
Minutes of the Highlands Surgery PRG Meeting 28th June 2022 

 

PH (Chairperson) welcomed all present to the meeting, reminding us the purpose of the meeting 
was not for personal issues. 

Present: Dr Alexander Shaw, Katie Baker, Pat Holden, MG DG PHa PH AJ SJ ML-B EM HN MP LS JS PS MS 
MW 

Apologies: LB KB VC BG WH RL-B SM SW 

The minutes of the last meeting were read and agreed by all. 

This month’s meeting in main was run on a question and answer basis. 

Q. A member asked the current situation with the surgery website 

A. We were informed the person responsible for the website, has been uploading new information 
and also removing outdated information on a page by page basis. The surgery has been promised 
a new website in September and they are trying to do whatever they can until that transpires. We 
were informed that the staff list of Drs, nurses etc had been updated on the website, but was not 
at present displayed in the surgery.     (Addendum - The list of Highlands Surgery Staff may be 
found at https://www.highlandsurgery.co.uk/staff/) 

Q. A member asked about current staffing levels. 

A. KB informed us that the surgery is now fully recruited, but that many of the new recruits are 
only 3 months into their new role, so are not fully trained as yet. She assured us there were 
processes in place to help with further training. 

Q. A member asked if there was a reason there were no male receptionists. 

A. We were told this was because males did not respond to the job advertisements, should they 
do so they would of course be considered. 

Q. A member asked about test results. 

A. It was reiterated, as it was at the last meeting that, if tests had been generated by the surgery, 
then they would be able to supply results for these. If the tests had been requested by a 
consultant at the hospital, then it would be necessary to get in touch with their secretary or the 
relevant department at the hospital for results, as the surgery would not be in receipt of these.  

Q. A member asked about the current situation re telephoning the surgery 

A. Dr Shaw assured us that the surgery is aware of the current problems and are doing all they can 
to resolve them. He said it would be helpful if this message could be conveyed to as many people 
as possible. One of the problems is that patients are still ringing in and selecting the reception 
option for everything. 

For appointments, if they can, patients should firstly try booking on-line, where they can see all 
the options for 7 days in advance. 

For repeat prescriptions, please phone the dedicated Voice Connect line 411339. 

For prescription queries, please call the main line, option 2, between 8am and 3pm. A prescription 
clerk is also at the surgery every night until 6pm. 

Essentially, reception should be for enquiries or booking appointments only.  

Appointments are released online every day, but there is still a surge of calls at 8am each 
morning, especially so on a Monday; both of these should be avoided if possible. Many people are 



ringing in with several issues, the answer to which, in many cases like test results for example, 
could be found online. This means that the phone queue builds up. Reception staff are being 
trained to inform patients that their question/request will be passed on to the appropriate person 
who will call them back with the information later, rather than the receptionist trying to find the 
answer at this time. This is a more efficient way of getting information and should help to speed 
up phone waiting times. 

Unfortunately, the phone ‘call-back’ facility had faults and is now unavailable. 

KB. also informed us that the surgery are looking at other options available on Voice Connect such 
as booking nurses’ appointments, which may be possible in the future. 

Q. A member asked what the Doctors Templates column meant in online booking. 

A. KB assured us this was nothing to worry about, it was just relates to the method she uses for 
loading appointments. ‘GP T’ indicates GP Registrars and, for the telephone appointments, the Dr 
will call at any time during the given time range. 

Q. A member asked, if an appointment was at the branch site would this show on the text 
message you receive regarding you appointment? 

A. We were told this would show on the text. 

Q. A member asked about current protocol when bringing a specimen to the surgery to be sent 
off. 

A. We were told a new specimen box had been put on the wall in the entrance lobby. There will 
be a sign saying that all information must be filled in correctly and match on bottle and form. It 
would be the responsibility of the patient to make sure this was correct and place the specimen in the 
box before 12.30 

Q. A member asked what happens if a shingles injection had been missed due to Covid, and the 
person was now not in the current age group - would it still be possible to receive the injection? 

A. Dr Shaw said this should not be a problem and could be given at the Dr’s discretion. He advised 
that having the vaccination didn’t mean that you wouldn’t get shingles, but it would mean you 
would not get it as badly. There is medication that, if administered within 72 hours of the onset of 
the rash should minimise effects; after this time it is less effective. 

FLU CLINICS 

KB informed us the flu clinic appointments should be online by mid- August, and the clinics would 
be held in October. There were no issues with deliveries so patients need not resort to pharmacy 
vaccination.  She said there could be a possible autumn Covid booster and, if so, it would be 
possible to have this with the flu vaccination or a time apart. At present it is unknown who the vaccine 
provider will be. 

DNAs 

The failure to attend appointments (Did Not Attend) seems to be increasing again, so those 
patients are now being followed up. Very recently there were 7 DNAs in one morning, and 3 in one 
clinic alone. Members agreed that this was not acceptable as those appointments could have been 
offered to other patients. 

Booking-in 
There is a new computer screen near the stairs so patients can book in for their appointment 
without waiting for reception. 



Polio 
Most people who grew up in UK should have had all 5 routine vaccinations during their childhood 
and therefore be protected. 
 
ECONSULT  

There is a new on-line facility, econsult, which may be accessed from the surgery website by 
clicking ‘Contact our doctors online’ in the blue box, also available via the NHS app or 
https://econsult.net/primary-care. Here, patients can check their symptoms and possibly be 
referred to a GP if necessary. A medication review is also possible. 

The meeting concluded at 2pm. 

 

Next meeting to be held at The Estuary Club, 1386 London Road, Leigh on Sea SS9 2SQ 

Tues 26th July 2022 at 12.30pm. 


