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Action Points Summary 
 

Item Action 
Taken By 
 

Action Description Completion 
Note 

3 JG To provide minutes for sub-group meetings if required 
 

 

3.1 JG To circulate David Miller’s note regarding accessing services with 
minutes 
 

 

3.1 JG To ensure that the message regarding up to date mobile phone 
numbers in medical records is communicated strongly to patients. 
 

 

3.1 GM/DC To discuss setting up and structuring an operational procedure for 
each communication method for optimum efficiency of  use. 
 

 

3.2  Difficulty in getting a phone line 
 

Complete 

3.3  Time to reach a responder 
 

Complete 

3.4 JT To review the message and check if it can be tailored 
. 

 



3.4 JT To check with the phone provider, Biztech and report back 
regarding dedicated covid query phone line cutting off. 
 

 

3.4 GM To put the above item on the April PPG agenda for review. 
 

 

3.6 JG To continue to gather suggestions regarding improvements to 
website, collate and speak to web provider/s. 
 

 

3.7  Concerns over reduced face to face appointments has been fully 
covered in previous meeting minutes. 
 

Complete 

3.10  Lack of knowledge of designated GP 
 

Complete 

3.11  Period advised for telephone appointments 
 

Complete 

6 GM To ring Renee regarding query over general message. 
 

 

 
 

Minutes: 
 

Item 
 
 

Description Action 

1 Apologies 
No apologies received.  
 
PPG joined as an observer by Daisy Mallick, a yr 12 student from a Bristol 
School, but living in Shipham who is hoping to study medicine.  She thinks she 
will be able to offer input as well as gain insight into the PPG. 

None 

2 Minutes of Previous Meeting 
Minutes of previous meeting were approved as an accurate reflection of the 
discussion which took place.  Nothing to note from previous meeting. 

None 

3 Update on issues being addressed or investigated jointly by the Patients 

and Practice 

Geoff Matthews noted that all items from the Comms and Online Access Sub-

Groups  had been discussed separately, minutes are available and attached. 

JG 

 3.1 Accessing Services 

David Miller has concluded that the accessing services colour coded chart is 
now obsolete and has prepared a short note for circulation, but queried how 
access will be developed and changed as we go forward out of covid 
restrictions. 
 
Dr Joanna King reported the pandemic has changed services virtually 
overnight and due to technological advances is unlikely to go back to how it 
was previously.  Unable to predict how access will develop as it is still an 
evolving picture. 
 
Geoff Matthews pointed out that online access is likely to be further 
encouraged and JT noted the advantage in patients having their own mobile 
phone number, which has become especially prominent in organising covid 
clinics.   
 
Geoff Matthews made the further point that up to date mobile phone numbers 
in patient records therefore needs to be very strongly communicated out. 
 
In terms of communicating the future methods of patient access Dr Joanna 

 
 
 
JG 
 
 
 
 
 
 
 
 
 
 
 
 
 
JG 
 
 
 



King said that all methods of communication work well in their own way for 
patients to contact us and vice versa.  We need to have an operational 
procedure for each communication method to use them in the most efficient 
way. 
 
GM and DC to discuss how this is best set up and structured with MV and PPG 
representation. 
 

 
 
 
 
 
GM/DC 

 3.2 Difficulty in getting a phone line 
 
David Clark reported that now we've added 40% extra capacity to phone lines 
and recruited more staff in response to previous delays, this issue is now 
resolved. 
 
It was agreed by all that this issue is much improved and John Ledbury said 
the practice is now “riding on a high at the moment, the vaccination programme 
is so good, it’s been wonderful”. 

None 

 3.3 Time to speak to a responder 
 
David Clark said there has been an improvement against the backdrop covid 
vaccinations and continuing business as usual.  David would like to work on an 
overall average of 3 minutes to answer a call being an acceptable target, 
excluding the length of the initial message. 
 
Call position and queue number were discussed again and Julian Simcox 
concluded that as the practice is so close to getting an average wait time of 3 
minutes, it's no longer going to be important to add either of these elements. 
He suggested the practice should concentrate on call answering and not give 
any indication of delay time or queue length.   This was agreed by all. 
 

None 

 3.4 Length of Recorded message 
 
Jose Tarnowski outlined that the current recorded message is important for all 
patients to hear and currently includes a section on Covid vaccinations to avoid 
unnecessary calls. Further to Renee’s query about the prescription message, 
Jose agreed to review the message and check if it can be moved earlier while 
still bearing patient safety in mind.  
 
Barry Blackley raised a query about the dedicated Covid bookings line cutting 
off when calling during the schedule times of 9.30am to 1pm weekdays.  Jose 
Tarnowski will check with the phone provider, Biztech and report back. 
 
The legalities of the content and length of message was discussed again, with 
Dr Joanna King making the point that it’s recorded for clinical safety as well as 
legal reasons and we’re unable to have a bypass function or change it 
significantly to keep patients safe. 
 
Geoff Matthews will put this item on the agenda for the April PPG meeting. 
 

 
 
JT 
 
 
 
 
 
JT 
 
 
 
 
 
 
 
 
GM 

 3.5 Greater use of online for access to MV 
 
Jose Tarnowski answered Renee’s query over the concept of eConsult and 
how it’s used by patients and responded to by Patient Co-Ordinators. 
 
Julian Simcox stated that the first discussion about this was around access 
options, once that becomes clearer and we have a strategy to communicating 
those, then access should become clearer.   
 
It was suggested that every opportunity should be taken to give publicity to the 
online access benefits. 

None 
 
 
 
 
 
 
 
 
JG 



 

 3.6 Improvements to MV website 
 
Jenny Godden reported to the group that she has been gathering information 
and comments from a range of people, GP partners, PPG members and staff .   
These have been noted and the next stage is to make some simple 
improvements to the home page of the website as a start, while views and 
costs from other website providers are sought and agreed.  PPG encouraged 
to send suggestions for website improvements to Jenny for consideration and 
inclusion. 
 

 
JG/PPG 

 3.7 Concerns over reduced face to face appointments 
 
David Clark reported there has been no great deal of change in the overall 
breakdown of face to face appointments. Still 100% of patients being seen by 
HCA team, nurses 50% of patients and 31.7% f2f appointments with GPs due 
to increased use of technology. 
 
Geoff Matthews thinks this item was fully covered and clarified at the last 
meeting. Minutes are available. 
 

None 

 3.8 Delays in getting non urgent appointments 
 
David Clark reported that as of last Friday the wait for a non urgent 
appointments is 10.8 days, which is still sitting below the 14 days target. 
 
John Ledbury gave a reminder about the responsibility on Patient Co-
ordinators and varying style in answering calls.  David Clark asked for specific 
examples which can then be investigated. 

None 

 3.9 Continuity of Care project 
 
Dr Joanna King reported that Mendip Vale has continued with GPs asking for 
patients to be booked for a repeat appointment with them if necessary, but 
urgent issues sometimes need to be dealt with by the urgent team.  
 
Renee queried whether samples are always returned to the referring clinician 
for processing results, and the systems to ensure where received results are 
directed were clarified by Dr King. 
 

None 

 3.10 Lack of knowledge of designated GP 
 
Geoff Matthews suggested that this item had already been fully reported in the 
previous meeting minutes. For further clarification please re-read the minutes 
of the meeting dated 10 December 2020. 
 

None 

 3.11 Period advised for telephone appointments 
As before, Geoff Matthews thinks this item is fully explained in the previous 
minutes, please re-read the minutes if not properly understood. 

None 

 3.12 Need for two way comms/3.13 Ways of looking at simple ways of 
achieving feedback. 
 
These two items were discussed together.  A separate email address for the 
wider audience of patients to feedback to Jenny Godden was discussed, but it 
was agreed that this would be unnecessary and could result in unsafe 
practices from patients.  Current communications methods to be continued via 
the Scanners email address, with feedback of items of interest to the PPG. 
 

 
 
 
 
JG 

4 Covid Vaccination Programme 
 
John Ledbury led the group in congratulating the practice on the  

None 



positive feedback which has been quite outstanding and is very well deserved 
by the practice for the vaccination programme. Exceptional for the practice to 
be coping with normal business plus substantial extra hours and days in coping 
with vaccinating patients. He spoke for the group to say thank you from 
everyone, it's been quite fantastic. 
 
David Clark explained that our only restriction has been on delivery of supply of 
vaccine which has been slow.  To the end of January 12059 doses were 
administered, we have met the target of the first 4 cohorts and patient uptake 
has been very good.  1003 people in care and nursing homes were vaccinated 
and 383 home visits.  Of the over 80s only 27 people haven’t been vaccinated 
because they are abroad, living with relatives or declined.  By April the practice 
will have vaccinated every patient aged 50 and over with first vaccines, 
completed by August/September, ready for the next round of booster 
vaccinations. 
 
Barry Blakley raised a concern about the evidence with the Pfizer vaccination 
having a delay of more than 6 weeks from 1

st
 to 2

nd
 vaccine, but Dr Joanne 

King said the practice has no control over this and we’re gathering evidence as 
we go. 
 
John Ledbury mentioned that the vicar and parishioners of All Saints Church at 
Wrington have offered the church at the disposal of the practice if necessary. 
 
David Miller raised the question of wastage of vaccine and Dr Joanna King 
confirmed there had been absolutely no wastage at all.  In response to Alan’s 
question about leaving voicemails for patients when booking appointments, it 
was clarified that this could result in wastage due to patients not calling back 
and appointments not being filled. 
 

5 Question on action when messages not picked up 
 
Jo Watkins thinks that  while there has been a greater reliance on texting and 
mobiles which she appreciates is an efficient use of time and resource, she is 
concerned that elderly patients could fall through the gap 
 
David Clark responded that Mendip Vale had 4018 over 80s and only 27 of this 
cohort were not in area or declined the vaccine.  We have a robust system in 
place for recalling failed responders backed by GP checks and patients are 
written to.  It is important to the practice to have 100% response from patients.  
Reminders to be sent to patients to ensure we have their correct mobile 
numbers. 
 
Barry Blackley raised the point that he had heard other practices are giving  
dates for second jabs and Dr Joanna King responded that these will be 
provisional dates only. 
 
Jose Tarnowski said that the practice has had tremendous support from 
community transport volunteers resulting in not many patients being unable to 
get to Langford for their vaccination.  The community should all be very grateful 
to these volunteers. All agreed.    
 

None 

 Any Other Business: 
 
Renee asked whether in the general message at the beginning there could be 
an indication that this is the most recent advice. Geoff Matthews suggested he 
would call Renee separately about this.   
 
Chris Beyfus asked if Mendip Vale is involved in the new surgery proposed 
within the proposed new development, Woodhill, in Congresbury. David Clark 

 
 
 
GM  



confirmed Mendip Vale had been approached but the practice has not 
financially committed to this and is highly unlikely to.    
 
John Gowar raised the question of signposting and continuity of care as he had 
heard of two cases recently of patient carers struggling to deal with 
complicated and chronic illness of their relative. Dr Joanna King responded 
that sometimes patients with really complex needs cross the boundaries 
between health, caring needs, social needs and nursing needs. With Mendip 
Vale patients, that care includes the patient and their carer.  Sometimes it is 
inappropriate for a GP to take the lead and it is better led by another 
professional from other agencies or community teams.   Care Connect will 
generally co-ordinate the social/health/nursing needs.  Geoff Matthews 
commented that social prescribing also comes into this issue. 
 
Janet Beckett noted that she is on an online group who have had 100 positive 
responses to the practice for inclusion in our newsletter.  JG has not been able 
to view these responses, but will endeavour to speak to Janet to resolve.    
 

7 Date of next meeting: 14 April 2021 1.30pm 
 

 

 
 
 
 
 
 


