
MINUTES OF THE PATIENT REFERENCE GROUP MEETING 

HELD ON THE 14TH MARCH 2018 

 

PRESENT: Robert Kelso (Chair), Sylvia Hindley, Roger Watts, Di Wogden, Dee Brown, Ed Matthews, 

Pip Murphy, Becky Goulding.  (Apologies from Linda and Malcolm) 

Minutes from previous meeting accepted. 

Matters arising; 

There is an interested party looking at taking over the previous pharmacy at Tesco Whiddon Valley.   

WIFI will be available in May in reception/waiting rooms. 

CAR PARK SURVEY 

This was carried out on Monday 5th of March by Lucy one of our receptionist/admin team from 8.30 

– 12 noon and by Roger on the 12th of March for just over an hour.  Most car users do park in Belle 

Meadow, both days combined total of 104 and 66 using Brannam car park and 13 parked elsewhere. 

North Devon Council Executive responded to the letter from the practice; they noted the car park 

strategy at Belle Meadow is in the early stages with the feasibility study by Hydrock Work.  There is 

some partial access to a car park for users and staff at Brannam and Queens St multi-storey facility in 

the planning stages too. They suggested meeting with the practice at a later stage. 

FRIENDS AND FAMILY 

There was a comment from a patient that the nurse did not take a blood pressure reading when they 

attended the asthma clinic. Dee will take up with Desri our Lead Practice Nurse. 

Robert highlighted that the response rate to the F&F surveys is less than 1% (0.005%) and suggested 

to look at upping the response rate. The majority of the comments were very positive. 

Dee said that the NHS Choices comments from patients yielded 4-5 positive reviews. There was a  

good review on the Facebook page and an email from a patient hindered by the snow but helped by 

the practice to access medication, and from a patient re-locating praising the service received at 

Brannam. 

Explanation of what happens when a patient is referred to secondary care – a leaflet is now available 

for doctors to pass to patients. 

INCREASING ONLINE ACCESS –WEBSITE REVIEW 

Clear and happy with it, maybe a little bit crowded, but generally a good impression.  Booking online 

appointments is good to choose convenient and appropriate appointment slot.  Prescription 

requests on line are good with using the pharmacy system of choice.   



We are trying to put some repeat prescriptions onto an ‘occasional’ repeat as pharmacy/patients are 

over-ordering some medications that are used less frequent. 

We discussed new patients requesting on-line details when registering where the usual practice is 

for the patient to return, again with ID, to request at the desk.  Can this in some way be done at the 

same time as registering so that when the patient is accepted onto EMIS, the receptionist can print 

off the on-line details and send in the post. 

 

MJOG/SMS TEXTING DEMO 

Becky demonstrated this system to the group.  Highlighted that the patient gets a text or email 

hyperlink that is somewhat not easy to manage – can this in anyway be improved? Becky will report 

back to mjog. 

 

STAKEHOLDER REPORT – ROGER 

Extracts from the lengthy February meeting had been previously circulated including a summary on 

Integrated Care and the STP top ten developments and successes. Roger was impressed with Dr John 

Womersley who is chair of the Northern section of NEW Devon CCG and spoke at the meeting.  

Andrea Beecham from NDHCT, explained that North Devon has more limb amputees through 

diabetes than any other locality.  There is an integrated diabetes project with NDDH working with 

local pracices to improve care. Our practice nurse, Becky Walker, is seeing our housebound patients 

with diabetes. 

Robert asked how practices were responding to GDPR General Data Protection Regulation. April 

North Devon Practice Managers Group are meeting in April with the IG Governance CCG lead to do a 

data mapping exercise in preparation. 

Patients will no longer be charged for access to their records. 

Shared care data has been shelved to reassure anonymity.  Practices will need a Data Protection 

Officer. We had asked if the CCG DPO could also act as a DPO for practices as there are very few 

qualified officers (only 18,000 in Europe).  Good guidelines for research and care. 

 

BUSINESS PLANS 

 Dr Sarah Street begins at Brannam to job share with Dr Jackie Tolhurst in April. She is 

moving back from Keynsham and was previously a resident of North Devon. 

 Awaiting more plans for the garden extension from the architect. 

 Community connector, Sue Hartnoll, has begun to help patients to access 

community resources and services. 



 Louise Bond is to also be a GP Trainer extra to her current surgery commitments. 

 Have re-decorated areas and purchased new desks. 

 Clinical care focus is on vulnerable groups: patients with dementia, learning 

disabilities and mental health illnesses. 

 Pip informed the group that there is a new post at NDDH of Dementia Health Lead 

for a Band 7 Nurse.  Angela Walters has been appointed. 

(Dee mentioned Donna Woolaway, Police Community Support Worker promoting the THIS IS ME 

initiative (The Herbert Protocol). This is a national scheme which encourages carers to compile 

useful information which could be used in the event of a vulnerable person going missing. 

Carers, family members and friends can complete a form iin advance, recording all vital details, such 
as medication required, mobile numbers, places previously located, a photograph etc.  In the event 
of your family member or friend going missing, the form can be easily sent or handed to the police 
to reduce the time taken in gathering this information. 

The Herbert Protocol initiative is named after George Herbert, a War veteran of the Normandy 
landings, who lived with dementia.) 

 Put up dementia user friendly signage in the reception areas.  Mental health service to 
provide 24/7 service alongside Crisis Team at NDDH which is a Mon-Fri service. 

PRACTICE NEWSLETTER 

Suggestion to add some information regarding explaining the role of the Patient Reference Group. 

AOB 

The practice would like another nurse practitioner.  We have another receptionist starting in April to 

cover Steph’s (Dr Waterfall/Deacon’s receptionist) maternity leave.  We will have 3 new registrars in 

August and 2 Physician Associates on placements from NDDH (Year 2 students from a 5 year degree 

course).  Rachel Nestel is to have a trainee pharmacist also in the practice. 

 

Next meeting for the PRG is 9th May 2018 at 6pm. 

 

 

 


