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Waterfront Patients Participation Group Virtual Meeting 

Wednesday 14th April, 2021:  11.00 am– 12.00 midday 
Attendees:  

• Louise Bunce, Practice Manager  

• Chris Beddall • Maggie Cook 

• Clive Spicer • Jane Spicer 

• Chris Swaithes • Sylvia Swaithes 

Apologies:    Joan Allen, Treasurer 

Louise opened the virtual meeting by welcoming the members of the PPG who were able to attend. 
Joan sent her apologies and hoped to be at the next meeting. 

Review of Last Meeting Minutes: 

Chris S asked about the Podiatry team scheduled to start in May and the services that it would provide. 
Louise advised the meeting that a representative would be attending next week’s Partners Meeting to 
confirm what services that team would provide. It was originally thought that the team would be able to 
undertake Nail surgery e.g. in-growing toenails but that is not allowed. That said, Dr Kanhaiya is able to 
undertake minor surgery and could provide these procedures. Possible service provision include 
ulceration, foot pain that prevents walking, club foot, corns / callouses and painful foot complaints but 
not verruca or athletes foot which will be managed by the GP / Pharmacist. Louise will update the PPG 
with the final outcome either at the next meeting or by email and the practice website will be updated 
accordingly. 

Personnel Update: 

Louise updated the meeting on the current personnel situation at the Waterfront Practice: 

• Shamane Morris has completed a full phlebotomy Friday clinic with another one already booked 
and also offers the service on Monday and Tuesday. Appointments can be booked through 
reception or on the website. At present the service is not currently widely advertised but Louise 
will arrange for the practice website and telephone message to be updated. 

 
• Amanda Sutton is also able to offer a phlebotomy service but will focus on Long Term Conditions 

(LTCs) and diabetes. 
 

• The Practice is continuing the process of recruiting another GP - it is hoped that a new 
appointment will be made shortly though it may not be possible to enlist an additional female 
GP. 

 
COVID Vaccination Update: 

Louise updated the meeting on the progress the Practice has made in vaccinating its patients against 
Covid-19: 

• The Practice is continuing to do well in vaccinating patients aged 50 and above and those with 
underlying conditions. 

 
• Second vaccinations for those who received their first jab is ongoing and they are now starting to 

vaccinate those patients who received their first dose before 12 February 2021. 
 

• Although the Press is advertising that patients aged between 45 and 49 can book their jabs, this 
can currently only be done at the Black Country Living Museum. Louise added that there is 
uncertainty whether the Practice will be allocated supplies.  
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• The Waterfront Practice would have liked to provide vaccinations at the surgery but there are 
complex storage issues if any vaccine other than the Oxford vaccine is used as well as 
challenges in managing the safe ‘flow’ of patients.  

 
Working Practices 

Louise updated the meeting about how the Practice is trying to move forward particularly with the use of 
telephone consultations. The GPs are ambivalent about the use of telephone consultations, on the one 
hand, more patients can have appointments but patients with complex health needs or mental health 
issues need to be in the same room. Currently Face to Face appointments account for 20% of total 
appointments and potentially serious issues such as ‘lumps’, ‘bumps’ are ideally booked to come to the 
surgery as a matter of urgency. 
 
Chris S said there needs to be a clear message and that the triage process needs careful consideration 
and monitoring. 
 
Louise said that it was a challenge to determine how to return the Practice to some degree of normality, 
bearing in mind that NHS England is still recommending minimal contact. She said that the last three 
weeks had been very, very difficult with an extremely high demand for appointments which had been 
impossible to meet. Louise gave the example of the locum having a surgery with 30 appointments which 
had all been filled by 9 a.m. 
 
Footfall 
 
Louise asked if anyone was using ‘Footfall’ which has now replaced the Practice website. Clive said he 
had been initially wary but impressed when in November rather than phone for a GP appointment on 
behalf of someone, he had filled in the on-line form, received a call from Reception within an hour and 
the patient had then been phoned by the doctor that afternoon. 

 
Louise noted that it was proving to be a good website which can be easily updated by sending an email 
to the company rather than having to find someone from within the practice to do it. Clive highlighted  
that it was not easy to find the PPG section on the website and that most of the PPG documentation 
was missing with only four sets of minutes available, there was no PPG survey data/reports or 
newsletters. Louise said that she would get this omission rectified and get the PPG site up to date.  
 
PPG Surveys 
 
Jane went through the research that she had done into the possibility of having a computerised PPG 
Survey since it was presently impossible to run the normal patient questionnaires completed within the 
surgery. She highlighted the prohibitive cost of professional software packages necessary to handle 
large numbers of respondents and Data Protection issues around the administration of such surveys.  
 
The meeting then discussed possible ways forward. Louise said that ‘Footfall’ might offer the facility and 
Chris B wondered whether a hybrid approach of a computerised and paper version could be most 
effective in assessing patients’ experiences of the Practice.  
 
The meeting concluded that the best course of action at present was to wait to review the NHS GP 
Patient Survey when it is published this summer and discuss any areas for improvement which were 
identified. The aim would then be for the PPG to focus on key issues which would limit the number of 
questions needed. In the meantime, Louise will investigate the practicality of using ‘Footfall’ as a 
platform for a modified patient survey. Jane agreed to send out a blank copy of the last PPG Patient 
Survey so that it can be discussed at the next meeting in May.  
 
Reception 
 
Louise shared her experience of manning reception the previous Friday between 16:00 and 18:30 hours 
and said how stressful it was for the administration staff who were simply trying to do a difficult job as 
professionally as possible. Louise then shared an example of a complaint she had dealt with to illustrate 
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the unpleasant verbal challenges staff face. Sylvia said she knew from personal experience the stress 
of NHS reception work and that if she has had to ring the Practice is always impressed by the 
receptionists approach to their work. 
 
Height, Weight Blood Pressure and BMI Machine. 
 
Louise announced that the Practice will soon have a height, weight blood pressure and BMI machine 
set up in reception. It will be near the check-in screen with wipes for cleanliness and will automatically 
provide a printout of the key measurements. It should save staff time since patients can use the 
machine before an appointment with a GP or nurse and the information can be logged onto an 
individual’s medical record. 
 
Any Other Business: 
 
• Louise said that she will ask a representative from one of the new teams to attend the next virtual 

meeting and give a talk about the services they will offer, the first might be the Podiatrists. 
 

• Chris S. asked when the PPG might meet face to face. Louise stated that it depended on the 
National Roadmap but if all continues to plan possibly the July meeting with all appropriate 
measures being taken to ensure the safety of attendees. 

 
Next Meeting: 
 
The next meeting will be a Virtual Meeting and will take place on Wednesday, 12th May 2021 between 
11 am and midday. 


