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Waterfront Patients Participation Group Virtual Meeting 

Wednesday 21st July, 2021:  11.00 am– 12.00 midday 

Attendees:  

• Louise Bunce, Practice Manager 
• Chris Barron, Frailty Team  

 

 

• Chris Beddall 
• Maggie Cook 
• Clive Spicer 

• Jane Spicer 
• Chris Swaithes 
• Sylvia Swaithes 

 

Apologies:  Joan Allen, Treasurer  

Matters Arising 

Louise opened the virtual meeting by passing on Joan’s apologies. She then welcomed Chris Barron 
from the Frailty Team to the meeting who outlined the team’s work to the PPG.  

Chris Barron – Frailty Team. 

Chris Barron introduced himself and provided a comprehensive overview of his responsibilities.  

Chris is one of two Social Prescribing Link Workers (SPLW) with his colleague Kristal Diaz Muniz. They 
look after patients aged 70 and over and also those on the Frailty Register for the Brierley Hill and 
Amblecote Primary Care (PCN) network which consists of 7 GP Practices including the Waterfront. 
Their ethos is “What matters to you?” - essentially they will work with individuals to: 

• Explore what is important to them 
• Discuss the problems they are facing 
• Assist them to create a wellbeing support plan 
• Find local activities and services 
• Help them to access support 

They will take the time to get to know patients and hope to reduce unnecessary GP appointments since 
a large proportion of over 80s GP appointments are for non-medical matters. A SPLW is not medically 
trained but has access to colleagues from other disciplines such as Occupational Therapists, Care-
Coordinators, Podiatrists, Dieticians etc. 

Unfortunately, the Pandemic has limited their opportunity for face-to-face meetings with patients, but 
they volunteered at the Bank Street Vaccination Centre which allowed them to meet colleagues from 
the GP Practices and also potential patients who might benefit from their assistance. Social Prescribing 
Link Workers (SPLW) are proactively contacting patients by telephone whilst staff from GP Practices 
are increasingly referring individuals to them. The referral process is very easy and patients can self-
refer if they wish.  

Chris S asked for clarification about self-referral and how the Frailty Team deal with individuals who 
might need support but may well not self-refer. Chris B explained that at present the Frailty Team 
Manager and Practice Managers compile lists and with their consent patients are contacted. Chris S 
added that he had been very encouraged by the initiative and the increased interaction between 
different NHS strands in recent years which has been needed for a long time. Chris B went on to detail 
activities which may be set up such as tea/chat sessions since over the last year in many people will 
have found themselves socially isolated. Louise said that she considered that the SPLW role will 
continue to grow to the benefit of patients and the practice.  

Chris Barron indicated that if necessary the Frailty Team could be increased to meet demand. 

The PPG thanked Chris Barron for his presentation and he left the meeting. 



 2 

Waterfront Website 

Louise thanked Clive and Jane for the feedback they had provided on the Practice Website which she 
had found very helpful (Note: copy had been sent to PPG members with the June 2021 PPG Meeting 
Minutes). She had shared the briefing notes and alterative webpage layout which made greater use of 
images to signpost services with Silicon Practice: the providers of FootFall. She provided the meeting 
with the following update: 

• Silicon Practice have indicated that they will try to do as much as possible for the practice – but 
there are practical limitations to any changes.  

 
• It is not possible to put a video on the website although there is an explanation using the “Help” 

which can be found at the top of the web page. 
 

• The GPs have agreed that there will be photos and profiles on the site.  
 

• The Partners have agreed that Louise can set up a Facebook page for the Practice. Louise said 
that she recognised the potential pitfalls of social media and intends to use it simply as a means of 
providing information and not for comments. Unfortunately, social media does tend to attract 
‘keyboard warriors’ or ‘trolls’ when comments are open – genuine complaints are, of course, 
welcomed through a variety of other channels. A previous Practice Manager had set up a Facebook 
page many years back which had generated negative comments – it was proving challenging to get 
Facebook to accept that time has moved on and we now have a very different situation at the 
Practice. 

 
 

GP Patient Survey 2021  

Louise advised the meeting that the results of the GP Patient Survey 2021 had been published and the 
PPG meeting went through an initial review of the data.  

Louise shared a 56 slide PowerPoint presentation with the PPG and ran through the key findings. She 
had compared the results with those from last year (2020) and overall considered that the results have 
improved although there are still areas for improvement. 31% completion rate (447 forms sent out and 
140 sent back) compared to 27% completion rate last year. 

Overview 

Where patient experience is best: 

65% of respondents find it easy to get through to this GP practice by phone – Local average 59% and 
National average 68% 

84% of respondents find the receptionists at this GP practice helpful – Local average 83% and National 
average 89% 

93% of respondents felt their needs were met during their last general practice appointment – Local 
average 92% and National average 94% 

Where patient experience could improve 

64% of respondents were satisfied with the appointment they were offered – Local average 76% and 
National average 82% 

70% of respondents felt the healthcare professional recognised or understood any mental health needs 
during their last general practice appointment – Local average 82% and National average 86% 

52% of respondents are satisfied with the general practice appointment times available – Local average 
62% and National average 67% 
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PPG Initial Observations on the GP Patient Survey 2021 

Louise noted that she was pleased that the practice receptionists being helpful had been recognised 
and that the practice scored well where getting through on the phone was concerned – though for some 
patients this was still an issue.  

One interesting trend was evident in Question 7: Is there a particular GP you usually prefer to see or 
speak to? which revealed a decline from 72% in 2018 to 62% answering ‘Yes’ and 28% to 36% ‘No’ in 
the same time frame. While Question 8: How often do you see or speak to your preferred GP when you 
would like to? showed 39% ‘Always or almost always/ A lot of the time’ in 2018 and 37% in the latest 
survey which seems remarkably consistent. Without being complacent, particularly given the Covid-19 
upheaval over the past year, it was encouraging to see that 64% of respondents were satisfied with the 
appointment (or appointments) they were offered (Question 15). 

As for areas to improve: patients satisfaction with appointments (64%), Chris B commented that they 
are not able to make appointments online using Patient Access anymore – Louise noted that this option 
may be re-introduced soon. 

Question 25a Last time you had a general practice appointment, how good was the healthcare 
professional at giving you enough time? showed a slight decline rating ‘Good’ from 91% in 2018 to 83% 
for this year. Chris S. wondered whether this might be attributed to the fact that there were no face-to-
face meetings with healthcare professionals over the past year unless there was a vital or critical need? 
Adding that patients who want to see a GP will quite naturally be frustrated. It was felt that this situation 
may partly explain the disappointing response to Question 26. During your last general practice 
appointment, did you feel that the healthcare professional recognized and/or understood any mental 
health needs that you might have? where 92% of respondents had indicated ‘Yes’ in 2018 but only 70% 
in 2021. Chris B commented that as with all GP Practices lockdown will have caused many of the 
problems. Louise agreed and hoped that the next twelve months would see this indicator return to its 
former high score. 

Responses to Question 27. During your last general practice appointment, were you involved as much 
as you wanted to be in decisions about your care and treatment? were very consistent – 90% indicating 
‘Yes’ in 2018 and 89% this year. As was the encouraging outcome to Question 29. Thinking about the 
reason for your last general practice appointment, were your needs met? – 95% ‘Yes’ in 2018 and 93% 
in the latest survey. 

Question 30. Overall, how would you describe your experience of your GP practice? In 2018 73% of 
respondents indicated ‘Good’ and in 2021 the figure was 76% - which given that the past year has been 
challenging to say the least, Louise and the PPG felt was encouraging.  

Continuing impact of COVID-19 on the Practice 

Louise reported that so far all the patients visiting the practice had been wearing masks as requested by 
signs at the entrance and posts on the website which was pleasing. She informed the PPG that the 
latest guidance from NHS England was that if staff were ‘pinged’ then they needed to be tested and if 
negative then they were able to come into work. Chris B said that at present it is not possible to get 
PCR tests, only lateral flow tests which are generally only for people who do not have symptoms. 

 
Solutions 4 Health 
 
Louise confirmed that the Solutions4Health initiative is currently on hold until the Covid restrictions are 
lifted.   
 
 
Treasurer’s Report 
 
As Joan had sent her apologies there was no Treasurer’s update. 
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Personnel Update 
 
Louise provided the following updates 
 
• Dr Austin will start at the Practice on 10 August 2021. 

 
• Kristy Wolohan, Receptionist is leaving the Practice at the end of the month to train as a dental 

nurse. 
 

• Louise and Anne-Marie interviewed last week and have appointed two new receptionists Selena and 
Laura. 

 
• Sylvia asked for her thanks to be passed onto the receptionist that dealt with a recent medical issue 

for her saying that she was delightful and very efficient. 
 

• Chris S asked how the Waterfront phlebotomy service was progressing. Maggie, Clive and Jane all 
gave very positive feedback on the innovation: complimenting Shamane and the quality service she 
is providing. Louise confirmed that Shamane is currently training to be a nurse associate and is in 
her second year – she will qualify in March 2022. 

 
Next Meeting 
 
It was agreed that the next meeting will be on Wednesday 8th September 2021 between 11 a.m. and 
midday.  The PPG will continue to have virtual meetings, but that this will be reviewed at the beginning 
of September in case the Covid restrictions in the practice have eased. It is hoped that Dr Chung might 
be present and that Paul Clark from ‘Listening and Guidance’ could attend to brief the PPG on his work. 


