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PRG Meeting – Monday 2nd September at 6:00pm 

 
Attendees: 
Emma Kitching (Deputy Practice Manager) 
 
DR (chair and patient representative) 
VS (patient representative) 
CN (patient representative) 
BW (patient representative) 
AM (patient representative) 
AK (patient representative) 
PF (patient representative) 
VA (patient representative) 
PB (patient representative) 
ST (patient representative) 
 
DW Guest speaker 
 
Apologies: 
No Apologies received from members 
 
 
Speaker: Derek Winter, Lifecycle Services, South Tyneside and Sunderland Foundation Trust. 
 
Derek attended the meeting tonight to provide group members with information on the services that Lifecycle 
(previously known as Talking Therapies) offer to patients living in South Tyneside. 

Lifecycle are a multi-disciplinary team of professionals from education, health and counselling that work with 

people across the lifecycle. It is intended for patients that are experiencing mental health difficulties including 

depression, anxiety, stress, OCD, panic attacks, bereavement, low self-esteem and phobias.  Patients can self-

refer themselves via the contact number on the leaflet. Patients can also be referred by a parent/carer.   

Patients will be offered an assessment appointment over the telephone within two days. At this appointment, 

with the support from an experienced therapist, they will discuss what type of support may be required.  If 

support is agreed, then a treatment plan will be put in place. 

Types of treatment 

This could include one of the following; 

 



 Cognitive Behavioural Therapy (CBT) 
 Mindfulness 
 Family Therapy 
 Person Centred Counselling 
 Computerised Therapy 
 Supported self help 
 Interpersonal Therapy (IPT) 
 Cognitive analytiv Therapy (CAT) 
 Referral to other services 

Services are based from two main Cleadon Park and Monkton Hall and are available 6 days per week. 8:30am – 
8:30pm Mon – Thur, 8:30 – 4:30 Fri & 9:00am – 5:00pm Saturday. 
 
Derek’s team are now looking at working with patients who suffer with a long term condition such as diabetes 
or pain management.  This service would be suitable for patients that are worrying about their condition.  They 
are part of a pilot with First Contact Clinical working within the hospital with patients who suffer from diabetes 
or COPD.   
 
Derek hoped that his attendance tonight would spread the word about the services available.  He is working his 
way around all the practices in South Tyneside. 
 
Some group members who were already aware of the service, expressed concerns that the waiting times were 
over 4 months to access certain treatments.  Derek said at the moment that there was an up to 3 month wait to 
access some treatments.  Unfortunately this was to do with funding of the service. 
 
Patients who assessed as being in “crisis” would be directed to The Samaritans or Crisis team and would not be 
expected to wait.  
 
1. Minutes of Last Meeting  
            Matters arising 
 
Weight clinic – Emma has this back on her agenda now that nursing staffing is stable and is looking at 
implementing this service in January.  This has never been done before in this practice so the first 12 weeks will 
be a pilot. Emma had thought about implementing it sooner, but it is September now and the flu campaign will 
be starting soon. 
 
Identifiable information – Following on from the last meeting where members requested that their full names 
were removed from the minutes.  Margaret has raised that there needs to be some identifier as to the makeup 
of the group ie, Manager, patient representative etc.  This is for audit purposes.  All group members were in 
agreement with this and changes will be implemented from tonight’s minutes.  
 
One member said that she did put her apologies in for the last meeting; however Emma never received the 
message.  Everyone agreed that the minutes from the previous meeting were accurate.  
 
Emma welcomed our newest member ST to her first Patient Reference Group. 
 
2. Friends and Family 
 
Members did not have time to check the website for the latest results. 
 



Due to high volume of friends and family results these were not discussed at great length.  Overall the 
comments were good.  Emma suggested that the latest results to be sent over with the invites so that members 
can review the results prior to the meeting. 
 
 

THE NHS FRIENDS AND FAMILY TEST 
Results for the Month of JULY 2019 

 2 patients completed the questionnaire at the surgery 
153 patients responded to our text message on their mobile device 
 
The combined responses were as follows: 
 
1. How likely are you to recommend our GP practice to friends and family if they needed similar 
care or treatment?” 

 
 
 
Thinking about your response, what is the main reason why you feel this way? 

 
What would you do to improve the service? 
 

Perhaps a bit more support to the employee on the reception area. 
She is a very professional individual, always ready with a smile to assist you efficiently and effectively. However it is quite 
apparent that she needs support, and perhaps treated as an employee a little more fairly.  
Based on the service I received today I don't think any improvement is needed. It was at the level I would expect and am 
absolutely happy with it 
I don't think it needs improving. 
Give you more wages if i could 
The service is good the only improvements I would recommend is the main entrance not appealing to the eye compared to 
other medical centres I have been 
I'm always satisfied so no 'recommendations for improvement. 
Is a little better now that i can phone through the day instead of first thing when i need an appointment ... 
I feel the GPS workload appears to be vast and therefore I would suggest more support for them eg  More    nurse 
practitioners? 
Nothing i think you're service is very good 
Get another gp 
Read notes and reports from other doctors, regarding new patients, take contents seriously 
More face 2 face appointment  
Have more appointments available x 
Enable people to book appointments 
More staff on reception when busy 
Went in to discuss a few issues but left feeling like a burden and no real solutions. 
Open on Saturday mornings 
Nothing as I always receive friendly and professional help when  needed through out the whole practise 
Be allocated a specific doctor instead of seeing multiple and having to explain things over and over 
Send a reminder 2 hrs before appointment  not 2 hrs After would seem a good place to start 
Better appointment booking service 
I think service is fine. Works well. Stops long waits to see doctor or nurse. If you need urgent appointment you only have to 
explain why. Staff excellent especially Karen 

Extremely Likely Likely Neither Likely or 
Unlikely 

Unlikely 
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Have been very happy with Trinity Medical Centre so extremely satisfied with the care I have received 
don't think I would I'm happy  with it now  
Service 1st class" 
More privacy at reception 
Happy with service provided today.  Thank you Lisa 
We are really satisfied with the service we receive. 
 

Overall the comments were very good.  Emma discussed amongst the meeting the comment regarding 
reception again that keeps cropping up.  The receptionist always asks for help but the issues on reception are 
usually complex such as prescription queries which holds up the queues.   Group members agreed that there is 
not much more the practice can do. 
 
 
3. Complaints 
 
Summary of Complaint      
 
Patient was contacted by receptionist to cancel his inappropriate appointment with NP for ear syringe. 
 
It was booked by one of the reception staff.  Patient was unhappy that his appt was being cancelled as he had 
taken the day off work. 
 
Patient was offered an apology and satisfied. 
 
Emma discussed this complaint with the team and advised that they must follow their signposting packs at all 
times. 
 
1 Incident event/ complaint 
 
A series of events have led to this complaint: 
 

1. Letter from physician in December asked the practice to take of the care of the patient and prescribe 
Denosumab. Next 1 was due June 2019.  This letter was not passed to the GP and no process was put in 
place.  Relative rang in May to find out what was happening and this flagged the letter had not been 
actioned. 

2. Staff member acted on the letter, added patient to LTR register, sent for blood tests and arranged nurse 
appt. 

3. Staff member brought letter to line manager to raise as incident and noticed a blood test was missing 
from the req.  Staff member had to contact the relative again to inform  that  another test was needed 
and apologised that it was missed. 

4. Blood test was done and reported as abnormal no action.  Staff member informed son of this and appt 
was due with nurse 6/6/19 

5. Nurse needed to carry out a creatinine clearance score prior to administering the injection, this was 
done on the morning of the appt and found to be abnormal.  Nurse got advice from GP who advised the 
blood test needed to be repeated and that the injection should not go ahead.  Nurse tried to phone the 
relative but no answer. 

6. Patient was brought to appointment and nurse informed son the procedure could not go ahead. 
Relative was unhappy that he was told bloods were okay.  Staff member would not have been aware a 
creatinine clearance was needed prior to administering the injection. 

 
 
What were the learning outcomes?   



As a result of this complaint we have changed our Denosmab protocol to include sending a task to the nurse 
when the bloods are requested to calculate creatinine clearance score prior to appointment. 
 
4. Veteran Accredited Friendly Practice 

 
The Department of Health have issued guidance that all service veterans should receive priority access to NHS 
care for any condition which is likely to relate to their military service. This is also subject to fair treatment of all 
other patients based on clinical needs. 

 
An important element of this is identifying and recording which patients are veterans, understanding their 
specific health needs and being aware of the additional dedicated care and support available to them. 

 
Many conditions do not become obvious until after a veteran has left military service, therefore all GPs should 
be aware of the government wish to prioritise care of this nature and consider the military aspects of a 
condition when diagnosing and referring to secondary care. 
 
The practice has been awarded a certificate and the status of being a Veteran Friendly accredited practice. 

Becoming a veteran friendly accredited practice, 

In summary, accreditation consists of five elements: 

1. Ask patients registering with a surgery if they have ever served in the British Armed Forces. 
2. Code it on the GP computer system. We recommend using 'English' rather than Read codes as these 

vary according to which computer system is used. Having changed the Read codes available and 
removed derogatory codes such as 'dishonourable discharge', we recommend that the term 'Military 
Veteran' is used. It is therefore very simple. 

3. Have a clinical lead on veterans in the surgery. This should be a registered health care professional, but 
could be a nurse or paramedic, not just a GP. 

4. This clinical lead is required to undertake dedicated training, attend NHS Armed Forces network 
meetings, stay up to date with the latest research and innovations and ensure that the practice is 
meeting the health commitments of the Armed Forces Covenant. They should also be available to 
provide advice to colleagues, as well as possibly seeing veterans themselves. 

5. Eligible practices should have a CQC 'good' rating. 

Accreditation lasts 3 years and will expire in July 2022. 
 
All group members agreed this was an excellent status to have.  The certificate is displayed in the entrance area. 

 
5. WWC Survey results 
 

PATIENT SURVEY RESULTS JUNE 2019 
 
The practice is endeavouring to improve its services and patient/nurse relationships.  Our aim is to ensure 
that, as far as possible, when patients attend to undergo a smear by the Nurse, they left feeling the Nurse 
listened, discussed the procedure and that they felt they were involved in the decisions about their health 
and treatment. 

This survey is a means to establishing how patients feel about the service we offer.  We asked 16 patients 
who attended for a smear to complete questionnaires.  The results were as follows: 
 
The procedure: 

https://www.armedforcescovenant.gov.uk/


1. Which Nurse did you consult with today? 
 
Louise 9  Lisa  4   Did not state 3 
            

2. Did the Nurse explain the procedure and give you enough information?      
 

Yes 14  No  1   Did not state 1 
 

3. Did the Nurse ask whether you understood the procedure?         
 

Yes 14  No  1   Did not state 1 
                   

4. Were you treated sensitively?  
 
Yes 16  No  0   Did not state 0 

 
5. Were you treated with dignity? 

 
Yes 16  No  0   Did not state 0 

 
6. Did you have appropriate privacy? 

 
Yes 16  No  0   Did not state 0 

 
7. Were you able to ask Questions? 

 
Yes 16  No  0   Did not state 0 

 
8. Did you find the Nurse helpful?  

 
Yes 16  No  0   Did not state 0 

 
The Service: 

1. Did you have to wait more than 2 weeks for your  
appointment? If yes how long?  
 
YES: 0  
NO:   16 
         

2. Did you find the appointment time convenient?                                              
(No? Please state what would be convenient for you) 

  
 YES:  16 
 NO:  0 
 

3. Did you have to wait more than 10 minutes to       
be seen by the Nurse? If so, how long   
 
YES:  1 (no comment) 
NO:  15 
 

4. Did you find the receptionists helpful?  



 
YES:  15                                    
NO:  0 
No answer: 1 

 
5. What prompted you to make your appointment today? 

a) Letter from CSA to say due    8 
b) Media coverage    0 
c) knew it was due    1 
d) received a prompt from the surgery  3 
(a nurse rang or a letter)    
Did not state    4   

Overall: 
1. Did you find the whole process relaxing?   

 
YES:  15   
NO:  0 
No answer: 1 
 

Comments: “Louise was lovely” 
                                                 

2. Would you feel happy to return?  
 
YES:  16 
NO:  0 
No answer: 0       

 
3. We constantly strive to improve our service and would welcome ALL your comments good or bad - we use these 
comments to improve the service or continue the present standard, please help us by letting us know your views. 
 
 
 
 
 
 

 
All group members agreed that the survey showed excellent results. 
 
6. South Tyneside CCG patient Reference Group (BW) 

 
BW kindly gave an update following his attendance at the CCG PRG and Cancer strategy meetings.  
 

 The FIT testing in primary care has been rolled out nationally. This test is easier to supply and 
administer.  Tests for blood naked to human eye and also haemoglobin in the stool and other sources of 
blood such as from your diet. 

 There has been 3 new lung consultants recruited.  This should have a marked performance on the 
optium pathways for cancer, how the pathways work and waiting times. 

 Cancer alliance group – a new 5 year plan is being devised.  It is estimated that 30,000 people will 
survive cancer for 5 years or more. 

 By 2021 everyone should have access to personalised care.  Steps are now being taken to promote the 
personalisation agenda.  

 Public Health – HPV programme, as discussed previously there is not enough promotion on this.  
Additional education is needed in schools.  The vaccine has now been rolled out to be given to boys. 

No comments were made 

 

 



 

 
7. AOB 
 
Latest survey – As Emma discussed at the last meeting, the new survey regarding access was now ready and 
being sent out to patients.  The survey was reviewed as below and no members had any comments to add. 
 

PATIENT SURVEY AUGUST 2019 

All about the SERVICE WE DELIVER.  We are endeavouring to improve our service to patients.  Our aim is to 
ensure that, as far as possible, when you visit your surgery, you leave feeling you received a good standard of 
service, were listened to and that you were treat with respect. Please help us by answering the following 
questions and giving us as much information as possible so that we improve on our service delivery to patients. 
This is anonymous. 
 
We currently provide a same/next day booking appointment based service with our GPs at Trinity Medical 
Centre where patients contact the service on the day they would like to be seen, rather than having to wait a 
number of weeks for an appointment. Taking this into consideration, would you please answer the following 
questions: 
 

1. What type of GP appointment access would you prefer us to offer at Trinity Medical Centre? 
 

To have an appointment with any GP same/next day 
All GP appointments to be bookable in advance (which could result in up to a 4 week wait) 
 

Please give reasons for your choice: 
 
 

 
2. How important is it to you that your appointment is with the GP of your choice? 

Very important 
Important 
Not important 

 
3.  How important is it to you to see a GP same/next day with any GP rather than wait up to 4 weeks for a GP 

of your choice? 
Very important 
Important 
Not important 

 
 

4. Which is more important to you: 
GP of Choice (waiting up to 4 weeks) 
Having access to any GP same/next day 

 
5. If there was an option to book non urgent appointments in advance, what times of day would be more 

appropriate? 
 

Beginning of Surgery (early morning) 
During Surgery (throughout day)  
End of Surgery (late afternoon)  

 

 

 

 

  
  
 

 

  
  
 

 

  
  
 

 

  
 

 

 



Please give reasons for your choice: 
 
 

 
 

6. Do you have any further comments about the GP appointment service we currently offer? 
 

Please give your response here: 
 
 

 
 
 
EK 03/09/2019 
 
Next Meeting – Monday 2nd December 2019 6pm 
 

 


