


SPRINGFIELD SURGERY
PATIENT PARTICIPATION GROUP

Meeting on Wednesday 12th August 2026
at Springfield Surgery, Elstead at 6 pm

       Present:
       Sue Gowar (Chairman)
       
       Margaret Green
       Madeleine Kiddier
       Sarah Seaton
       Michelle Shaw
       Mandy Strathalmond

        Ann Gregory (Practice Manager)
       Tracy Ruane (Assistant Practice Manager)

1. Apologies
         
Hilary Andrews
Kathryn Brooke
Susan Shepherd

**Reception: 
At the start of the meeting, Receptionist Stacey gave an overview of the reception team’s role and workload. It was clarified that receptionists do not make clinical decisions about whether a patient should see a GP. Their role is to gather the relevant information and support the triage process, with the clinical decision always being made by an appropriate clinician. It was noted that some patients may not fully understand the pressures and responsibilities involved in reception work, and that abusive or disrespectful behaviour towards staff is unacceptable. Members felt that patient understanding of the triage system has improved and that the process works well when patients are able to engage with reception staff and provide the information needed. 

The group also discussed the volume of telephone calls received by the practice. Two receptionists are often answering calls continuously, one after another, and patients may not always be aware of the level of demand being managed behind the scenes.



TR said every room has an alarm, staff have rape alarms and a new locked door with keypad to the reception working area was being investigated.

AG reported that there had been an incident involving aggressive behaviour by a patient. Following review, the patient had been removed from the practice list. The members were advised that Primary Care Support England (PCSE) has arrangements in place for the special management of patients who are removed under the Special Allocation Scheme.

MG said the Receptionist should always acknowledge the patient who was waiting at the screen.  A smile was important. The Group agreed the screen was a problem with a great number of patients unhappy that they could not hear through it.

AG was aware of areas which need improvement and she would look into having a screen that enabled a two-way conversation.

Sue Shepherd had previously reported a problem in returning a missed phone call from the doctor, as the Receptionist had no record of which doctor had originally called and SS had suggested a designated phone line for such calls. 

AG advised it was not possible to have another line and to monitor it. 

AG explained that vulnerable or very unwell patients can be identified by the clinical team and prioritised appropriately. Where a patient’s condition or circumstances indicate greater urgency, clinicians are able to ensure they are moved more quickly through the practice’s telephone system.

It was suggested that Receptionist Stacey write a piece from her point of view for Elstead Village News.
 
2. Minutes of the last meeting: agreed

3. Matters Arising

TR said there was no sign of the cheque.
    
Newsletter: TR to check again re. Wonersh distribution

AG reported that disappointingly the practice’s planned supply of the single flu vaccine had been cancelled at short notice by the manufacturer due to a national issue. An alternative supplier had been contacted, but the earliest available delivery was 12 October. The practice hoped to have a flu and Covid clinic on Saturday 17th October It was hoped that members would encourage patient’s to support the practice and opt to have their vaccinations at this clinic.  


Children’s Health Event:  AG said there was nothing more to report, but it was worth thinking about.

New Chairs: TR said there had been good comments


4. Minor Injuries Policy
There was discussion about two recent walk-in injuries.  The first had been signposted to A&E due to the nature of the injuries and the second had wounds dressed in the Surgery.  In reply to a letter from Jeremy Hunt about the first incident, AG had since written twice to Sir Jeremy enquiring about his injured constituent and if the patient had given any feedback but had not had any acknowledgement.   
AG said if a wound is bleeding, and if a nurse was on duty, they would do their best to provide immediate necessary treatment, but otherwise the admin team would do their best to provide a dressing for the patient, call an ambulance if necessary, provide water or contact a friend or relative.   Head injuries were unsafe to deal with at the surgery and needed to go to A&E.  The 999 Ambulance service were responsible for calling out a First Responder.

5. Reception – see earlier report


6. Staffing

Nurse Lindsay has left to return to hospital nursing.  She will be replaced.
Dawn has been employed to help on Reception, she has knowledge of the clinical system, coding medical correspondence and auditing.
           Katherine is the new Clinical Pharmacist



7.  Training of GPs

AG said since July the practice is now a Training Practice, which is a real honour.  Dr. Cole had trained to be a GP Supervisor.  Two doctors currently in training: Dr Rai, in Third year of GP training and Dr. Vasanthan, in First year of GP training.  Already, both have 7 years of medical training.  Their Surgery work is monitored by Dr Cole, in addition to her own work.   The trainees are employed by Royal Surrey CH and the Surgery is paid for training them.





8. Communication

SG said the Waiting Room Poster for who to see at the Surgery needs to be larger.
      
9.  Any Other Business

AG said that there was a planned power cut set for 15th September which would cause big problems for the Surgery and it might have to close for the day.  The vaccine fridge requires exact constant temperatures and moving it to another address was not easy as the temperature must be controlled during transport.   It was suggested that AG put something on Facebook asking for help.  The surgery does not have a generator.
MG suggested investigating whether a ‘Power Wall’ might be helpful.  This is a Tesla battery, solar powered, which worked well for her.


10. Date of Next Meeting

Pre-PPG Meeting Wednesday 18th November at Church Farm, Westbrook Hill at 6 pm

PPG Meeting Wednesday 25th November at Springfield Surgery at 6 pm.

The meeting closed at 7.58 pm
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