
HOPE FAMILY MEDICAL CENTRE 
 

PPG Meeting held Monday 9th April 2018  
 

Present:  (HJ), (EO’R), (AP), (BR), (SJ), (PC), (RO), (NV), (JT), (DH) and (GH). 
 
Apologies: (MG), (KT), (KE), (SP), (JG), (WP) and (KS). 
 
Minutes of the last meeting 
HJ welcomed everyone to the meeting. The minutes of the last meeting were reviewed.  
 
Matters Arising 
The Llanfynydd newsletter article was resubmitted for publication on the 26.01.18. It is due to 
be published this month. 
 
The functionality to text back CANCEL to cancel an appointment is now active. 49% of 
patients now have a mobile number registered. 39 cancel texts have been received so far in 
2 months, in the same period 1070 text reminders were sent. 
 
Practice Update 
 
Telephones 
The new practice telephone system is now up and running with no major issues during the 
changeover. We are currently tweaking the system as we get used to it to make it as efficient 
as possible for both staff and patients. There are no approximately 30 lines coming in as 
opposed to the 4 we had with the previous system, this means patients will be placed in a 
queue if receptionists are busy on the phone, whereas in the past you would have received 
an engaged tone and would have needed to redial. 
There are 5 options: 
Option 1: Appointments/Reception, 
Option 2: Telephone clinic (available between 11.30 and 12.30 however, if demand is high 
this will close early). 
Option 3: Results (available after 2pm),  
Option 4: Medical Secretaries (9.30 – 3.30)  
Option 5: Dispensary (8.30 – 6).  
 
The time restrictions for some of the options are to ensure that staff have time to carry out 
their daily tasks and to try and even out the workload to enable staff to be as responsive as 
possible to the needs of patients. 
 
AP asked if patients where made aware of where they are in the queue. HJ advised that it is 
possible to add that option however it adds a lot of ‘weight’ onto the system which can then 
affect performance. At present the Practice has not chosen this option but it may be 
something we look at in the future. 
 
HJ welcomed any feedback that the group may have regarding the new system once they 
have used it. 
 
 
My Health Online 
The functionality to book appointments online is now available. They are limited as we only 
have approximately 5% of patients signed up for online services.  
 



Currently it is only GP appointments that can be booked and as the demand increase we will 
look at adding in ANP appointments and possibly nurse appointments, though this is not as 
straightforward given that some nurses do different things. The practice is encouraging 
patients to sign up to My Health Online as another way of interacting with the surgery. 
 
New Clinical System 
NHS Wales has imposed this mandatory action, and the Practice must choose which system 
they want by the end of May. There will be significant time and resources required by the 
Practice to implement the new system. We will do whatever we can to minimise the impact on 
Patients. On a positive note it is an opportunity to tidy up the system and learn it all. 
There is some uncertainty at present as to whether or not the patients who are signed up to 
online services will simply be switched over or whether they will need to re-register. It is 
thought that they will try and find a solution to this as some Practices have very large 
numbers of online users. 
 
Dr Wiggs 
HJ confirmed that Dr Wiggs is due to return from long term sick leave on Monday 16th April. It 
will be a phased return over the next month and she will return to working 3 full days as 
opposed to her previous 4 days. We do currently have a vacancy being advertised for a 4 
session GP but recruitment is difficult. 
 
Group Activities 
 
Patient Survey 
The survey was temporarily put on hold due to the fact that two of the GPs were undergoing 
their tri-annual revalidation which requires 360O feedback. Therefore, to prevent patients from 
feeling bombarded with questionnaires, we have held back the Practice one but will be 
starting it shortly.  
 
Practice Website  
HJ continues to update the website regularly. Any feedback on content would be welcomed. 
 
Any Other Business 
Concerns were raised about the possible transfer of patients from the Gwersyllt Surgery and 
the increase in Patients when the new house planned are built in Abermorddu and Hope. HJ 
advised that there had been a small movement of patients from Gwersyllt but nothing 
significant. In relation to a growing list size, the Practice obviously has the capacity in the 
building to expand but the difficulty is with recruiting staff, particularly GPs. 
 
DH talked about a newsletter is he involved with for the local area called Heartbeat. He asked 
if there would be any interest in the Practice placing an article to help inform local residents of 
our service. HJ suggested that an article around the ‘Choose Pharmacy services available at 
local Pharmacies would be beneficial as that would help signpost patients to appropriate 
services. 
 
It was suggested that a Practice newsletter could be developed to advise patients of services 
and changes. HJ to consider this. 
 
Date of the next meeting 
 
Tuesday 12th June 2018 at 7.00pm 
 


