
Notes of the 

Brunswick Park Medical Practice Patients’ Participation Group (PPG) 

Held on Tuesday, 23rd October, 2018 at 19.00 

At Brunswick Park Medical Practice, Brunswick Park Road, N11 1EY  

Attendees 

Chair:                                            Ed Poole 

Practice Staff:                             Ed Poole 

Members of the PPG:                Seher Kayikci, Linda Jackson, Lois Chaber, Peter White, 

Janice Hembrow 

Apologies:                                    Jo-Anne Raye, Elliot Finer, Neal 

 

1.  Introductions and welcome  

2.  Previous Minutes and Matters Arising  

 i. Referrals 
The group discussed referrals and numbers that patients can call about 
their referrals. Ed agreed to chase this up. 

Ed Poole 

 ii. Surveys 
The group reviewed the results of this year’s nation GP survey. It was 
noted that the surgery did very well in areas around patient 
satisfaction with clinicians and their consultations but was well behind 
other local surgeries in some administrative and organisational areas 
like answering the phones and getting appointments. Ed Poole 
suggested this could be down to on-going issues with the phone 
system and changes to the way the admin team work and a shortage 
of GPs for most of the year. The practice has now recruited a full 
complement of GPs which it expects to improve the appointments 
problem and looking at the phones is an on-going area of work for the 
practice. 
 The group also noted that BPMPs score for “Say they have had 
enough support from local services in the last 12 months to help 
manage their long term condition(s)” was 54% compared locally to 
71% at Oakleigh Road. Was this down to something they were doing at 
the Practice?  
Ed Poole to ask Oakleigh if they did anything differently. Perhaps 
additional training or sign posting. 
 The group also discussed the results of their PPG survey. It was noted 
that the response was disappointingly low with only 20 surveys 
completed since April. It was hoped that if the survey is emailed to 

Ed Poole 



patients next time the response will be better. It was also noted that 
the response to “Do you generally leave the surgery satisfied after 
your consultation?” which was  12 Yes to 7 No was not what the 
practice would have hoped for. Nor was the response to the question 
“Would you recommend the surgery to people new to the area?” in 
received 11 yes and 7 no responses. Meaning over a third of 
respondents were unhappy with the surgery over all. 

 iii. PPG and Champions contacts 
Ed was still waiting to hear if it was alright to share contact details and 
will chase this up 

Ed Poole 

 iv. Online consultations 
Ed Poole reported that the practice was now displaying its email 
address on the website for patients use and that and email. But uptake 
was low for both patients and clinicians and more work was planned to 
publicise it and try and engage the clinical team more in using it. 

 

 v. Staff 
The practice now has a full complement of GPs and this will hopefully 
help improve the service and patient experience. The group will look 
out for improvement in patient feedback. 

 

 vi. Telephone system 
Ed Poole reported that there did still seem to be technical issues with 
the phones and he was going to investigate again. The practice was 
also having another look at how many of the admin team were 
answering phones at peak times after having allocated protected time 
for other admin tasks when particular staff were not expected to 
answer the phones. 

 

 vii. Protect our practice 
Ed Poole distributed the possible script for the videos on 
appointments, prescriptions and referrals for the website and big 
screen for comments and feedback to be emailed to Ed. He also 
handed out Lois Chaber’s leaflet text explaining to campaign to 
patients. The tone of the leaflet was discussed and the balance 
between discouraging casual use of appointments and not making 
patients feel like a burden and putting them off using the services they 
need. Lois suggested the leaflet be targeted at patients who GPs 
thought needed to think more about how they used the service so 
could be made to be a bit firmer than Ed Poole’s amended version. The 
group is to read and feedback by email. 

Group 

    

 


