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Practice Manager’s and PPG Chair report on patient demand and service delivery 

The Practice continues to be under intense and unrelenting pressure. Demand continues to 

exceed services capacity, resulting in some patient frustration. It is appreciated that most 

patients are courteous and understand the pressures that staff are under, however abuse by 

patients is becoming normalised for reception staff.  This is an unfortunate situation to have 

developed and it is reported by the Health Service Journal that Pharmacies are also 

experiencing increasing levels of abusive behaviour by frustrated patients.  The PPG passed 

on its thanks to staff for their professional and attentive efforts to satisfy patient demands. 

 

All appointments are being triaged. Patient care navigation to the alternatives to a GP 

consultation will continue to play a significant role in NHS General Practice.  The 

receptionists need information on patient problems in order to be able to advise patients on 

the most appropriate route to care. The need for patient communication and education in 

relation patient navigation will continue to feature in PPG discussions, and how patient 

expectations can be managed. The in-surgery Social Prescriber, Nurses and Pharmacists 

have key roles to play in consulting with patients. 

 

It is clear to the PPG that the NHS will not be a return to ‘old way’ of doing things and the 

future is the acceleration of digital engagement through: 

i. Improving 2 way Patient/NHS dialogue from ‘transactional’ to ‘conversational’ 

ii. Multi-channel communication 

iii. From systems of administration to systems of care. 

iv. Virtual outpatients’ departments and virtual wards 

 

A replacement GP has been recruited to replace Dr. Prith Chhabda and locum are used to 

alleviate some pressures, but these are hard to find. 

 

Vaccinations – the state of play 

Clinics are continuing  for 4th doses for eligible patients 

 

New building developments 

This project continues to develop and expert advice is being obtained in order to ensure that 

the new building is fit for purpose.  This is not without challenges. 

 

Website amendments  

The Practice website has not received priority of attention during these challenging times for 

the NHS and the Practice.  The PPG will continue to work with the Practice to develop the 

website, particularly in relation to supporting care navigation for patients.  Initially this will be 

done by highlighting the alternatives to GP care that are available. 

 

AOB 

A Practice Nurse to be to give a brief informal presentation at the next meeting – “What we 

do and how we do it”. 

Date of next meeting – Wednesday 8 June 2022 at  11.30am 

 

Stephen Pilbeam NHMG PPG Chair 


