
 

Wednesday 1st October  2014  6.00 – 8.00pm 
 

Minutes 

 
Attendees: 

JW (patient) EW (patient) TW (patient) AC (patient) AR (patient) Deborah Snook 
(Clinical Performance Manager & minute taker), Dr Peter Baines (GP & chair), David 
Jones (Practice Manager) 
 
Apologies:  
 
1. Welcome 
PB chaired the meeting. He welcomed everyone to Clerkenwell Medical Practice 
Patient Reference Group (PRG).  
 
2. Introductions 
Everyone introduced themselves. Dr Baines is part of the group whilst Dr Nicol is on 
maternity leave. 
 
3. Minutes 

Minutes of previous meeting (25/06/2014) were agreed. 
 
4. Matters Arising (that are not on the agenda). None 
 
5. a) Update on 2013-14 Action Plan since last meeting 

 

1) Reception  

a) Reception Team to use comments on the survey to facilitate learning.  
This is part of the on-going weekly reception meetings. 

b) We will access additional training where needed.  
The practice has on-going training for practice reception staff. 

c) Due to the physical structure of the front desk we will trial not asking the reason 
when booking appointment (triaging to the right team member) at the front desk. This 
will then be reviewed to see if patients are booking themselves with the right team 
member. But we will continue to triage phone requests for appointments 
Update: They have stopped asking people presenting at reception. They do still ask if 
it is a new or f/u issue as that is not so intrusive & then they can book with the correct 
doctor. This has not resulted in many patients presenting to an inappropriate clinician 
(although numbers are low as most people book by phone or online). 

d) We will look at the way reception asks patients about the reason for their visit. This 
has been looked at and is only done on the phone (see c). 
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DJ pointed out that we had had a bit of turnover in the reception team recently and 
the new staff were being trained up. We have a very good lead receptionist. All our 
reception team are local. JW said the telephone was better. DJ talked a bit about the 
call recording which is used for staff training.  
 

2) Online Booking. This received high approval but awareness seems to have 

declined slightly & there seem to be occasional technical difficulties.  

a) We will highlight this option to new patients at registration & existing patients.  
Update: This is on-going. 

b) We will raise with EMIS the issues some patients have flagged.  

i) That it is sometimes unstable & cancels a patient’s password. 
Update: This seems to be resolved now.  

ii) It is not possible to book a second appointment once you already have an 
appointment. We will ask if it is possible to change settings so it is possible to 
book a nurse appointment if you have a doctor’s appointment & vice versa & 
also if it is possible to book an urgent appointment if you have an advance 
booking already. 
Update: This has been done. It is now possible to book 2 appointments in an 8 
week time frame. 

iii) We will change the settings so patients can book double appointments 
online for a trial period and will monitor if this compromises availability. 
Update: DJ is investigating with EMIS the possibility of being able to do this 
without it upsetting the embargo process & the ratio of pre-bookable to on the 
day slots. At the present there is a technical issue around the linkage of these. 
It has been decided to leave this issue for now. 

 

3) Clarify available appointment types (to help patients self-triage) 

a) We will provide clearer explanation regarding the different types of 
appointment/ways to contact your GP including; urgent same-day appointments; 
48hour advance appointments; routine appointments; call back telephone 
appointments. These will be clearly defined on the new website when up & running. 
Update: There is a page on the new website title ‘Types of Appointments’.  

 
 

4) The Building 

a) We will raise with our landlords (NHS Property Services Ltd) the issues highlighted  
about the state of the building. Particularly  

i) The patient toilets score poorly and many comments state that they smell. 

ii) The lighting in reception is very dim. 

iii) People feel the building & windows are shabby. 

Update: There has been a new centre manager appointed by Whittington 
Health on behalf of NHS Property Services Ltd (Prop Co). She is much more 
dynamic so things are starting to move. Also Prop Co have identified some 
monies to spend on the building so the practice has met with them and 
highlighted the issues that our patients feel particularly strongly about in the 
hope that these will be addressed.  

 
5) Future services in Islington – pass on the comments from Q19 to Islington 
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Clinical Commissioning Group and highlight to them that their profile still needs 
raising as some patients still do not know who they are. 
Update: DS reported these things to Islington CCG.  

It was agreed that the Action Plan from 2013-14 was predominantly complete and 
areas that were not complete had been set as priorities for 2014-15. It was agreed to 
move the reception item into the 2014-15 priorities. 
 
5b) Update on 2014-15 Priorities 
Practice Priorities for 2014-15 were agreed by the group at the previous 
meeting. 

i) Types of appointment including length would be a good thing to work on. The 
practice is considering creating a new category of appointment called ‘express’ which 
is effectively a 5 minute emergency appointment. This is to encourage patients to 
bring only the emergency issue to these appointments and to use book ahead 
appointments for planned care. 

ii) Improving the fabric of reception. Liaising with Prop Co and also looking at the 
functionality of the TV, lights, notice boards & painting. Discussion have continued 
with the new centre manager around improvements to the fabric to the building. She 
is discussing with NHS property services & her manager at Whittington Health what 
options for improvements are available. 

iii) Migrating to the new website with patients able to register & submit their 
registration form online would be good. This has gone live having been delayed 
months awaiting NHS England confirming they had viewed the Local Patient 
Participation report which we had to post on the old website. NHSE have said the 
report does not meeting their criteria. The practice has appealed (see Item 6) but felt 
it could not continue to delay launch of its new website. It was agreed at the meeting 
that people would look at the new website and feedback at the next meeting.  

 
6. Last year’s Patient Participation DES Payment 

DS fed back that NHS England had finally reviewed our local patient participation 
report for 2013-14 and had decided that it did not meet their criteria for the report and 
was therefore with-holding the majority of the scheme’s payment. The practice was 
very upset by this as the team felt that they had engaged with the process properly 
and it felt it was showing a lack of acknowledgement for the time given by our 
patients & the practice to engage in the process. She said it felt like the practice was 
being told that because they had not written the report to the satisfaction of the 
NHSE team the work carried out was not of value. DS pointed out that most practices 
across Islington had been told they would receive no monies & 400 practices across 
London had not been paid either. DS & DJ said they had put in an appeal as had 
most practices in Islington. The group reviewed the letter sent by NHSE & the 
practice report. The payment process in the letter was sequential, ie if you failed 
component 2 but completed component 3-7 you would only be paid for component 1. 
There was general disappointment in the meeting. 
 
7. Unplanned Admissions 

PB told the group about the Unplanned Admissions Directed Enhanced Service 
(DES) and how this had taken up much of the practice’s time recently. The practice 
felt there were issues around the scheme & its roll out timetable which for a practice 
like ours that already manages to avoid unplanned admissions (we have the lowest 
in Islington) has created unnecessary bureaucracy. The scheme aims for patients at 
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risk of admission to have an admission avoidance care plan. This is a good thing in 
many cases but some patients are being flagged up that have unavoidable 
admissions that are likely to be one off (eg appendicitis), in these cases a care plan 
is not relevant. DS pointed out that money to fund this scheme had been moved from 
elsewhere in the GP payment system. 
 
8. Care.data 
DS fed back that NHS England had decided that Care.data would be piloted in a few 
areas before being rolled out to other parts of the country. They had made few 
changes to the criteria for access for the data.  
 
9. Any Other Business 

1) Update from South Islington Patient Group on 23/09/2014. – This was carried 
forward. 
2) Electronic prescribing. PB gave a brief explanation of the new electronic 
prescribing process in Islington whereby GPs could send prescriptions electronically 
to a nominated pharmacy for the patient.  
3) DJ mentioned the fact that practices had to put a statement of intent on their 
websites now relating to online access & summary care record (which is different 
from Care.data, Summary care record is a minimum set of data such as allergies & 
medication that can be accessed by other providers in the system like A&E with the 
patient’s permission).  
 
 
10. Agenda for next meeting. This would be made up from matters arising from this 
meeting. 
 
 
11. Next CMP PPG – December 2014. 

Agenda:  Care.data (standing item) 
 


