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Introduction 
Your PPG met for the first time for some months in the middle of 
October. There were some old faces and some new meeting with the 
Surgery team. It was acknowledged that one of the main areas of 
focus needed was improved communication and involvement with 
the Patient community as we continue through these very 
challenging times. We have agreed we have not done as well as we 
might in this regard and committed to “up our game”. In this regard 
this Newsletter is a part of the new beginning. 
Nobody could have anticipated the changes we have seen in the 
months since Lockdown on the 25th March this year. In the same 
way that many of us stood on our doorsteps acknowledging the 
efforts of the NHS so we want to start in the same way to our surgery 
and all the team involved. 
One quirk of the NHS at its inception in 1948, was that GPs are 
independent contractors working under contract to the NHS and 
often we forget that policy and direction on how to operate during 
the Pandemic has come from the NHS to the many surgeries. To 
keep on working throughout finding a way through the evolving 
policies and practices has in itself been a challenge similar to that 
which many of us have faced.  
As individuals we may have experienced some involvement with the 
Surgery that we felt was not “up to scratch” and it’s a role of your 
PPG to represent and discuss any concerns with the Surgery in this 
regard. Similarly, we may have experienced new initiatives like the 
Drive Flu that have worked so well for many of us and we need to 
say “Well Done” when that’s the message. 
 
The Change Journey 
We want to try and highlight some of the main changes that have 
occurred in recent months and what they mean to us as Patients. 
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Appointments: 
One of the most significant changes necessary was that in order to 
protect both Patients and Staff, Surgeries across the country have 
had to introduce mechanisms to ensure treatment continued but 
very often remotely. In the case of Whiteley we are able to use 
eConsult to communicate with the Surgery. There are positives and 
negatives-the positive is it’s there 24/7 so we can message whenever 
we want, at our convenience- the GPs also get a clear picture of the 
problem with more detail and history due to the way the form is 
completed – we are sure you have visited the surgery and then 
forgotten something important during your time with the doctor. 
The negative is it can take several minutes to complete. Some find it 
easy enough and for some it’s a struggle because they don’t have 
technology to do this with. If you are in the latter category, then you 
can telephone the Surgery and they can help complete an eConsult 
for you. 
Many will have found that if they download the NHSApp then 
eConsult is available within that. It’s quicker to use than the 
standalone eConsult because it remembers all your details every 
time. 
The surgery has put up help information recently on the eConsult 
model 
 https://www.whiteleysurgery.co.uk/practice_news/econsult-
informational-video/ 
Your PPG can also help you by providing information in how to 
download the NHSApp. We also have contact directly with the 
eConsult team so possibly can help if you have issues using that. 
You can find our contact details at the end of this Newsletter. 
 
After you have submitted your eConsult you can expect to have 
contact in one of 4 ways -text message, telephone call, video 
consultation or a face to face appointment. One of the key factors as 
we have mentioned above is keeping Patients and Staff safe so face 
to face appointments are still happening but in a safe way which will 
be explained to you if you need to be seen. 

https://www.whiteleysurgery.co.uk/practice_news/econsult-informational-video/
https://www.whiteleysurgery.co.uk/practice_news/econsult-informational-video/
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Please see the attached link about how the E-Consult process works 
https://whiteleysurgery.co.uk/wp-
content/uploads/2020/07/Patients-comms-Whiteley.pdf 
Guidance from the Surgery on response times “We aim to respond to 

any E-Consult submitted before 5 PM on the same day – this is not 

always possible particularly at the beginning of the week or when we 

have staff shortages, but this is our aim.” 

Telephony Services 
One of the benefits of the relationship Whiteley Surgery has within 
Sovereign Health Network is that we are able to “pool resources” 
and find the best way across the 3 sites to do things. One of the early 
decisions because of the sophisticated telephone system was to 
focus activity via a “Telephone Hub” at Jubilee Surgery. When you 
call Whiteley Surgery your call is automatically diverted to the 
Telephone Hub as no additional charge to you.  Calls are taken on 
behalf of all Patients across the Network-typically 5,000 per week 
and a large team provides the best service possible. The data 
available indicates obvious things like Monday is very busy but 
guidance from the Surgery is  “please call with routine queries after 

10 AM or in the afternoon when the phones are less busy”. Ways of 

improving response times are being continually looked at and we 

would expect to give you more guidance on this as time progresses. 

 

Open for Business 

This was a slogan captured by the NHS after the first phase of Covid-

19 and Whiteley team are very much playing their part in this but we 

have to understand there has been something like a 5 month backlog 

to recover. Here is an update from the Surgery  

“We are working hard to catch up with this workload, but the loss of 5 

months clinical time is having an impact.  If you have a long-term 

condition, then you will normally be called in the month of your 

birthday but please bear in mind that we have a significant 

backlog. All screening processes are back up and running but also 

have a backlog – all patients who are overdue a smear or whose smear 

is now due are being contacted directly and asked to book an 

appointment.  We are using a texting service to remind patients of 

their reviews and you may receive a link to a questionnaire – if you 

https://whiteleysurgery.co.uk/wp-content/uploads/2020/07/Patients-comms-Whiteley.pdf
https://whiteleysurgery.co.uk/wp-content/uploads/2020/07/Patients-comms-Whiteley.pdf
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do not have access to an electronic device to complete the 

questionnaire please call the Telephone Hub and they will arrange for 

a paper questionnaire to be sent out to you.  Lots of our review 

appointments are now held virtually via telephone and perhaps with a 

video consultation – however, if your condition is well monitored and 

there is nothing to worry about you may receive a text telling you that 

your condition is being well managed and we do not need to see you – 

this will be based on the information you have submitted on your 

questionnaire and a clinician looking at your records and your 

medication requests.  We are trying to minimise the number of times 

you need to attend the Surgery to keep you safe so we may ask for 

several blood tests to be completed at the same time so that you only 

need to attend the Surgery on one occasion.” 

 

Routine Messages 

Through the website there are a series of easy automated contacts 

dependent on the nature of your request. Use these whenever possible 

for routine communications that are not urgent. Advice is “if you send 

us a message via our Website, we aim to respond within 48 hours – 

we usually manage to respond quicker, but you should allow 48 hours 

for a response.  Please try to send only one message and wait for a 

response  - sending multiple messages can cause confusion as the 

system can flag that it is a duplicate and may get missed.” 

 

Flu Vaccination 

We mentioned above the Drive Flu approach, but the enormous 

number of vaccinations and the wider coverage means work is 

ongoing.  We have vaccinated the majority of our Over 65 aged  

patients and are currently vaccinating our Under 65s  with increased 

risk factors – if you fall into the above categories and have not yet had 

your vaccination please telephone the Surgery after 2 PM and an 

appointment will be booked for you.  A few days ago, an update was 

posted on the website advising when we expect to be able to vaccinate 

the 50-64 age group.   
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PPG Communication 
We mentioned above as a PPG we want to focus on improving our 
communication to and from Patients. We have planned our next 
meeting in early December but in the meantime will be focussed on 
collecting information from Patients to shape discussion topics for 
that meeting. 
Over the next couple of weeks, we will be putting time into a newly 
introduced Facebook Group called Whiteley.PPG -here’s the link and 
we would welcome your involvement. 
  
https://www.facebook.com/groups/339523697147239 
 
As a PPG we are happy to email Patients with updates if they would 
prefer this to using Social Media. We will obviously communicate via 
a Group email but using a Blind Copy, so nobody sees other 
participant mails. Nonetheless if you would prefer communication 
via this means please mail the secretary of the PPG and make it clear 
that you are happy for your email details to be held on a Group file in 
this manner. Contacts address is whiteley.surgeryppg@nhs.net  
 
VPPG 
The concept of a Virtual PPG is not a new one. In effect it is a group 
of Patients willing to be contacted for input on developments be it 
the way the PPG works on their behalf or particular points to be 
discussed at meetings with the Surgery. 
Further information on this will be provided in the next few weeks 
with the details of how to sign up.   
 
Thank you for taking the time to read this newsletter. We welcome 
your feedback and information through the contact points 
mentioned. 
 
Mike Evans/Joyce Smallwood/John Butter/Barry Wilkinson/Chris Turner 

https://www.facebook.com/groups/339523697147239
mailto:whiteley.surgeryppg@nhs.net

