
Minutes of the Patient Participation Group held at Mansion House Surgery on 
Wednesday 10  October 2012

Present: Mansion House Surgery Invited Patients
Mr Paul Brown (Practice Manager)
Mrs Anne-Marie Mount ford (Office Manager)
Dr Souvik Chakraborty
Dr James Archer
Dr Janet Eames
Dr Emma Wood
Mrs Pam Maden (Receptionist)

Paul Brown opened the meeting with a reference to the meeting held on 25 July 2012 in 
which the idea of changing the way that the appointments were handled was first raised. 
From this the Practice was tasked with an action plan of gathering evidence and providing 
evidence to support the proposed new way of working along with figures to back this up. 
Concerns were raised previously about whether the Practice had thought every aspect of this 
change through as it was felt that once the change took place there would be no going back. 
Mr Holden asked whether it would be possible to talk to another practice that had got this 
system operating and we would arrange this.  Also the question of whether all partners were 
on board was raised as previously only Dr Ballinger had attended to give his opinion.  At 
tonight’s meeting 4 other partners were in attendance to provide their opinions and answer 
any questions that may be raised.

Mr Holden summarised his findings from his visit to Browning Street Surgery in Stafford 
where he met with the Business Manager.  This practice has been running this telephone 
system and it was reported that it is working well.  There has been a 40% saving in time for 
patients dealing with the doctors.  When it was first introduced they did not go overboard 
advertising it but used notice boards and callboard in the surgery and it was accepted well by 
the patients.

Dr Eames stated that she felt that this system benefited both patient and doctor as it would 
save time in wasted journeys by the patient coming to see a doctor regarding a result only to 
find the result not back yet.  It would also allow doctors to book patients in to the right length 
of appointment thus reducing waiting time.  We need to look at our appointment times as 
they may not necessarily follow with what Browning Street have set up but need to be what 
works for us.

Dr Wood felt that this would allow the doctors to plan their day better allowing more quality 
time.  There would be no reduction in the number of face to face consultations provided and 
if the doctors were in any doubt over a diagnosis they would always bring the patient into the 
surgery.

Dr Archer stated that there are a huge number of consultations which are for advice only 
which could be dealt with over the telephone.

Dr Chakraborty followed this up by stating that the large variety of queries they get that this 
system would be more beneficial to deal with enquiries by telephone and face to face 
consultations and would allow for better working and better service to the patients.
 



There was concern regarding would patients be able to speak with their doctor of choice.  We 
would accommodate continuity of care but in some cases where that doctor is not available 
then 2 or 3 other choices would be offered.  This system would dramatically improve the 
waiting times currently experienced by our patients who sometimes wait up to an hour if 
patients come in with two or more problems in only a 10 minute slot.

Paul explained in brief the planned layout of the day with the telephone appointment lines 
opening at 8.00 am.  All doctors would then run a telephone clinic for a period of time then 
see patients face to face while a Duty Doctor would continue to take telephone calls 
throughout the morning.  Pre-bookable appointments would still be available and we feel that 
as a result of this new system more appointments would be likely to be available in the 
future.

Mrs Pam Maden explained why this system is so beneficial to Reception as they will be able 
to pass patients through to the doctor via a telephone slot instead of taking lengthy messages 
which leaves them unable to answer the phones.  They are also able to provide patients with 
an appointment.

It was asked whether the nurses would be able to deal with some of the calls but they would 
need additional training and at this moment in time we would not offer this although there 
would be some issues that the nurses could deal with as a result of the telephone consultation 
with the Doctor and they would be booked in directly with the nurse.

Mr Holden was in support of the change to the system but asked that the Practice plans it 
carefully.  Dr Ballinger would like the system in place on 3 December 2012 but there is a lot 
of careful planning and training before this takes place so a date of implementation would be 
advised in due course.  The system is extremely good when fully staffed but we need to 
analyse the affects that holidays will make and ensure that this is covered. Although we 
would like to put this in as soon as possible we will analyse this more carefully and if this is 
slightly delayed then we  

The general consensus by the patient representatives in attendance including Councillor 
Philip Jones was that the proposed system appeared to be good and they were in support of it.

Issues such as car parking were raised although as the land in front belongs to the council to 
whom we pay a peppercorn rent. We felt also that by this new appointments system the car 
parking situation could be potentially eased. However in view of austerity measures across 
the whole economy then funding this purchase of land and redevelopment would be an issue.

The objective of tonight’s meeting is to discuss how we were going to achieve improvements 
on the issues as identified from our patient survey and what options we had in working with 
our patient group to improve our services for them.

Paul mentioned the proposed changes to the Automated Arrivals board.  New software has 
been purchased to allow patients to be asked clinical and non clinical questions when 
booking in.  There was a concern that this would result in a queue but assured not.  He also 
said that a patient audit would need to be conducted in the near future to ascertain whether 
improvements were being noted by our patients.



A letter confirming a proposed date would be sent out in due course with further updates on 
the planned introduction of the new system.

Mr Holden highlighted from the last minutes that our Receptionist Jenny Ball had reviewed 
the Browning Street system and her name had been omitted from the last minutes. This was 
duly noted.

Conclusion.

Paul thanked the members of our patient group in attendance and confirmed that we will be 
careful in our implementation and not rush but get it right. We will take all the points raised 
and Dr Ballinger will work on this and communicate as soon as possible once we have the 
detail.

Paul indicated our next  meeting will be around end of Jan/ begin Feb when hopefully we 
have two things to review; our overall patient survey and some detail on how the new 
appointments system is progressing and in particular what our patients think of it.  Did we 
improve things? 


