
 

 

ELMHAM PATIENT PARTICIPATION GROUP 
 

MINUTES OF THE MEETING HELD ON 
Wednesday January 8th, 2020 

 
Present:  Chair – Roger Thorneley (RT), Secretary -Liz Waddy (LW), Ken Walton (KW), John Mallen 
(JM), Linda Rose (LR), Susan Brock (SB), Jenny Cunningham (JC) from 8.30, Bryan Leigh (BL), Angela 
Leigh (AL) 
              
From the Practice: Judith Wood (JW) Alison Gee (AG), Dr Abigail Brun (AB) 
 
1.Apologies for absence: Ted Sansom 
 
2.The Minutes of the meeting dated November 13th, 2019 were read, approved and signed. 
 
3.Matters arising:  
 

• (BL) - Ringing for test results – delays in answering the phone resulted from staff illness. This      
problem has resolved, and the surgery is now fully staffed. Due to their large number normal 
results are not communicated to patients, but patients can phone in to get them. 

• (KW) - The hospital may not have sight of the result – this should not be a problem at the 
NNUH as the surgery blood samples are sent there to be processed but may be more 
problematic at the Queen Elizabeth or James Paget hospitals. 

• (AL) – problem getting a flu jab at Elmham resulted from the fact that there are 2 different 
jabs available depending on the age of the patient and only one of these was available at that 
time in Elmham. The issue has been resolved. 

• (BL) The website now has up to date copies of the minutes and all members have signed the 
GDPR form, a copy of which is held by the surgery. 

• (KW) – a “Who’s who” of surgery staff is a work in progress 
 
 
4. Members Items: 
 

• (AL) Difficulties over availability of prescription items continues. AG presented a huge list of 
unavailable items – the practice receives one of these on a monthly basis. Problems relate in 
part to production difficulties. Theatre Royal surgery has a pharmacy on site and the latter is 
always prioritised for deliveries of medications. 
The surgery is reimbursed at a fixed tariff for a 12-month period. It has no capacity to store 
large amounts of medication ruling out the option of bulk buying. 

• (BL) Problem with queues at the reception desk when the sole receptionist is also answering 
the phone. There are also 3 receptionists answering the phone in a room at the back of 
reception. In future the front desk receptionist will only receive important internal calls. 
Patients are encouraged to use the self-check-in or book online. The creation of a window in 
the wall behind reception so that patients can be reassured that there are other receptionists 
answering the calls was discussed, but the surgery did not feel this would significantly 
improve the problem. AG presented the rota worked by the receptionists at Elmham for 
clarification. 
 

 



 

 

 
 

• (AL) - Presence of pharmacist in the surgery – a patient had been advised to contact 
Boots/Tescos as no pharmacist available. This was felt to be a very rare occurrence and may 
have related to annual leave. AG presented the dispensary rota. Action: AG will investigate 
the advice given 

• (BL) Difficulties over obtaining a product from a remote source. Action: AG/JW will 
investigate 

 
 
5. Chair’s items: 
 

• Issues with Mental Health (MH) referrals. The GPs see a wide variety of MH problems ranging 
from anxiety to severe mental illness. The surgery makes approximately 2 referrals per day. 
The local MH Trust has huge problems providing resources to manage both adult and child 
and adolescent MH and has long waiting lists. Elmham does employ its own MH nurse. 
AB described the lack of in-patient beds highlighting that patients can be moved out of the 
area for care. 
Although no longer an MP Norman Lamb has formed a foundation to petition for 
improvements the management of MH problems. 

 
 
6. Practice items 
 

• (JW) – there are no staff vacancies currently. The partners have an “away day” in the near 
future to discuss processes within the surgery. 

• The surgery has a training day for all the staff on January 23rd – this has a focus on dementia. 
Receptionists will also take part in some additional training that day. 

 
 
7. AOB 
 

• (JC) – some displeasure had been expressed by a patient about her interaction with a 
receptionist. The patient felt that feeding this back to the surgery may be helpful for future 
learning. 
AG has already spoken to both the patient and the receptionist about this incident and told 
the group that the surgery has reflected on this and the receptionists have been receiving 
relevant training. 

• (AL) – asked for clarification on the early and late appointments offered by the surgery. 
JW explained that these were pre-bookable only. 
Action: JW will publicise clarification of this in the surgery. 
 
 

8. Date of the next meeting Wednesday March 11th, 2020, at 7.30pm in Elmham School 
 
 
 

The meeting closed at 8.55pm 
 


