
TRINITY MEDICAL CENTRE 

PATIENT REFERENCE GROUP 

 
Tuesday 10 February 2015 

 

 

 

Present: 

 Dorothy Richardson (chair) 

 Vera Skipper 

 Bob Wilson 

 Dorothy Robertson  

 Pat Brown 

 Robert Paterson 

 Sheila & Jock McConnell 

Jacqueline Foster Nurse 

Carol Craggs Practice Manager 

 Margaret McPherson Business Manager 

 Emma Kitching Trainee Practice Manager 

   

Retirements:      Apologies: Mr Dawson and Mrs Coulter 

 Keith McDaid  

 

1. Minutes of Last Meeting 

The minutes were agreed as a true and accurate account of the last meeting 

 

Matters Arising 

 

Update on Priority Areas 

Priority Area 1 

To make the practice a more welcoming and less clinical.  This to include the decoration, seating area 

and ambiance. 

 

Margaret advised that the practice was continuing to try to improve the building although it was tired.  

The front is going to have a bit of a revamp with paint and some planters and hopefully new free 

standing sign advertising Trinity Medical Centre. 

 

Outstanding: 

• Notice Boards need to be brighter 

• New carpets, pipework has now been completed and flooring is being updated. 

• Kick Boards due to be re repainted 

• Seats recovered pending quotes  
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Priority Area 2 

Make a plan of action to make the reception desk more user friendly for disabled patients as well as 

patients who are not very tall.  No progress on this as awaiting quotes. 

 

What Actions were taken to address the priority? 

1. Assess the budget for this area 

2. Take to Partners meeting for further discussion 

3. Design a workable plan 

4. Get three quotes 

 

Priority Area 3 

Produce a Leaflet for patients with pathways for self-care:  Margaret produced a leaflet  asking the 

group to review this.  Did the leaflet contain sufficient information to meet the criteria of self-care?  

The following were suggested: 

 

Try to get a bit more information under “pharmacist” as this is a big area where patients can go instead 

of visiting their GP.  Put something in about this being free (for those patients who qualify) and also to 

tell patients to regularly check their medication is not out of date.  Add www.patient.uk to the leaflet 

as this is an excellent resource for patients.  Generally the leaflet was well accepted. 

 

What Actions were taken to address the priority? 

1. Take to Partners meeting for further discussion 

2. Collect all the appropriate information 

4. Produce a Leaflet 

5. Review at Patient Reference Group 

 

All actions have now been completed.  The leaflet will be uploaded onto our website. 

 

2. Friends and Family Test 

Margaret reminded everyone about the Friends and Family Test that all GP practices now have to do 

under their Contract.  Slips are available for patients to complete if they wish.  These have to be 

reported back to the Area Team at the end of every month.  Margaret produced a copy of January’s 

questionnaires asking for feedback on the comments left. 

 

9 patients completed the questionnaire at the surgery 

57 patients responded to our text message on their mobile device 

 

The 66 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?” 

Extremely 

Likely 

Likely Neither Likely 

or Unlikely 

Unlikely 

 

Extremely 

Unlikely 

Don’t Know 
5

1 
9 2 2 2 0 
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2. What would you do to improve the service? 

 

 

 

 

 

 

       
 

 

 

 

 

 

 

 

 

 
 

 

 

 

Everyone agreed that the feedback was good with only an odd comment that was negative.  However, 

there were a couple of areas that perhaps need more research.  Getting an appointment seems to 

have been raised as being difficult at times and this was supported by Dorothy who advised that she 

recently had problems.  Dorothy went on to say that she was told by the GP to make an appointment 

in 4 weeks  but was told by reception that there were no appointments on the system for 4 weeks and 

it took her 2 weeks to get her appointment.  Margaret advised that she would like to know if anything 

like this happens as appointments are/should always be on the system 4 weeks and more in advance 

as the rotas are done well in advance.  Margaret would like patients to let herself, Carol or Emma know 

Better Service 

It will be nice to have a new updated building.  All the people who work in this practice wonderful.  

No it is fine as it is.  Staff are very helpful 

Baby changing room -  PLEASE NOTE WE HAVE BABY CHANGING FACILITIES IN THE DISABLED TOILET 

More Marilyn on reception please, employ more considerate receptionists!  Some doctors, one in particular, arrogant! 

Only thing was the waiting time when I checked in the machine said appointments were running on time but I had to 

wait 15 minutes after my appointment time to see my doctor. 

Nothing, I love the practice all the staff do their very best with the greatest of care, they are simply the best. 

For my needs I find the service totally adequate.                 Don’t think you could do anything,  good now 

Nothing  to improve, I have been a patient of this practice and former practices (Dr Main) very  happy with all aspect 

that have touched me and my family. 

Nothing,  very happy with the care provided 

Service I had today was good, staff very friendly and helpful doctor polite.  Good advice from both and COPD chek up. 

My family and myself are happy with the service we receive. 

Have a way of contacting deaf people and for them to contact surgery other than by phone and not just to take it for 

granted that everyone can hear. 

Appointments are rarely on time.  There always seems to be a 10-15 min delay 

Getting an appointment with the doctor, you have to wait a long time, don’t know what  you can do about it 

More time for patients not to feel like we have to hurry up saying about our health problems 

Employ more staff so queues do not build up and new patient notes can be added more quickly when computer 

systems are not compatible    NOT SURE WE UNDERSTAND THE LAST BIT ABOUT THE COMPUTER???? 

Improve availability of appointments; I waited 2 weeks for my recent appointment. 

Make sure GPs check patient’s medical records before they call them into the room so they know medication records 

and recently history of patients. 

 

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

 

Never get to see a doctor 

It’s a very good practice 

The doctors are always caring, the staff are always helpful, have always been able to get  appointments 

Always prompt treatment 

The doctors always have time to listen.  The staff are pleasant and obliging 

Ease of booking appointments.  Waiting time is not excessive. 

I can always get an appointment quickly if I need one.  Receptionists friendly and up to date with my medical history 

Good GPs 

Some doctors very good, some not so good, some go extra mile and some don’t! 
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if anything is not working.  It was suggested that a poster be put up advising patients of this and who to 

contact.  This was agreed to be a good idea.  Margaret to action. 

 

Contacting people who are deaf is another area to look at in more depth.  Carol advised that deaf 

patients are taken into a room rather than shout at the front desk.  Carol confirmed that these patients 

are identified on the system. 

 

3. Patient Suggestions 

Carol produced two patient suggestions 

 

(  i)  Music in the waiting room:  Everyone agreed that this was unnecessary, the cost of the PRS Licence 

is quite expensive. 

 

( ii)  Ordering Repeat Prescription over the Telephone:  It was agreed that although we have done a 

survey in the past, it would be good for the patients.  Margaret advised that we have a new 

receptionist commencing in April and she comes with good skills in prescribing and will be taking over 

this area, we hope to introduce ordering of a repeat prescription over the telephone.  This may 

coincide with the new EPS (Electronic Prescribing Scheme) which is being introduced whereby scripts 

are processed electronically and the patient can just go straight to the chemist of choice to collect it.  It 

was clarified that this could be any chemist of choice by the patient at the point of ordering their 

repeat medication over the telephone. 

 

4. Raising the Practice Profile 

Margaret advised that the practice is trying to raise their profile to encourage patients to join the list.  

This was not only to increase the list but to ensure we maintain the current list size.  All practices in 

South Tyneside are going through a review of their budget with the Area Team and Trinity is set to lose 

£87,000.  A private provider, Intrahealth, have now taken over St George Medical Centre which is next 

door.  Margaret would like to encourage patients to put a review on the NHS Choices website so that 

when a patient is looking for a new practice, will be encouraged by the reviews.  It was suggested that 

a poster be put up to this effect as patients probably do not know that they can do this. 

 

Various suggestions were put forward in order to market the practice which include:-  posters; leaflets 

in doors of new houses; advertising in the Metro paper; or the Council and advising patients that they 

do not have to register with another practice if they move house. 

 

5. Review of Significant Events 

Emma brought some significant events for discussion and review by the group: 

(  i)  A receptionist has put the wrong patient name in for a home visit (had not checked the dob and 

address).  The Doctor went out to visit and whilst the patient was not expecting the doctor to visit, 

welcomed him in.  The Doctors realised that this patient had not requested a home visit.  The learning 

outcome was a training issue to ensure receptionists always check the dob and address of the patient. 
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( ii)  Patient telephone for a swab result and was told only part of it was back.  The receptionist 

telephoned the Lab to be told that they had lost/misplaced it and if the patient still has symptoms to 

return to the GP for another swab.  Carol advised that this was a significant event on the part of the 

hospital and the practice would raise this on our national system called SIRMS 

 

(iii)  Fridge door had been left open by the Courier for approximately 2 hours.  This had resulted in 

compromising the vaccines inside.  This was a one off episode and all vaccines have now been moved 

to the vaccine fridge as they were in a temporary fridge due to the large quantity of flu vaccines being 

stored. 

 

Complaint:  Carol had one complaint where a patient had complained that he had to pay £15 for a 

doctor to sign a letter.  Carol advised that this was private work for the doctor and the patient was 

advised before that there would be a charge.  Emma confirmed that the charges are displayed on the 

front desk. 

 

7. South Tyneside Clinical Commissioning Patient Reference Group  

Bob was unable to attend the group but Emma had attended and reported the following: 

 

The Group is promoting self care at the moment and this is being taken forward in Jarrow where 

leaflets and posters are being produced.  The project is being called “Better You”. 

 

Health Champions is still being pushed and the money (£30,000) which was intimated was given to 

practices is being used for the training of these health champions. Emma went on to explain they are 

looking at setting up groups for example a tea club; dance club; gardening club. 

 

Public Health are promoting alcohol problems in the community. 

 

Bob went on to advise that he had attended a Healthnet Meeting and their discussion was around 

Perth Green closing but the Council were building a new centre but the location was not yet known. 

 

8. AOB 

(a) Lloyds Pharmacy 

There was some discussion around Lloyds Pharmacy next door.  Dorothy advised that she had 

problems and spoke to the pharmacist who had advised that he was new to the Pharmacy and all the 

staff were also new.  He went on to say that it was in a real mess with untrained staff. He advised that 

he wanted to come and speak with Trinity about this and promised things would improve. 

 

Most people were very unhappy with the service from Lloyds and Mr McConnell relayed his recent bad 

experience and whilst waiting overheard other patients complaining of the bad service too. 

 

Carol suggested we ask the Pharmacist to our meeting and this was agreed – Carol to action. 

 

(b) Patient Survey 
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Margaret advised that a survey had not been carried out this year and advised that under the Care 

Quality Commission we need to be seen to be reviewing our services.  Margaret advised that she had 

recently carried out a survey on consultations and currently a survey is going out on access to 

appointments and getting through on the telephone.  In March a survey on the waiting room 

experience will go out. 

 

PATIENT SURVEY JANUARY 2015 RESULTS 

During the Month of January the survey was handed out to patients who had attended Drs Perrins; 

Dowden; Jenkinson; Pattekar; Rouse and Mannikar.  54 were returned. 

 

All about your doctor.  We are endeavouring to improve patient/doctor relationships.  Our aim is to 

ensure that, as far as possible, when you visit your doctor, you leave feeling  the doctor listened to you 

and that you were involved in the decisions about your health and treatment. 

. 

1. Which doctor did you consult with today? 

 

2. Did the doctor listen to you?       YES  NO  

 

3. Did the doctor ensure that you understood the treatment/advice given? YES  NO  

 

4. Did the doctor give you enough information to allow you to make a  YES  NO  

decision regarding your treatment or medication? 

 

5. Did the doctor go through any options available to you regarding your YES  NO  

treatment or medication?       (GPs (1GPR and 2 Dr Mannikar) 

 

6. Did the doctor involve you in making a decision about your treatment or YES  NO  

medication?                           (GPs 1 GPR and 1 Dr Mannikar) 

 

7. Did the doctor treat you with care and concern?    YES  NO  

               (GPs  1 Dr Dowden) 

8. What comments would you like to make which would have made this a better consultation with 

your doctor? 

 

 

 

 

 

 

 

 

 

 

54 

3 

2 

1 

54 

54 

51 

52 

53 

Dr Mannikar: 

o No comment, everything just fine 

o When I phoned on Tuesday to ring for an emergency appointment, I got told there wasn’t any.  I 

asked for a one with a nurse and the reply was “why what’s wrong with you”.  I do not wish to 

disclose the information to the receptionist. 

o Emergency appointment thank you very much for squeezing me in 

Dr Jenkinson 

o Very helpful and attentive thank you 

o Dr Jenkinson listened to me 

o Consultation friendly and relaxed 

Dr Rouse 

o Consultation was satisfactory 
o I was very anxious to have the procedure, D Rouse reassured me and made me feel at ease 



TRINITY MEDICAL CENTRE 

 

Margaret asked for feedback:  It was agreed that it was a good survey and a poster should be put up to say if 

patients are not happy to feed this back to either Margaret, Carol or Emma. 

 

9. Date and Time of Next Meeting 

Tuesday 14 April 2015 at 6.15 pm at Trinity Medical Centre 

 


