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MINUTES FROM PATIENT PARTICIPATION GROUP MEETING 
WEDNESDAY 3rd OCTOBER 2012  
 
Attended by: Stephen, Stefan, and Karen, Dr Silvert and Sandra Faulkner (Assistant Practice Manager). 
Apologies: Carole and Navin 
 

AGENDA ITEMS INFORMATION/ACTION 
 

Welcome and 
introduction 

Sandra Faulkner introduced herself and welcomed all to the meeting 
 

Appointment system Following the introduction of the Triage System the demand for appointments has 
increased by around 50%.  Due to this demand and some patient dissatisfaction some 
adjustments have been made in an effort to accommodate patient needs.  From Monday 
8th October patients will be offered a telephone appointment or a face to face.  All 
requests for emergency/on the day appointments will be triaged by the GP to assess the 
urgency. 
 

Telephone Access The Practice have already acknowledged and addressed difficulties getting through over 
the telephone and a new telephone server and telephone lines were installed earlier in the 
year. However there are still ongoing difficulties for which we are in consultation with our 
communications provider. 
 
 

Change to opening 
hours on Wednesday 
PM 

It was explained that in Bolton most practices close on Wednesday afternoons.  From 3rd 
October, this surgery will now offer limited service to balance out the staff levels , and to 
allow the clinical staff to attend the Bolton Educational Programme which is held on 
Wednesday afternoons.  Patients should ring Bolton Out of Hours if they need to be seen 
as an emergency.  Family planning clinic is now held on Tuesday afternoon.   

GP Survey  Actions from the 2011/12 survey have now been addressed : 
Speaking to the doctor on the phone  – We now offer a choice of telephone  and face to 
face consultations.  All emergency appointment requests are triaged by the duty doctor to 
assess urgency. 
Cleanliness of the waiting room – this has been addressed and the rolling programme of 
cleaning reviewed and discussed with the company.  This is audited on a regular basis. 
Getting through to the practice on the telephone – we are working with our 
communications company to try to iron out the problems of calls getting lost in the system 
when on hold. 
 
The 2012/13 draft survey was shown to the group.  All agreed the questions were 
appropriate and concise.  Stefan suggested the reason the survey was being carried out 
was added – this has now been done. 
 

Urgent Care 
 

Dr Silvert explained that attendance at A & E continues to be very high.   The stats show 
that attendance at A & E increases after 3 30 pm and eases after 8pm. This was discussed 
and the group felt that this was probably due to the location of the present Out of Hours 
Service – the hospital is more accessible to our catchment area . 

CQC  The CQC registration process is now underway. After 31st March the practice may receive a 
visit which may be unannounced or at very short notice, at which time the CQC team will 
speak to patients about their experiences dealing with the surgery.  They will also speak to 
staff members regarding their knowledge of policies, data protection, information 
governance etc. 
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AOB The text messaging is not working.  SF to look into. 

Close The group were thanked for their attendance and contribution and the meeting closed at 
6.35pm 
 

Next meeting To be confirmed on e mail. 
 

 
 


