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Willaston Surgery PPG Meeting 
27.02.2023 @ 19:30pm @ Willaston Methodist Chapel 

In attendance: 
Jean Pace Head of Clinical Services CWP 

Ellie Malam Office Manager  
John Woodrow PPG Chairman 
Patients from Willaston Surgery 

Ref Title of item 

1 
Welcome, apologies and quoracy 

Apologies: Kate Paradysz, Primary Care Lead 

2 
John Woodrow welcomed patients and staff attending meeting and mentioned the two 

main focus of queries recently have been around prescriptions and appointments.  

 Surgery Update 

3 

Ellie Malam (EM) Office Manager  
- EM reminded those in attendance that we want to create and maintain an open 

channel of communication between our patients and the surgery, EM is happy to speak 
with patients at any time via email, phone call or if they call into the surgery. Feedback 
is key to making improvements and shows that we are listening to our patients and 
responding to their needs.  
 

- EM informed patients that Dr Hamilton is expecting a baby and will be going on 
Maternity Leave in early May 2023. GP or ACP (Advanced Clinical Practitioner) cover 
to be confirmed.  

 
- The surgery has a new nurse Karen Perkins who is working on a Thursday and a 

Friday, having previously worked at the Countess of Chester Hospital as a Diabetic 
Specialist Nurse. Karen brings a wealth of knowledge to the surgery for our diabetic 
patients, and Karen will be trained up over time to carry out all practice nursing tasks. 
This will improve access and availability for our patients.  

 
- EM advised the meeting that some of the patient assistant team are in the process of 

training to cover healthcare assistant (HCA) tasks. This will help to provide cover for 
annual leave and sickness and will also increase availability.  

 
- Discussion around appointment availability and the lack of locum GP cover in the event 

of sickness and for annual leave cover. Jean Pace (JP) and EM discussed the various 
challenges around booking in locum GPs through the CWP Temporary Staffing 
Department but that we are working to find an improvement.  

 
- CWP’s Chief Executive Tim Welch visited the surgery on Thursday 23rd February, 

where the locum GP issues were discussed.  Mr Welch is now aware of how big of an 
impact this has on the surgery and has taken our feedback away to look into this 
further. JP advised it would be very difficult to put a timescale on finding a resolution to 
this problem, but that we are not going to stop looking into possible solutions.  
 
Additional topics raised with Mr Welch and taken away for further discussion were: 
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Ref Title of item 

- The building, which the surgery has outgrown due to the expansion of additional roles 
within primary care 

- Palladium Gardens development – EM to look into planning for the Palladium Gardens 
development to understand whether any additional healthcare or community provisions 
were part of the plans. Local Councillor Myles Hogg contacted via email 27.02.2023. 
Mr Hogg has since confirmed that no additional healthcare provision/funding 
was agreed as part of the planning of the development.  
 

- EM advised the meeting that we offer pre-bookable appointments one week in advance 
as this achieves the best balance between ensuring patients can book in advance and 
the ability to book “on the day” appointments for patients.   EM to look at changing the 
time availability to spread the online bookable appointments throughout morning and 
afternoons rather than within the current small timeframe.  
 

- EM advised if we are unable to offer appointments on the day that the patient assistant 
team will signpost people to NHS111, Eastham Walk in Centre and local pharmacies.  
 

- EM discussed the importance of needing the patient’s date of birth when speaking to 
people over the phone. This is for data protection, to ensure we are speaking to the 
correct patient and also to ensure the patient assistant team have all the information 
they require to help and signpost people. EM confirmed that the Patient Assistant team 
(and all other practice staff) have the same level of access to medical records as the 
GPs do. We do not access records without reason and are all bound by the same NHS 
confidentiality policies.  
  

- COVID Spring Boosters – we have received notification from NHS England that there 
will be a Spring Booster COVID Vaccination programme commencing on 3rd April 2023.  
Spring boosters will be available for care home residents initially and, from 17th April, 
will be offered to people over the age of 75 years and those who were previously 
advised to shield during the COVID pandemic. We are awaiting confirmation from the 
Primary Care Network (PCN) as to how we will deliver these vaccinations in terms of 
location, date, and time.  
 

- The 2022 GP National Survey Results are attached for your information. The feedback 
relates to experiences of the practice between 2021 and 2022.  We have compared our 
feedback to that received in the 2021 survey and have compared our results against 
the national average. Although patient satisfaction was lower overall then the previous 
year, positive feedback was equal to or higher than the national average in all but one 
of the criteria (offered a choice of appointment when they last tried to make a general 
practice appointment).  We are working through an action plan to improve your 
experience of the surgery and now the surgery is back open fully for face-to-face 
appointments after the COVID pandemic, we are hopeful that our feedback in the 2023 
national survey will be more positive. Please see Page 7 for the results table.  
  

- EM again emphasised the need to maintain open communication between the surgery 
team and patients so we can have constructive conversations about how we can work 
collaboratively together to make and/or suggest improvements. 

  
- EM discussed the need for patients to assist the surgery team with taking the lead on 

their own care.  This can be in various ways: utilising local pharmacy services, ensuring 
you have enough medication at home and re-ordering in time and utilising self-care 
options where appropriate before contacting the surgery. We are of course still here 
to help you and will never refuse to assist you, but we are moving in the direction 
of patients taking the lead with their own care. Please help us to help you.  
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Ref Title of item 

 Patients Raised for further actions 

4 
- Availability of Online appointments? 
- As above  

5 

- Can patients receive Travel Vaccinations at the surgery? 
- Currently this is not a service that we offer. As our practice nurse team has recently 

increased, we will source further training with the intention to hopefully reintroduce this 
service. 

6 

- Can patients have video consultations with a clinician? 
- Currently this is not something that we offer.  We will soon be having a new system 

called PATCHS to replace the current system of AccuRX (both provide the ability for 
video consultation).  However, at this point we do not know when this new system will 
be introduced. Ongoing.  

7 

 72 Working Hours for Prescriptions 
- The current wording around repeat prescriptions is confusing.  EM agreed that the 

information regarding prescriptions taking 72 hours will be re-worded to say “three 
working days” 

8 
Additional Roles within the surgery  

- Please see the below timetable for availability and the surgery website will be updated 
in due course with further information on all of our additional roles staff 

9 

Can repeat prescriptions to be issued for 2 months (rather than 1 month) and can 
the surgery align medications so the repeat prescriptions are due on the same 
date? 

- EM to discuss this request at the next clinical meeting to see if there is any guidance 
around why we prescribe one month rather than 2 months.  

- For aligning of medications, we can put this forward to our medicines manager to look 
at aligning medications to make the ordering system more efficient for patients and the 
surgery team.  

10 

Can patients email GPs with queries? 
- EM explained why this is not possible as the GPs days are accounted for from the start 

to the end of the day with consultations, reviewing results, signing prescriptions, urgent 
duty doctor queries, home visits where appropriate. Any medical queries would need to 
be an appointment with a GP.  

CLOSE 20:30 

Date, time and venue of the next meeting 
TBC 
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Please see below for further updates 

 
Staff Timetable – Willaston Surgery Feb 2023 

 

 Mon Tues Wed Thurs Friday Saturday 

Dr Martin 9-530 9-530 9-530 
NON 

WORKING 
DAY 

9-530 
WILLASTON 
SURGERY 
CLOSED 

Dr Howard 815-1230 930-630 815-1230 8-330 
NON 

WORKING 
DAY 

WILLASTON 
SURGERY 
CLOSED 

Dr Hamilton 9-530 
NON 

WORKING 
DAY 

9-1230 9-530 9-1230 
WILLASTON 
SURGERY 
CLOSED 

Seema (Practice 
Nurse) 

10-630 8-430 8-430   
WILLASTON 
SURGERY 
CLOSED 

Karen (Practice 
Nurse) 

   8-430 8-130 
WILLASTON 
SURGERY 
CLOSED 

Diane (HCA) 8-230 8-230 8-3   
WILLASTON 
SURGERY 
CLOSED 

June (ACP)     8-430 
WILLASTON 
SURGERY 
CLOSED 

Mark (PCN 
Mental Health 
Practitioner) 

   9-5  
WILLASTON 
SURGERY 
CLOSED 

Willaston Physio 
Phone Calls 

between 
630-8pm 

 
Phone Calls 

between 
9am-5pm 

  
WILLASTON 
SURGERY 
CLOSED 

Enhanced 
Access 

Appointments at 
Neston Medical 

Centre 

These appointments can only be booked via the  
Patient Assistant team 

Saturday AM 
11am-12pm 

GP and Nurse 

Enhanced 
Access 

Appointments at 
Great Sutton 

Medical Centre 

These appointments can only be booked via the  
Patient Assistant team 

Saturday PM  
GP only 

Enhanced 
Access 

Appointments at 
Neston Surgery 

These appointments 
can only be booked via 
the Patient Assistant 

team 

Nurse 
Appointments 

630-8pm 

These appointments can only be booked 
via the Patient Assistant team 

PCN Clinical 
Pharmacists 

   
Based at 
Willaston 

Surgery 8-4 
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Useful Phone Numbers for Patients 

 
These numbers can be used for patients to chase up referrals to specific departments, scans 

and screening.  
If you are unsure who to speak to, please contact switchboard of the hospital you have been 

referred to and ask their advice.  
 

Appointments Team at Arrowe Park/Clatterbridge  
0151 604 7501 

Appointments Team at COCH 
01244 366 663 

Wirral and Chester Breast Screening 
0151 482 7661  

Arrowe Park Switchboard 
0151 678 5111 

Countess of Chester Switchboard  
01244 365 000 

 
https://111.nhs.uk/ 
NHS 111 Online 

 
 

 
Surgery Email Address: cmicb-cheshire.willastonsurgery@nhs.net  

 
This is monitored between 09:00-17:00 Monday to Friday, excluding Bank Holidays.  

 
The surgery email address changed in June 2022 and this was amended on the surgery 

website prior to the change coming into place.  

 

 
 

If you have any friends, family or contacts who would like to join PPG email distribution list, 
please ask them to email the surgery on the above email FAO Ellie, with the email address 

they would like to be added.  

 
 
 
 
 
 
 
 
 
 
 
 

https://111.nhs.uk/
mailto:cmicb-cheshire.willastonsurgery@nhs.net
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Community Pharmacy Minor Ailment Service 

 
Please see below list of conditions that local pharmacies can help with – this may be quicker 

than trying to book in at the surgery! 
 

The team at the surgery need to refer you through our system into these services – please do 
not hesitate to contact the patient assistant team if you would like us to refer you on.  

 
You will be contacted by the pharmacy over the phone for triage and they will advise on your 

care from there – or will pass you back to the surgery if they are unable to offer treatment.  
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Feedback 
 

We welcome any feedback from patients, whether this is good, bad or somewhere in 
between! 

 
If we aren’t aware of issues or personal adjustments that are required, we cannot work to 

rectify them. 
 

Please do not hesitate to contact Office Manager Ellie Malam via the surgery email address 
with any informal concerns, complaints or compliments for the surgery staff. 

 
This will all help increase our productivity, efficiency as a surgery team and boost morale. 

 
Many thanks for taking the time to read these minutes and updates. 

 
Ellie Malam 

Office Manager 
 

 


