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MENDIP VALE MEDICAL GROUP PATIENT PARTICIPATION GROUP MEETING 
Wednesday 27 October 2021, 1.30pm in the Group Room – Langford Surgery, Mendip Vale Medical 
Group 
 

 
PPG Attendees 

 
Geoff Matthews  
John Gowar 
John Ledbury 
Renee Bolton 
Linda Brimecome 
Janet Beckett  
Joe Norman 
David Miller 
Alan Hunt 
Leonie Allday 
Barry Blackley 
Diane Haynes 
Jean Fear 
Sandra Dunkley 

 
Chair 
PPG Member (PPL) 
PPG Member (PPL) 
PPG Member (PPL) 
PPG Member (Riverbank/St Georges) 
PPG Member (Riverbank/St Georges) 
PPG Member (Sunnyside) 
PPG Member (Sunnyside) 
PPG Member (Yatton and Congresbury) 
PPG Member (Yatton and Congresbury) 
PPG Member (Yatton and Congresbury) 
PPG Member (Yatton and Congresbury) 
PPG Member (Riverbank/St Georges) 
PPG Member (Riverbank/St Georges) 

 
MVMG Attendees 

 
David Clark 
Dr Joanna King  
Dr Mike Jenkins 
Jose Tarnowski 
Kimberley Rogers 

 
Managing Partner 
GP Partner 
GP Partner 
Project Manager 
Business Support Manager 

 

Apologies 

 
Gordon Broadley 
Jo Watkins 
Stephanie Fear 
Georgie Bigg 
Andrew Norman 

 
PPG Member (Riverbank/St Georges) 
PPG Member (Sunnyside) 
PPG Member (Riverbank/St Georges) 
PPG Member (PPL) 
PPG Member (Sunnyside) 

 

Action Points Summary 
 

Item Action 
Taken By 
 

Action Description Completion 
Note 

6.b KR Share latest minutes of ‘call waiting time improvements’ with 
PPG 

 

7.a KR  Keep Social Prescribing on the agenda in December.   

7.b KR/PPG Share Frailty presentation with PPG and welcome feedback.  

8.d KR To include a ‘fascinating facts’ within future patient 
newsletters. 

 

Previous 
minutes 

DM To further discuss improvements with Well Pharmacy.  Ongoing 

 KR/JT To contact local chemists in our area to confirm whether it is 
possible to display a copy of our patient newsletter. 

Complete 

 JN/KR To arrange a further meeting to progress ways of improving 
and monitoring patient feedback. 

Complete 

 KR To include call wait time data in our next patient newsletter. Complete 

 

Minutes: 
 

Item 
 

Description Action 



 

1 Apologies and welcome to new members 
Apologies were received from Jo Watkins, Stephanie Fear, Georgie Bigg, 
Andrew Norman and Gordon Broadley.  
 

None 

2 Minutes of Previous Meeting 
Minutes of previous meeting were approved as an accurate reflection of the 
discussion which took place.  Nothing to note from previous meeting. 
 

None 

3 Update on MV Covid vaccination programme  

There has been a lot in the press recently, and a lot of misreporting, so this 

is an attempt to try to clarify what the policy is and what is happening at 

Mendip Vale – handout given to all PPG members ‘Questions on covid 

vaccinations’.  

David Clark presented all points on the handout to the PPG and answered 

any questions. Mendip Vale has completed 8,837 booster vaccinations have 

been completed in North Somerset out of a 20,503 total that need to be done 

to complete all cohorts. All nursing homes have been done, and as new 

residents come in, we will vaccinate as well. Housebound cohorts are just 

over 85% completed. The website shows which clinics are currently 

available. The system won’t let us book patients in more than 3 weeks in 

advance to avoid too many patients not attending. We are continuing to 

search the list of patients eligible and will continue to invite patients in for 

their vaccination via text, letter or phone calls. Patients will get their flu 

vaccination at the same time as their covid booster.   

Dr Joanna King clarified that all covid vaccinations are on a patient’s medical 

record. The first 2 covid vaccinations show on the NHS app and covid 

passport. Dr King explained the difference between the initial 2 vaccinations, 

the third dose vaccination, and the booster dose or half dose, which has 

been causing some confusion for patients.   

Geoff Matthews confirmed that PPG members are encouraged to ask if they 

have any additional questions relating to the covid vaccination programme.  

None 

4. Latest Complaints Report 

David Clark summarised the findings on the latest complaints report which 

was circulated around to the PPG. In the second quarter of 2021-22 this year 

we have had 31 complaints, in comparison to 9 in the first quarter of 2021-

22. Quarter 2 last year we received 22 complaints and didn’t have Helios 

Surgery. The complaints overall do represent some undercurrent in 

appointment availability but the report does not provide much information on 

complaint themes. There was nothing particularly different compared with 

previous reports. The PPG requested that consideration should be given to 

reporting only the North Somerset complaints to future meetings.  This would 

allow clearer tracking of trends. 

The complaint report includes any complaint whether it be written or emailed, 

as a first contact to the surgery.  

It’s quite difficult to generate the report without any patient identifiable 

information. Sarah Voce, Head of Compliance, generates the report on 

complaints across the whole group rather than being site specific. This is 

similar to our significant event reporting process.  

Feedback from the PPG advised that the wording could be amended to say 

‘resolved’ rather than ‘upheld and ‘not upheld’. It was confirmed that the 

None 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



language used is requested by NHS England, and links in with an annual 

return.  

 
 
 

5.  Feedback from Chairs of PPG Meeting 

The meeting which was due to be held yesterday had been cancelled as a 

result of staff turnover at Healthwatch so there will not be another meeting 

for Chairs of the PPG until January. There will be discussion on what other 

practice pressure points have been, how they are getting responses and 

engaging reactions from patients, what actions have been taken on different 

things, like call wait times, and if pressure points which we have identified 

are being reflected elsewhere, including what actions have been taken. It 

has been agreed that this will form part of our regular discussion with the 

next meeting in January.   

None 

6. Reports from three PPG Sub-Groups 
 

 

 6.a Ways of improving patient feedback (Joe Norman, Leonie Allday, 
Heather Pitch, Diane Haynes, Kim Rogers) 
 
Feedback from patient feedback meeting on 2 September 2021. Joe Norman 
explained there has been a focus on getting the patient newsletter read by 
patients through keeping it short. Kim Rogers confirmed that a draft 
newsletter is sent out every month to our PPG for feedback, any 
amendments made, and then the newsletter is sent to our patients and also 
the parish councils which we have agreed at our patient feedback meeting. 
Joe Norman confirmed that we are still welcoming PPG photos which can be 
used in our newsletters and on our website. The waiting rooms are also a 
very effective way of receiving patient feedback but we need patients in our 
waiting rooms. This is hoped to be remedied in Spring next year post winter 
pressures. Joe explained that he was unable to find Greenway PPG contacts 
on their website and Kim confirmed that she has not received any feedback 
from her email to Greenway PPG. No further patient feedback sessions are 
planned at the moment, but we will do so once the Covid restrictions are 
further lifted. Kim confirmed that she also has her phone with her so can take 
a head and shoulders photo of PPG members at the end of meeting.  
 

Feedback 
Group 
 
 
 
 
 
 
 

 6.b Call waiting time improvements (Geoff Matthews, John Gowar, 
David Miller, Kim Rogers) 
 
The group met the day before with Sarah Voce and Kim Rogers to review 
our current call stat figures. We now have the key numbers ranging from 
May 2021-September 2021 to see what impact the various actions have had. 
All actions from the previous paper are live and in place. Geoff Matthews 
confirmed that the calls from the responders (Patient Coordinators) have 
gone up from 17,000 to 19,500 in the last month. The calls ‘unable to get a 
line’ have come down from May 2021, and abandoned calls have also 
dropped, and those who do abandon their call now know where they are in 
the queue which is working well. There is clear movement and will be 
continue to be monitored monthly. John Gowar explained that we still have a 
problem with the number of calls coming into the practice at 0800 in the 
morning and we have discussed how we may be able to lean upon patients 
to remove the perception that they need to call at 0800 in the morning unless 
it is absolutely essential. Geoff confirmed that the teams are going to be 
encouraged to deal with each call as fully as possible to avoid patients 
calling back the following day, and to utilise other pathways including e-
consult as much as possible. Most of the high numbers arrive purely as a 
result of calls within the first hour. There was also consideration on whether 
we could divide the appointment book alphabetically so some patients are 
able to access appointments between 0800-0900 and other patients 

Feedback 
Group 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
KR 



between 0900-1000. There is a summary of this meeting which we will send 
round to our PPG.  

 
 

 6.c Future access channels (David Miller, Geoff Matthews, Dr Joanna 
King) 
 
David Miller provided a summary on future access channels. There will be 
some developments on the internet when Covid does disappear but at the 
moment it’s not something we should spend a lot of time on, but that is the 
reason why we should spend more time focusing on the phone service.  
 

Feedback 
Group 
 
 
 

7 Patient Engagement 
 

 
 

 7.a Social Prescribing Team 
 
Dr Mike Jenkins explained that as part of developments in how GP surgeries 
are arranged, we have the ability now to employ Social Prescribers which is 
a relatively new concept in health. We have 6 Social Prescribers in place in 
North Somerset and Bristol, as we recognise that a lot of help which our 
patients need isn’t things necessarily things which GP’s have time to offer, or 
specialise in offering.  
 
What we are starting to use our Social Prescribers in are contacting people 
who are bereaved to talk through holistic support and emotional support, as 
well as helping us to achieve MacMillan guidance on supporting people who 
have been diagnosed with cancer. They also cover financial support, work 
support, carers support, and signposting to services.  
 
A GP and Social Prescriber can be a really powerful team, and really forward 
thinking, when working together to cover medical and non-medical issues. 
Social Prescribers are also linking in with mutual aid, village agents and 
parish councils.  
 
Geoff Matthews confirmed that we will keep social prescribing on the agenda 
as an ‘update item’ on our agenda.  
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
KR 

 7.b MVMG Frailty Strategy 
 
Dr Mike Jenkins presented a presentation on Frailty, also referred to as the 
ageing well.  A handout was printed for all PPG members.   
 
Mendip Vale has taken a look at how we can design our services to further 
help patients as we have quite a significantly frail population.  
 
A full copy of the Frailty presentation will be circulated, and PPG members 
are encouraged to raise any questions, and confirm whether they are 
interested in participating in further dialogue as a patient view coming in as 
well. Dr Jenkins would be very happy to have these discussions with our 
PPG via Teams, or face to face if preferred. Dr Jenkins would also be very 
happy to connect with community groups around frailty as well.  
 

 
 
 
 
 
 
 
 
KR/PPG 
 
 

 7.c Review of September patient access routes 
 
David Clark provided a summary in answer to the questions raised on the 
paper ‘Questions on current patients services at MV’. A copy of this paper 
was handed out to our PPG at the beginning of the meeting.  
 

None 

 7.d Newsletter feedback and PPG publicity 
 

None 



Kim Rogers would like to pick up any outstanding head and shoulders 
photos of the PPG, as mentioned in ‘improving patient feedback’ group 
notes.  
 

8 Any other business 
 

 

 8.a Process in place for patients with Asperger’s (Janet Beckett) 
 
Janet Beckett asked for clarity on annual reviews for our patients with 
autism. Dr Joanna King was able to provide a summary of our recall system 
and how patients are invited.  

None 
 
 
 
 
 

 8.b  Well Pharmacy feedback (David Miller) 
 
David Miller confirmed that there is no further update on this item at this 
stage and will further investigate.  
 

None 
 
 

 8.c Recent delays in prescription items from practice to chemist 
(John Ledbury)   
 
John Ledbury advised that Wrington Chemist is advising that prescriptions 
could be delayed between 7-10 days. Dr Joanna King confirmed the process 
for prescription requests by Mendip Vale to any chemist.  This will be 
discussed further outside of the meeting with later feedback to the PPG. 
 

None 
 
Action 
DC/GM/JL 

 8.d Number of face to face appointments which MVMG are offering 
(Heather Pitch) 
 
David Clark provided a summary as part of Item 7c and included in the paper 
given out at the PPG meeting. Heather Pitch also explained that it would be 
helpful if the newsletter had a section ‘Fascinating Facts’ which celebrates all 
of the good work being done in general practice and Mendip Vale.  
 

 
 
 
 
 
KR 
 
 

 8.e Mendip Vale in Bristol and South Gloucester – new merger  
(David Clark)  
 
David Clark confirmed that we are looking to replicate what we have done in 
North Somerset now in Bristol and South Gloucester. From 1 October 2021, 
we took on a practice called Coniston by Cribbs Causeway with a view that 
we form a hub in Bristol and South Gloucester as we have done in North 
Somerset. We are looking to get to a size that we can control our diagnostic 
and mental health pathways which are something we are too small to do at 
the moment. We are now 45,000 in North Somerset and 8,000 in Monks 
Park, 5,000 in Helios and 10,000 in Coniston providing a slow growth and so 
as not to de-stable the practice. It was confirmed that the North Somerset 
and Bristol Practices would be managed separately for virtually all 
operational issues. 
 
 
Meeting Closed at: 3:35pm 
 

None 
 
 

9 Date of next meeting: Wednesday 8 December at 13:30 at Langford 
Surgery 
 
PPG annual review is also due in December so the PPG are encouraged to 
think about their own positions and confirm with Geoff Matthews.  
 
Wednesday 23 February 2022 is pencilled in as a future meeting date.  
 

 

 



 
 
 


