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Waterfront Patients Participation Group Virtual Meeting 

Wednesday 16th June, 2021:  11.00 am– 12.00 midday 

Attendees:  

• Louise Bunce, Practice Manager  

• Joan Allen, Treasurer 
• Chris Beddall 
• Clive Spicer 

• Jane Spicer 
• Chris Swaithes 
• Sylvia Swaithes 

Apologies:  Maggie Cook 

 

Matters Arising 

Louise opened the virtual meeting by informing the meeting that no guest speaker had been able to 
attend but that it was hoped that Chris Barry from the Frailty Team would attend the next meeting.  

The PPG welcomed Joan to her first virtual meeting. 

Louise noted that the Podiatry Team outlined at the last PPG Meeting by Latisha Whyte was now up 
and running at the Waterfront Practice. It had had a slow start but take up was improving and it was 
going well. 

Increasing pressure on Practice 

Louise presented a graph which charted the number of phone calls by patients each month over the 
past two and a half years. As a snapshot: 

  2019  2020  2021 

March 2,921  4,471  5,950 

April  4,147  3,246  5,878 

May  3,828  3,410  5,211 

It was not too surprising to note the significant rise in phone calls this year following natural patient 
reticence in contacting the practice, perhaps, last year with COVID-19 dominating the news and the 
constraints involved in ‘seeing’ GPs. As the vaccination programme has rolled out since the end of 
December 2020 so patients have, quite naturally, phoned to seek help, advice, appointments and 
restore Long Term Condition (LTCs) reviews. The problem is – as always – there are only a finite 
number of appointments that any practice can offer and these will never be enough to satisfy demand – 
even more so in present times with the backlog of patient needs. 

Waterfront Website 

Louise reported that since ‘FootFall’ – the Practice website had gone live last August the practice had 
processed nearly 4,000 patient requests made using it. She added that patients have never had so 
many options in contacting the practice through the website, phone, email, text and ‘Patient Access’ but 
not all these requests can be met as quickly as patients quite naturally might wish. It was a matter of 
frustration for staff as much as patients and does not justify the abuse that colleagues in Reception face 
almost daily. 

Patient Survey 

Louise shared on screen an eight-question patient survey form which she thought might be adapted to 
provide some feedback in the absence of the comprehensive patient surveys which the PPG have run 
in previous years (see Waterfront Practice website for survey forms and reports). The survey model was 
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discussed at length by the PPG, including the value of questions such as ‘Since the pandemic how easy 
have you found it to access our surgery?’ and ‘Do you have any suggestions as to how we can 
improve?” Chris B made a number of points – she was uncertain as to how useful the responses to 
such questions would be, particularly bearing in mind that many patients are not aware of ‘FootFall’. 
She reported on one patient’s experience of not being able to get through to the Waterfront Practice on 
the phone in the morning, spending five hours at A and E at Russell’s Hall Hospital, then returning 
home to phone her for help – Chris B had then guided the patient to the website where she left a 
message – a reply had come the following morning.  

Louise wondered whether posting a video showing how to use ‘FootFall’ on the front page of the 
website might be useful though, of course, not everyone has access to tablets, mobile phones or 
computers. Chris S agreed, adding that the challenge was how the PPG could get lots of patients’ views 
who do not use computers. Even those with them might be happy to fill in a form while waiting at the 
surgery but less inclined on-line.  

Louise put forward the idea of putting a few questions on the ‘Check In’ screen in Reception. Jane felt 
that this would lead to delays, possible queues and might not provide valid data given that patients just 
want to get checked in, sit down and see the doctor or healthcare professional. 

Chris B suggested that the Information TVs in the surgery could promote the website as the easiest way 
to contact them. 

Jane wondered how the survey forms might be completed. Louise explained that a Word Doc would be 
converted to tick boxes. Clive asked that a copy be sent to all members of the PPG so that it could be 
discussed at the next meeting. Louise agreed to send the document out. 

Dudley Integration 

Louise advised that Dudley Integration was now offering free Personal Protective Equipment (PPE) to, 
unpaid carers, which could be delivered to their house or collected from the Dudley site if more 
convenient. The practice would be notifying patients next week. 

 
Solutions 4 Health 
 
Louise mentioned that Solutions4Health would be coming to the practice one day a week when COVID 
restrictions allow to offer support for Weight Management and to Stop Smoking. 
 
Treasurer’s Report 
 
Joan updated the PPG on available funds currently held in the West Bromwich Building Society account 
at their Merry Hill branch. Unfortunately, as with so many banks this branch will be closing so it seems 
sensible to transfer the monies to another society’s account. After some discussion it was agreed that 
Joan would look at transferring the funds to the Coventry Building Society also based at the Merry Hill. 
 
Personnel Update 
 
Louise was pleased to advise the meeting that Dr Austin would be joining the Practice on 10 August 
2021. He is currently working his notice at a Practice in Walsall. There is a locum covering in the 
interim. 
 
Next Meeting 
 
Since the date for Covid-19 measures being lifted had been pushed back to 19th July it was agreed that 
the next meeting would be moved from Wednesday 14th July to Wednesday 21st July between 11 am 
and midday. Hopefully this would mean that the PPG could meet at the Waterfront for the first time 
since February 2020 and that Dr Chung might be present. 


