
Firsway Health Centre  
 
Patient Participation Group 
 
Notes of the meeting held on 30 March 2022 at 2pm at Firsway Health Centre 
 
Present: Georgina Jameson, Lynne Morris, Mike Chidgey, David Howling, Paula Lea, Paul Massam 
 
1. Apologies for absence and Introduction to Paul Massam, Practice Manager 

None, however noted that Malcolm Howells has resigned from his position on the PPG. 
 
Paul Massam introduced himself and gave a summary of his work experience.  

 
2. Minutes of the previous meeting 
 These were confirmed as a correct record  
 
3. Practice Update 

 
 

a) Staffing 
 

• Paul Massam had been appointed as new Practice Manager. 

• The practice has recruited a further GP working 3 days per week. 

• Patient Service Manager position had been appointed to and will start on 
11/04/2022. 

• Mental Health Worker, now in post currently working at Firsway on a Friday. Post 
is funded jointly by GMMH and PCN. 

• Practice Nurse vacancy has been advertised to replace member of staff who has 
been on maternity leave and decided not to return to Firsway. 

 
Discussion took place regarding GP staffing. Currently have 15 qualified GP’s, dependent on the day 
there are between 8 to 10 GP sessions available each day. There are additional sessions covered by 5 
ST doctors (Qualified doctors who are completing their GP training and an FY2 doctor (doctor in 
training who as part of the training has to complete sessions in a GP Practice, although they may 
decide not to become GP’s 
 
Paula Lea then gave an overview of duties the nursing team undertook. 
 
Practice Nurse – include, Smears, Childhood Vaccinations 
HCA’s – include, Annual Reviews, phlebotomy 
 
 
 

b) Website 
 
Work on potential changes to the website had stalled, due to changes in practice staffing. Lynne 
Morris to forward emails previously sent to Paul Massam to review and progress. Paul Massam to 
follow up with Nicki Linscott (trainee doctor at Firsway) who has also been involved with the website 
review.  (Post meeting note Paul Massam has emailed Nicki Linscott to progress. 
 
 



c) Phone Message 
 
Paula advised that the phone system messages whilst patients were on hold had been updated, 
however additional work still required to add additional messaging still to be completed. (Post 
meeting note Lauren Hinds, Patient Co-ordination Manager has been requested to review and 
amend as applicable) 
 
Discussions took place as to whether messaging should be reordered, as the first message requests 
using online facilities, when it is envisaged patients are telephoning the practice as they do not have 
access to this functionality. Paula Lea advised this was not necessarily the case and the messaging 
was ordered to try and get patients to use on-line solutions to enable telephones to be freed up for 
those with no access. 
 
4. Efficiency & Effectiveness 
 
Friends and Family feedback:  Paula reported that patient feedback was still high in the high 90% 
although actual figures were not available at the meeting.  The practice has replaced AskMyGP with 
Patient Triage. Currently there is no patient feedback information attached to this system. The PPG 
noted that this information was considered and reviewed at each Management Meeting and that all 
negative feedback was followed up.   
 
Georgina Jameson enquired as to whether the practice where still experiencing a high level of abuse 
from patients. Paula Lea advised this had reduced. 
 
5. Covid Update 

 
Paula Lea advised there had been high levels of staff absent through Covid, however it would appear 
staff had caught the infection outside of the practice. 
 
The practice is currently planning the Spring Booster campaign that will be delivered form the 
practice location. Patients eligible for the booster will receive an invitation to book their booster. 
The plan was to have a vaccination clinic to be held at Firsway on 23/04/2022. Georgina advised she 
would be available to help at this clinic. 
 
6. Any Other Business 
 

• Patient Access 
 
Paula Lea demonstrated the new Patient Triage system to the members of the PPG. The system is 
much easier to use than AskMyGP as patients do not need to create an account. 
  
7. Date of Next Meeting 
  
Date to be confirmed, but will be towards end of June 2022. 

 
  
 


