
MERSEA ISLAND PRACTICE PATIENTS GROUP 
Minutes for the meeting on 

Tuesday 8th January 2019 at 5.30pm for 5.45pm 
At the Community Support Hall, Melrose Road, West Mersea 

 
Attending:  

Sally Bagnall Sue Hempstead Linda Westley 

Jenny Chalklin Sarah Hurley Martin Westley 

David Cooper Alan Mogridge Judith Wingar 

Malcolm Ede Faith Tippett Su Rhys Jones – Secretary  

 
Apologies:  Chris Cheetham, Alan Tucker and Janice Tucker 
 
The Group welcomed Zoey. 
 
Zoey began the meeting by saying that, sadly, Dr Albu has resigned and will be leaving on the 23rd 
October.  She has been with the Practice for 5 years and will be missed.  There remains four GP 
Partners and one salaried GP: Dr Abdullah, Dr Tiwari, Dr Patel, Dr Omar & Dr Eriksson 
 
Medical Staff:   
On the 15th July Dr David Staunton will join the Practice.  Dr Staunton will be spending three 
months at the Practice retraining as a GP following time spent working outside of the UK.  His 
placement will be full-time, 4 days a week.   
In August 2019 Dr Al-Rihyamee will be finishing her one year registrar placement at the Practice. 
In the same month there will be three new registrars joining the Practice Dr Rajan, Dr Rai and Dr 
Abdillahi. All three registrars are fully qualified doctors in their third year of specialising in General 
Practice.   
There is also a new HCA, Bernadette Savage. Bernadette is employed on a 12 month fixed term 
contract to cover Megan Millar’s maternity leave. 
 
Clinical space continues to be a problem.   
From August for a year the Practice will have the biggest clinical team it has ever had. This will 
provide excellent clinical capacity over the summer season when we see an increase in patients 
and over the winter months.   
Due to space restrictions, from August the Duty Doctor will sometimes spend their morning 
session sitting in with the Reception team to assist with clinical queries.  Duty will also to sign 
prescriptions rather than the prescriptions going to the nominated GP, please note we will still 
operate on a 48 hour turn around for prescriptions. However this ‘hot desk’ initiative should reduce 
the number of tasks going to the doctors that are seeing patients that morning and will streamline 
and make responding to clinical queries more efficient.  This will be only for a morning and there 
will be a rota for the doctors. 
 
Did Not Attend:   
This continues to be a major problem.  In the past 3 months there have been 172 missed 
appointments, being 29 hours of a clinicians time or 1 week of clinical time.  Zoey said that due to 
the unique setting of being the only Practice on Mersea, there are restrictions on what can be 
done to penalise those that continually miss their appointments.  Zoey said that she could not say 
there was a theme to this as many never got in touch at all.  The DNA is marked on a patient’s 
medical record.   
Zoey asked the PPG for suggestions on how they thought it best to deal with this issue. 
It was suggested that Zoey make this flag up to the GP when they have a patient in the 
consultation room and have the patients record loaded on the screen so that there could be a 
discussion of why and how to prevent future abuses.   



It was also agreed that the PPG would draft a letter that could be used by the Surgery to patients, 
explaining the huge number of DNAs and the knock on effect that has on others when they cannot 
get an appointment when they want one. 
 
Complaints & Compliments:   
Zoey said she would like this to be a regular item on the Agenda. Zoey hopes this will allow us to 
openly discuss any trends and will enable the PPG to make service improvement suggestions 
where appropriate.  
 
Zoey stated that the Practice welcomes complaints and compliments. Both give the Practice the 
opportunity to learn and implement necessary changes to continuously improve patient care and 
experience. There is a Partners meeting every Friday that Zoey attends and this is on the agenda.  
Zoey also wanted to remind the PPG that patients can also make comments on NHS Choices 
website as well as directly to the practice. 
 
Since the 1st January there have been 5 new complaints.  1 was upheld and 4 were not. There 
have been 9 formal thank you letters and the Practice was very appreciative of this. 
 
The main trend in complaints was the perceived attitude of the staff member dealing with the 
patient.  
 
Recorded the telephone calls and the CCTV has been very useful in dealing with complaints and 
is used as a learning tool to educate staff. The Practice has done a lot of work training front line 
staff.  The reception team have had training that is specific in dealing with members of the public 
in a healthcare setting where they may be ill or very anxious.  
 
The PPG stated that they had seen a marked improvement in the way in which the reception team 
deal with patients and found all reception staff to be pleasant. The PPG did however state that not 
all staff wears their name badges; Zoey said that this would be rectified. 
 
 
Receptionists:   
The Practice now aims to have 4 receptionists on at any one time up to 4pm.  The numbers are 
reduced to 2 members of staff from 5pm to 5.30pm and 1 receptionist from 5.30pm until 6pm.   
 
The Practice will be closed from 12.30 for Staff Training on the following dates this year: 
Thursday 25th September 
Thursday 17th October 
Thursday 14th November 
 
Designated/Named GP:   
The PPG brought up the list migration that took place last year; this has previously been discussed 
at the PPG meetings.  
Zoey explained again that unfortunately there had been a large scale reallocation of named GP 
last year due to Dr Eriksson starting as a salaried GP and Dr Abdullah and Dr Tiwari reducing their 
number of sessions. Zoey again apologised that no communication went out to those patients 
whose named GP had changed.  Zoey stated that this was a mistake and following Dr Abu’s 
departure, her patients will need to be allocated to other GPs. Zoey reassured the PPG that a 
communication in either letter or text message form will be sent to every patient concerned.   
 
Having a designated GP allows patients to have continuity of care.  However, patients do have a 
choice and when booking an appointment can choose who they see.  Staff may well try to 
persuade patients to see their own GP, but the choice remains with the patient. 
 
 



CQC:   
The CQC have changed their inspection schedule.  Any Practice that is rated “Good” or 
“Outstanding” will now have an annual telephone inspection. If they are judged to be of the same 
rating they will be kept on this telephone regime for five years. If the Practice’s CQC rating 
changes, either improving or deteriorating, the CQC will come out to conduct an onsite inspection.  
As a minimum a full onsite inspection will take place every 5 years. 
 
Park Run:   
The Practice is now signed up as a Parkrun Practice. 
There is a Practice takeover of the Parkrun at Cudmore Grove on Saturday 28th September at 
0900am.  The Practice has endorsed this event and will be there on the day.  Zoey asked PPG 
members to come to help them on the day. 
 
Premises:   
Mersea Homes have a public engagement event this evening at the Pavilion on the Glebe.  Their 
proposal is to build 100 homes in Dawes Lane and have offered, free, a plot of land for the new 
Practice and car park. This plot of land is in addition to other ‘community use’ land that Mersea 
homes will be allocating in their planning application.   
Zoey explained that the Partners are open to this solution as it was the only feasible option on the 
table.  They feel that Mersea Homes and City & Country will eventually get planning permission.  
The Partners have discussed “closing their list” should the new houses be built without no new 
healthcare provision as the current premises would not cope with the additional population. This 
would mean that no new patients could register with the Practice. This would mean the families 
would have to seek a GP elsewhere, this in turn puts strain on the wide Primary Care systems and 
it becomes a domino effect. The Practice is committed to finding a solution in order to avoid any 
list closures. As such the Practice would ask that the local population supports any project that 
would result in a new purpose built medical centre.   
Should the Practice be successful in securing a new premises, the plan would be to build a 
Practice able to cope with a minimum of 10,000 patients (we have 7,000 to 8,000 currently). 
 
The Practice has asked NHS England, who own the Barfield Road Clinic, to allow them to create 3 
more clinical rooms by dividing up the physiotherapy and the mother & baby room.  This is hoped 
to be a quick fix for now. 
 
Health & Social Care Network/Primary Care Network:   
There had been a failed migration over to the new network earlier this month.  The plan was to try 
again on the 16th July, which was successful.   
 
PCN: 
NHS England have released a new contract for Primary Care. Part of this contract requires 
individual practices to work within ‘Primary Care Networks’ (PCN). ColTe has formed its own PCN 
with 3 networks within it. Mersea will now be linked to Tiptree and Rowhedge Practices.  It is 
hoped to have a Clinical Pharmacist and a Social Prescriber working on a rotational basis at these 
Practices. 
 
Website:   
Zoey asked for feedback at the next PPG Meeting. 
 
Practise TV Display:  
Again Zoey asked for suggestions for content.   
The first was that the patient name and the room number need to go back to scrolling along the 
bottom of the screen as in the past.  It was agreed that information on the PPG would be included. 
 
The next PPG Meeting will be Tuesday 20th September 


