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HANDSWORTH MEDICAL 
PRACTICE Minutes of Meeting

Ref No: Minutes Taken By: C Harrison

Date & Time: 3 September 2014 Venue: Handsworth Medical Practice

Purpose of Meeting: Patient Participation Group

Attendees: NKH, DM, CD, RB, DC, CH, NB, DW, 
GD                 

Apologies For:

Item Note Action Deadline
1 NH opened the meeting by thanking everybody for attending.  
2 NH went over the outcomes from the previous Action Plan and PPG 

meetings.
3 More appointment slots had been added on SystmOnline – and 

timescale to book appointments in advance has been increased
4 NH noted that patients book appointments in advance they tend to 

forget them and then do not attend. More on the day bookable 
appointments had been made available.

5 Leaflets detailing appointment types had been put out in both surgeries.

6 Reception staff have been reminded in the reception meeting to promote 
the patient online appointment booking system when on reception.

7 NH stated that there are some wallet sized information cards on 
reception for patients and a QR scan logo will be added to this on the 
next print run and this will also be added to the letterheads and the 
website.

8 Appointments for flu jabs have been put on SystmOnline (for the over 65 
years old patients only).  

9 The Practice has decided not to engage on the Twitter and Facebook 
sites, this is due to some other Practices having data protection and 
abuse issues when they did it.

10 NH stated that all reception staff say their name every time they answer 
the telephone.  

11 NH stated that Customer Service training had been undertaken, and 
staff training schedules are ongoing for staff.

12 NH informed the meeting that the practice was considering investing in a 
new telephone system that would be able to record both incoming and 
outgoing telephone calls.  

13 PPG info is being attached to all scripts to invite more members to join 
the group.

14 Extended hours was explained – every Tuesday and alternative 
Wednesday evenings and Saturday mornings, alternating between 
Doctor and Nurse.  ARS will be doing Wednesday evenings through to 
the end of October.

15 Dr Rana Farooq has joined the practice and she will be working on 
Tuesday and Friday each week at Handsworth Grange.

16 Dr Caroline Downward will also be joining the practice in October.
17 Three new receptionists have been taken on, which should help at busy 
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periods.
18 More and more patients are moving in to the area. There are not as 

many surgeries in the area as there used to be.
19 In the next survey one of the points to be raised is how patients would 

like to be contacted, eg by Text / letter /  phone / email etc.
20 The DNA rate is starting to drop with the introduction of the text 

reminder service.  All members thought that everybody who DNA 
appointments should be charged.  

DNA letters are now being sent out the day after missed appointments 
and if they continue to DNA then it is discussed with the Partners and 
they could be removed from the practice list.

21 Flu campaign and McMillan day in being held on 26 September.  Some 
members were willing to help on this day. 

22 Dr Knott is leaving the practice at the beginning of September.
23 DC asked about the letter that is being sent out to patients over the age 

of 75 – it was explained that all patients over 75 now have a named 
doctor but they can see a doctor of their choice.

24 Next meeting will be held in November.


