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Minutes of Northlands Patient Participation Group (PPG) 

Virtual Meeting, Friday 11th February 2022, 12.00 pm 
 

Present: 
Sandra Bosley (Chair)  Diane Gooch     
Brenda Gillett    Laurie Johnson 
Pat Henderson   Rod Stowell 
Dennis Davies    Gillian Elson 
Alison Ingham (Practice Manager) Zara Lane (Patient Services/Patient) (Mins) 
  
Apologies:  Kevin O’Daly, Elizabeth Hannah & Naomi Beal 

   
1. Welcome and Apologies:  Sandra thanked all for attending the meeting. Zara/Sandra had 

received apologies as above.  Sandra welcomed Gillian to the group. 
 

2. Minutes of the Last Meeting: agreed as a true record. 
 
3. Matters Arising: the surgery has weekly child flu clinics and offers a walk-in covid booster 

(generally on Mondays between 5-6 pm) to patients that require 1st, 2nd, booster and 4th 
(immunosuppressed) vaccinations. 

 
4. Legacy:  to re-cap we have already had the lift improved and are planning on making 

changes to the outside/extending the building.  We are currently planning to remove the trees 
at the back of the building; they are not very healthy, and the roots will begin to become 
problematic.  We will be donating towards the Queen’s Green Canopy (QGR); a unique tree 
planting initiative created to mark Her Majesty’s Platinum Jubilee.  Agreed this item would be 
taken off the agenda until further updates. 

 
5. Health & Wellbeing Day: a subcommittee has been formed which is getting underway with 

the planning of the day.   
 
6. PPG Noticeboard: the currently board is out of date and includes members that have now 

left the group.  Please can you send photos to Sandra/Zara to update. 
 
7. Change of Venue for PPG Meetings: the Northlands’ library is not big enough for the group 

to meet safely face-to-face.  Sandra advised that the Patford House Partnership PPG 
currently meet at the Beversbrook Sports Facility free of charge:  Sandra (with Diane’s help) 
will apply for a grant (next meeting 6th June 2022) to use Town Council premises.  Alison is 
happy to attend the Area Board meeting with Sandra or Diane to support our request in 
person. 

 
8. Community Connectors: Diane asked for an overview of the role to enable her to answer 

questions relating to them.  We have two Community Connectors: Liz Denbury and Veronica 
Shaw.  Community Connectors provide non-medical intervention assisting residents in 
whatever way they need.  This may be help with shopping, walking, or running to name just a 
few.  Residents are sign-posted to professionals if needed.  Not all referrals need to come 
through the surgery; this can be done word of mouth or direct to WiltsCIL (Wiltshire Centre 
for Independent Living). There are no timescales involved; Liz and Veronica are there until 
the patients no longer needs them.  Alison suggested we invite Liz and Veronica to introduce 
themselves at a future meeting. We will also feature Community Connectors in a future 
Newsletter. 

 
9. Complaints Handling: Alison explained that the surgery aims to provide the highest level of 

care for all patients and welcome concerns, compliments and complaints as valuable 
feedback that can help us learn from experiences and make improvements. The Complaints 
Procedure is reviewed annually and included regularly in our monthly Newsletter. It informs 
patients that complaints can be made in writing or verbally; that the Practice hopes most 
problems can be sorted out easily and quickly, ideally at the time they arise and with the 
person concerned; and sets out the escalation process.  
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Alison said that Complaints are discussed as a Standing Item at the monthly Practice 
Meeting and then reviewed for the whole year at an Annual Complaints Review Meeting. At 
the last Annual Complaints Review meeting (Mar 2021), it was recorded that complaints 
relating to Covid made up almost half the complaints and related to changes in working 
because of the pandemic which, despite the surgery’s best efforts to explain, had not been 
fully understood by some patients; eg a patient feeling they had been told to ‘stay away; 
difficulty getting through on the phone etc. Patients had struggled to understand some of the 
advice which came out centrally, especially around shielding 
 
The key learning points from last year’s Annual Complaints Review Meeting were: to listen; 
to acknowledge the complaint; to communicate effectively; and to ensure staff work to 
protocols to minimise errors. 
 
This year’s Annual Complaints Review Meeting is scheduled for Monday, 7th March @ 2pm 
attended by a cross-section of Practice staff. Alison said that the Partners would welcome the 
input of the PPG to this meeting and both Sandra and Dennis said they would be happy to 
attend. 

 
10. Patient Survey: we achieved a record of 759 responses; thanks to Sandra and Diane for 

promoting at covid clinics.  Alison, on behalf of the Partners, thanked Sandra for giving up 
her time to input the surveys; it was a very kind and generous thing to do. Sandra will email 
the group inviting members to be on a sub-committee to propose next steps including the 
format and content of future surveys. 

 
11. Items for the Next Agenda: none mentioned. 

 
12. Any Other Business - none 

 
DATE OF NEXT PPG MEETING/SOCIAL: Fri, 22nd April 2022 @ 12.15pm 

 
 NB: Please send Mary Gray a copy of the minutes via the post 


