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Minutes of Patient participation Group meeting 
Thursday 2 July 2026 – Woodlands Surgery 
In attendance from W&C: Vanessa Baker (Business Practice Manager) Denise Comper 
(Operational manager) Dr Omar
In attendance from the PPG: Joy Cross (Chair), Maggie Last (Secretary), Caz Williamson, Bridget Powell, Mike Wickings, Sharon Thorne, Geoff Lambert, Pat Lambert, Ajeet Panesar

 Apologies received from:  
Celia O’Connell, Steve Plowman, Karen Schofield, Hannah Millstead-Bowdery, Nick Cameron

	1. Introductions 
Welcome to Dr Omar
	Actions

	PPG agenda items:
1. The Loop System
The Loop Systems at Woodlands and Clerklands both need testing and upgrading. 

2. Failure to be offered an appointment
If no appointments are immediately available, there is a box where further information may be given and submitted. The patient will generally hear back from the surgery on the same day.  All submissions are reviewed by a doctor, even if an appointment is not immediately offered. The system may be switched off due to full capacity.

3. Rapid Health System 
Has generally been deemed to be an improvement on the previous appointments system. It was suggested that gender be indicated before answering the questions.

4. Confusion over who provides services to support Horley Health and Well Being in Sussex and Surrey.
As Horley is in Surrey as opposed to Woodlands which is in Sussex, there is some confusion as to which services are available in the different counties. Anything charitable is open to anyone from either county. Other services may be commissioned by different counties, areas or ICBs. Surrey and Sussex ICBs will join from the 1 April 2027 so some services may be merged. West Sussex services are accessible depending upon your postcode whereas Surrey services are accessible according to your GP. Clerklands tends to be in ‘no man’s land’ where the provision of services may overlap.  The provision of mental health services can be a challenge. They may be provided by Surrey or West Sussex. There is more flexibility now.

5. Appointment wait times
Wait times are an ongoing issue although there has a been a slight improvement.

6. Parking at Woodlands and Clerklands

Woodlands and Clerklands Practice pays for 16 parking spaces in the church car park next door to Clerklands and 12 parking spaces in the church car park next door to Woodlands for patient use.

7. Referral locations
It was concluded that health professionals making referrals might need to clarify the location of the referral for the patient. For example, all dermatological referrals are community based as opposed to hospital based.
Woodlands has a first screening dermatology service.

8. CW asked for an update on Caring in the Community. 
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ML to send BP a copy of the services list and providers issued by VB last year.


	Suggestion Boxes
JC had collected the suggestions made by patients from both surgeries which were varied.

Woodlands:
· Some doctors were too quick to medicate.
· Supply improved hand gel for patient use.
· More flexibility is required for working patients. It was remarked by VB that Woodlands already run evening and Saturday clinics and that a Saturday morning blood clinic has also been established. Blood clinics could only take place in the morning as samples were collected at midday. 
· Thanks were given to reception and medical staff.

Clerklands: 
· Could the appointment website be open 24 hours a day? It may happen in the future but at present it was a challenge to cope with the demands of the system between the working hours of 8am until 6pm. 
· Could fruit and biscuits be provided? This would be very difficult to manage and these services were already provided by local supermarkets.
· Could sofas be provided to sit on in the waiting rooms.
· Could a water fountain be provided? This was seen to be an option with the potential for health hazards. 
· Could bicycle racks be provided at both surgeries? This was something that could be considered.

Caz Williamson and Bridget Powell will take responsibility for the Clerklands Suggestion Boxes. Joy Cross will manage the Woodlands box. 

	

























CW, BP, JC



	General Practice updates – VB

VB provided a slide show of information regarding key issues. Key points below. Please refer to the attached slideshow for detail. 

· Rapid Health
Various statistics shared illustrating various aspects of patient demand. For example, medical issue and urgency, busiest days. Fewer patients are going to 
A and E, choosing to have an appointment a day or two later. 
Dr Omar emphasised the importance of the system giving patients a choice of going to A and E – the responses may have indicated a degree of urgency. If patients choose not to go this decision becomes their responsibility alone.
There has been a lot of discussion of how the Admin section of the Rapid Health System can be better used.  A draft overview will be provided for patients and further suggestions will be welcome. Once signed off by partners, there will be a campaign of communications for patients.  

· Friends and Family Survey
The outcome of the survey had been positive. Some examples of negative feedback were shown on the slideshow, mostly referring to late appointments and not being able to provide enough detail on the appointment system. A Complaints Review will be taking place soon. 

· Home Visits – ‘not present’ letters policy
A number of housebound patients are not at home when medical professionals call at the house, wasting time and resources. The slideshow set out clear criteria for being on the list. The committee agreed unanimously that only two letters should be sent rather than three. A clear warning and opportunity for explanation and then if it happens a second time the patient will be immediately removed from the list. 

· MH and LD Patient Survey – non-attendance of annual reviews
There is concern that many of these patients are not attending their reviews, which of course, are extremely important in checking their health and providing an appropriate range of services. A survey will be sent to these patients to try and discover what the issues may be for them not attending. The committee were asked for their thoughts on the best way of communicating with this group of patients. 

· Staff Update 
There are currently 18000 patients on the books. 53% at Woodlands and 47% at Horley. There are 1100 diabetes patients between the surgeries. Discussions are taking place for succession planning and the increased requirement for a diabetic nurse. There are 1800 patients per GP, which is a lower representation than many GP practices. Two Reception staff are being trained to take bloods. Please see the slideshow for details of new staff and function. 

· Westvale 
Has still not opened. Apparently, the council are waiting for the property to be transferred from the builders to them. It is now owned by the council who are working upon the leases for transfer to the Practice and the Church, who will also be hiring space within the facility. Contact Reigate Council directly for information. Upstairs on the left-hand side are two large consultation rooms and a small waiting room. These are for Clerklands from Monday to Friday. There is also a meeting room which is allocated to the Church who will hire it out. The Westvale Residents Association needs a contact so they can push for action. 

· Woodlands Surgery extension
An extension is being built at Woodlands which will provide further treatment rooms for the practice. 

The meeting closed at 8pm. 


	








Draft overview 
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