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UPTON SURGERY
PATIENT PARTICIPATION GROUP
Monday 23 July 2018
MINUTES
Patient Representative Members: Chair: Rebecca Maund (RM), Jo
Daniell (JD), Dawn Patterson (DP), David Smallwood (DS), Lizzy
Hughes (LH), Ruth Wain (RW), Janet Bastick (JB), Jenny McGowran
(JM), Chris Milne (CM)
Surgery representatives: Dr C Evans (CE), Philippa White (PW), Kira
Mortelmans (KM) and Lysa Ball (LB) note taker

Apologies: Marie Griffiths, Liam Gleeson, Ben Kent
Introduction: The group welcomed our new Assistant Practice Manager
Kira Mortelmans
Minutes of previous meeting 21 May 2018: These have been agreed
and will be published on the website.
Matters Arising:
Hanley Castle Art: The winner of The George Wilson Memorial Art Cup
2018 was Megan Jones “waves”. Further details regarding presentation
will be published in due course.
Communication: This was postponed due to apologies from MG
EVIE: PW confirmed that some tweaks and improvements had been made
and trials were starting again. Agreed to keep on Agenda and BK to give
update at October meeting.
Care Navigator: No further discussions.
Tea and Talk: Please see item 8.
“We’re here for you, for longer”: New campaign to promote GP
appointments being available during the evenings and weekends. This
service is available at Prospect View, Malvern (PVM). Appointments for
this service can be booked via our reception team. PW confirmed that
PVM are able to access patient records with patient consent. Some
members felt this was ideal for those who work. Will promote in the next
patient newsletter.
Social Media (KM): KM informed the group that the surgery are
considering setting up a “twitter” account to help with campaigns, health
promotions and any problems such as telephone lines being unavailable.
We are hoping this will take affect during August 2018. CE asked LH if
she had any thoughts on different ways to target the younger audience.
KM to update at October meeting with how we are getting on with this and
how many followers we have.
Upton Primary School Fete: CE/LB, Gail Prasher and student nurse
attended this event on 8th June 2018 on behalf of the surgery. We had a
“guess how many cotton wool ball” are in the teapot and demonstrated
bandaging techniques which the children participated in and a great time
was had by all.
Physiotherapy Service: Information from Craig Bartolo, Physiotherapist
from Malvern Community Hospital (“it has been necessary to adjust staffing
levels across the patch to ensure equity of resource in each geographical area;
therefore some areas have been required to release some resource in order to
bolster other areas where referral rates are higher. This is will continually be
reappraised depending on service demand and waiting times. This has meant that
0.8WTE transferring from Pershore to the Evesham locality at the end of
April.Waiting times have increased since the introduction of self-referral. To
provide some context, I note that referrals into the service have increased by over
1000 since the new model was introduced. Earlier this year, we recognised that
waiting times had significantly increased, and an action plan was formulated which
remains in place, and has significantly positively impacted on our waiting times –
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the current position is that the overall median wait is a fraction over 12 weeks,
although we recognise that there remains some variation between services,
(which is being addressed)”.The group felt that this applied more to the

Evesham/Pershore area rather than Upton. KM will contact our
physiotherapy team to confirm the current hours/sessions and any clubs
such as the lower limb club that they still run. A small discussion took
place about how we can encourage our patients to only tick “upton” as the
preferred choice for treatment. KM to find out how many of our patients
have used the other physiotherapy locations.
Tea and Talk: CM gave a brief update on the “tea and talk” service that
Abbottswoods Medical Centre offer to their patients. This is run by
members of their PPG once a month. CM has asked for an update on this
at the September Self Care Forum Meeting and will report back in October.
RM is going to keep LB updated with events at the local Baptist Church.
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SWPPG Network Meetings (CM): CM does not have an update other
than all patient group communications are now Countywide. CM will
continue to find out about these meetings.
10 Upton Surgery update and Friends and Family Test report for May
and June 2018 (emailed with Agenda): Agreed to send a 6 monthly
staff update list to the PPG. Small discussion took place regarding
dispensary opening at 8am.
11 Complaints/Compliments/Suggestions (PW) May to June 2018:
Compliments – 20 verbal and 18 written received
Complaints – 4 patient issues resolved, 3 complaints regarding a comment
made by GP, a diagnosis and an issue regarding payment of firearms
certificate.
12 AOB:
Dementia Awareness Training: LB has arranged two dementia friendly
sessions to enable the surgery to be formally recognised as a Dementia
Friendly Practice.
Research Work: PW confirmed that we have been re-accredited for 3
years. A research nurse from Warwick University carries out the studies.
PEARS (Primary Eyecare Assessment and Referral Service): NHS
funded service for patients experiencing recently occurring medical eye
conditions with appropriate treatment closer to home. GP’s can refer you
or you can self-refer. A list of local opticians providing this service is
given. It has been noted that the list given may be out-of-date. KM to
take to meeting with SWCCG tomorrow.
Date and Time of Next Meeting – 15 October 2018 at 6.30pm

CM

8

9

KM

LB

PRACTICE UPDATE JULY 2018

UMST: The surgery is very grateful to the friends for their continued support.
For the period May/June 2018 a total of £515.00 has been received.
OPERATIONAL ISSUES:
Patient Access System - Patients have been having some problems with the
new Patient Access system following a national upgrade. Patients are having
problems updating their apps and they can now access using their email
address but this is causing a problem where people in a household share an
email. An alert has been put on the website.
Home Visits – Our ANP’s Lesley and Tash are starting to support the GPs
with home visits.
New Dispensary telephone list – A dispensary telephone list is now
available and is being used for all non-urgent medication queries. There are
slots between 11 -12 am and 3 - 4 pm.
Care Navigation Training – This has now been completed for our staff. The
telephone answer message will be changed soon. There are some great
ideas emerging to link the self-care project with care navigation work.
GP UPDATE:
 Dr Barrell will be reducing his sessions from the beginning of July and
will stop working on a Wednesday morning. After Christmas he will
reduce again by which time we hope to have employed a clinical
pharmacist to help with the increasing number of medication queries
and hopefully bring some other skills to the team.
GP REGISTRARS:
 Dr Hicks and Dr Reid last working days are Tuesday 31st July.
 On 1st August Dr Chauhan and Dr Ugochukwu (Dr Ugo) start with us.
 On 15th August we will also be joined by Dr Olaoye (Dr Ola).
 Dr Miller has now left for sabbatical and returns on September 10th.
STAFFING UPDATE
 Kira Mortelmans has joined us as Assistant Practice Manager working
full time and is based in the office off F08.
 Sonia Spurr is going to leave us at the end of August – She has
worked in roles with the reception team and then our summary team.
 Michelle our practice nurse is expecting twins and she will be due to go
on maternity in the Autumn.
 We will be welcoming Georgina Gwynne back from her maternity leave
hopefully in September.

TRAINING and CONFERENCES 1.5.18 – 30.6.18
Access 2 Education
Berrow Court AGM
Access 2 Education – Dermatology Study morning
Access 2 Education – Dermatology Study afternoon
Access 2 Education – Wound Care Day
Event Mobility

23 delegates
40 delegates
23 delegates
23 delegates
13 delegates
10 delegates

FRIENDS AND FAMILY TEST RESULTS
DATE
May/June 2018
How likely are you to recommend our GP Practice to friends and family if they needed
similar care or treatment?
Extremely
Likely
Neither
Unlikely
Extremely
Don’t
Likely
Likely nor
unlikely
know
unlikely
Total 90

Total 12

Total 1

Total

Total

What are we doing well?

Everything! Wonderful doctors, supportive and empathetic staff, we are so lucky to
have this practice in Upton
 Kind and understanding
 Dr Evans is good at listening and very thorough
 Excellent in all departments
 Able to see someone when needed, pleasant surroundings, very helpful treatment
and advice
 Advice and follow up treatment always very good
 Everything
 Seeing patients when needed, always able to see a doctor
 Friendly staff
 Always easy to get urgent appointment, staff friendly and efficient
 Sending texts on the phone to let me know my appointments
 Friendly, prompt, welcoming, reassuring
 Punctual always
 Friendly, punctual and efficient
 Everything, I’m new to the surgery and everyone is so friendly
 Excellent service
 Punctuality, courtesy, friendliness
 Great service
 Just being pleasant and efficient
 Kind manner and helpful
 Very friendly and helpful, explained everything clearly
 All staff extremely friendly and approachable and I feel they are doing all they can to
help. Always mange to get appointments
 Everything
 Efficient friendly
 everything
 Excellent service, all staff medical and non-medical most helpful, efficient and friendly
 Everything
 Everything
 Everything, excellent care, nothing too much trouble, all staff very helpful and
supportive
 Good doctors
 Online services
 All aspect of health care
 Everything
 Polite, helpful and respectful
 Friendliness of staff















Very friendly staff, Helen listens to be about husband
Very friendly and helpful
Polite service
Helen very friendly and informative
Always able to get an appointment, seen quite promptly
Caring well for my needs
On time for appointment
Easy appointments, reminders of all health checks, friendly doctors and nurses
Friendly efficient service
Everything’s good
Very prompt service, extremely professional
Everything excellent service
Appointment bookings are good and prompt calls for appointments, mobile phone
appointment reminder
 Always satisfied with visit to surgery
 Everything, excellent service
 Easing people
 Quick, easy, friendly, professional
 Doing well, good communication
 No waiting – efficient
 Everything
 Friendly and informative
 Dr Bunyan is brilliant, always quick to sort any problems and concerns. Surgery also
brilliant at seeing me on the day if I need it
 Friendly very helpful staff and doctors who listen and very professional friendly
manner
 I wanted a breast lump check out and got an appointment straight away, very
thorough follow up procedure to referral
 Appointments being available, understanding doctors
 Great GP practice
 Doctors and all staff are extremely courteous and helpful
 Everything
 Everything
 Everything
 Helpful clear advice
 Very good service all round speedy appointments
 Care, attitude, friendly reassurance
 Quick appointment when needed
 Everything, staff friendly and efficient, doctors approachable and reassuring
 Kind friendly, have time to listen and very understanding
 Fantastic service in all aspects just one suggestion below *
How can we improve?
 Possibly sooner appointments but we understand how busy you are
 Not all doctors allocate as much time as Dr Evans, some seem to just get you out the
door
 Think you already provide an excellent service, thank you.
 Nothing
 Online telephone appointments, go back to weekend care, out of hours poor, not your
fault.
 Cold water drinking machine required in hot weather
 No recommendations for improvement, very good
 Please revise appointment slips ie 11 June 18 is easily read as 18th June. Suggest
leaving out year.
 Seeing patients on time
 Can’t think of anything
 Have very good access to appointments
 Keep up the good work, we are so to have such a wonderful surgery
 Ok so far
 No recommendations all fine











Can’t improve everything good
Less waiting time in surgery, but lately Dr Bunyan has been really prompt
Not sure, it’s a brilliant service, maybe more car parking
Couldn’t
Our doctors, nurses, staff need extra staff, extremely helpful
Online patient access, last upgrade much worse
There is always room for improvement but customer care is excellent
Don’t think you can
* due to work commitments have to make early appointments but dispensary not
open until 8.30am can it be the same time?

