
Claremont Clinic PPG 

MINUTES & AGENDA 

 

Date: Monday 9th of December2024 
Time: 15:30-5pm  
Location: Claremont Clinic 
Chair/ CO- Chair: Michael / Tarsem  
Minute taker and Support: Shamina/Chanel (Social Prescriber) 
 

Attendees:  

Present  

Staff 

Chanel Radford (CR) 

Shamina Akhtar (SA)  

Dr Joyce (CJ) 

Patients  

(TL) (MS) (ML)  

(JS) (LC) (BS) 

 (CK) 

Apologies/ not present:  (JB) (GM) (SS) 

 

 Agenda Items:  Action: 

1 Introduction 

New members: 

(LC) 

 

 

2 Updated Actions 

 

MS will be leaving the group. We wish her well and thank 
her for her support in creating the group. 

 

The group agreed that the PPG minutes need to be 
approved by Chair/ Co-Chair and then the group before 
adding them to website. Concerns with consent/errors. 

 

Invite LC and BS to WhatsApp group 

 

Request for receptionist lift assistance 

Receptionists cannot assist PPG members with the lift due 

to their duties. 

All members agreed to wait downstairs for either SA or CR 

 

 

 

CR to ask the management to remove last 
month’s minutes and email to Chair/Co-
chair. 

CR to share contacts and email group ML 
number to request invite. 

 

 

 

 



to support them with lift assistance or to assort upstairs. 

 

Waiting time for Telephone Consultation: 
Unfortunately, the overall outcome is agreed that no 
changes will be made to the telephone appointment time 
which is 8am- 6pm. There is an option on the form to add 
times that are not good to contact you and this will be 
taken into consideration. This point will not be discussed in 
future meetings.  

 

Discussion about telephone appointment text times. 

 

If you miss appointments, you receive a text, the group 
shared different experiences with this. 

Dr CJ has made exceptions dependent on the reason, but 
this is not a rule for all. 

LC was not aware that the waiting time was all day but 
mentioned being contacted within a reasonable time. 

MS mentioned the possibility of reviewing it in a year. 

 

As discussed with management it won’t be raised again in 
the PPG but can be discussed directly with management. 

 

Same-Day Appointments Clarification 

On the day appointments, we may have some instances 

when we have a locum GP covering and or our Physician 

Associate appointments are on the day.  Appointments 

should be pre -booked either online or f2f or telephone, we 

encourage patients to complete the online consultation 

form. 

 

Dr CJ mentioned plans to move to a triage system, whereby 
patients will be allocated to the most appropriate clinician. 
This is seen to be the standard model which most GPs are 
using. It is likely to take place in 12/18 months.  

 

JS shared his negative experience with the triage system 
which results in him not being seen for 2 weeks. 

Dr CJ mentioned that you should be more likely to be seen 
sooner for acute problems. They will invite feedback once it 
has been rolled out. 

 

MS suggested a list of options for patients for staff can be 
seen by. 

ML shared issues with getting an appt due to a recent 
Diabetes review. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

Dr CJ shared the ongoing issues with reception staff 
turnover, some are new so they may get information 
wrong. 

 

Repeat Prescriptions Clarification 

Initial requests must be made by patients; follow-up 

processes vary by pharmacy and medication. 

The experiences vary, so it was suggested to use the App to 
check before collection or change to a new pharmacy. 

 

Management and Receptionist Participation 

Request for management and receptionist involvement in 

meetings is declined due to time constraints. 

 

MS requested for a receptionist attend for 10mins. 

Dr CJ feels this will be helpful to show how to use the NHS 
app.  

ML mentioned that if they are all confident with the NHS 
APP they can support others. 

 

Patient Volume Report 

32 patients seen per GP a day 

 

Dr CJ mentioned seeing 35 patients daily, this used to be 42 
and the average is 25. 25 is the safe number of patients due 
to increased demand and complex problems. Most GPs are 
not full-time. 

 

Vulnerable Patient Protocols 

We can add alerts on the system for this dependant on 

patient’s vulnerability. 

How receptionist prioritise key patients 

It all depends on the day and the type of requests received, 

but any query is raised with the Senior receptionist or 

Assistant and if they need further support, they will always 

flag with a GP for advice. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

CR request to management for Sam to 
attend to 10mins to go through the NHS 
APP 

3 New updates 

 

The new website is live. 

TL shared issues with finding the minutes on the website 

 

 

 



but found it. 

 

CR will check and ask TL to let us know if there are any 
issues. We welcome feedback for the website. 

A message has been added to the telephone daily when we 

have used up all our appointments - Once we have reached 

our capacity ofappointments we have added a message to 

the phone line to inform patients who are calling in of this, 

we have provided information to contact NHS 111, Local 

Pharmacy, Enhanced Access, A&E. 

Starting in January 2025, due to funding cuts, we will be 
reducing the use of text messages for communication. 
Most of our updates, appointment reminders, and other 
correspondence will be sent via email. 

 

ML mentioned receiving two texts in error. 

Dr CJ Some errors are made by the system or new staff 
members. 

 

 

 

 

CR check website 

 

 

 

 

 

 

 

 

 

4 Garden Project update: 

 

We still have the two plant pots at the entrance of 

in reception. 

MS encouraged everyone to water it when they come to 
the practice. 

 

 

 

 

 

 

5 A.O.B  

TL discussed doing an event which was mentioned last 
year. 

 

The issue of space was discussed as we have lost the big IT 
room. PPG meetings will unfortunately continue in the 
kitchen. 

 

More discussion is needed at the next meeting. 

 

 

 

 

 

 

 

 

 

 



 Proposed next meeting date 

Date: Monday 17th of March 2025 

Time: 15:30 -5pm 

Location: Claremont Clinic 

Chair/ CO- Chair: Michael / Tarsem 

Minute taker and Support: Chanel/ Shamina (Social 
Prescriber) 

 

Agenda: TBC 

 

 

 

 


