	CROWN HEIGHTS MEDICAL CENTRE - PATIENTS’ PARTICIPATION GROUP

	MINUTES OF THE MEETING HELD ON FEBRUARY 4th 2026

Present
Cathy Wands (Chair), Gilda McIntosh (Vice-Chair), Yvonne Hunt, Viv Blunden, 
Rosalind Tapping, Jenny Dykes, Martin Stainer, Roger Doust
Apologies
Patricia Warmington
In Attendance
Chloe Rovetto – Practice Manager
Observer
Laura James
Minutes of Last Meeting – January 7th 2026
Agreed and approved with the exception of ‘The Homeless’ which is detailed under Surgery Update. 
Matters Arising
The PPG Minutes have been updated on the Crown Heights website.
Pharmacy Issues - The practice meeting with the pharmacists is being held on 24th February 
Previous issues with prescriptions, workflow and electronic communications between CHMC and local pharmacies have been raised by the PPG.
Newsletter
This is in progress, with updated information, data, statistics and DNA’s currently being collated. The newsletter will be available on the website, potentially by email and possibly some hard copies will be provided in the Waiting Room.
Update on PPG Reps Meeting with Luke Murphy MP on 15th January 2026
An overview of the meeting had been previously circulated, and Jenny confirmed that there had been much discussion on various issues, but little substantial response to most of the questions supplied. Luke and his team noted and took away a number of questions posed by various PPGs and offered to return at a later date with responses. He also offered to facilitate a future meeting with PPGs and the ICB.



Surgery Update
Chloe reported that Ruth, Practice Operations Manager, would be starting on 23rd February and will attend the next PPG meeting. Her remit will include responsibility for all day-to-day activities, such as staffing, HR, and complaints.
Patient demand has increased, with call waiting times becoming longer, and call abandonment rates rising. This is being closely monitored and interventions are being actioned if required. Waiting times have now increased to 3 weeks for routine GP appointments.
Due to changes in national guidelines RSV vaccinations are now available annually to all patients over 74 years of age. Shingles vaccinations remain cohort based.
Chloe confirmed that DNAs included ‘failed encounters’ which encompassed unanswered telephone calls to patients. PPG members commented that it was not always possible to receive a call in some working environments, and that some repeat calls had been made within a very short timeframe and not the 30-minute guideline. Staff have been reminded of the agreed parameters.
Late Arrivals - Patients arriving more than 50% late of the allotted time of an appointment would not be seen and would be required to re-book. In specific situations discretion may be exercised.
Monday GP appointments are currently reserved for ‘on the day’ patients.
The Klinik contract is coming to an end and other systems will be considered. 
Electronic letters received from HHFT are unable to be printed due to formatting issues.
In response to a question regarding services available to the homeless, Chloe informed that Dr Nisbet holds a surgery at the Camrose Centre on a monthly rotational basis. 
Any other Business
In response to the question:
 ’Can a pharmacist refuse to fulfil a prescription ordered by the GP?’ 
It was confirmed that pharmacists can legally refuse to dispense a prescription from a GP if they believe it is unsafe, invalid, or inappropriate. This is rare, and patients should contact CHMC for advice should this occur.
In response to a question about the availability of late and all-night Pharmacies in the area, Chloe responded that both Cohens and Tesco s’ Pharmacies are open until 9pm, but no 24 hr services are currently available.
Paramedics and AHPs are available for ‘on the day’ access but Nurses are by appointment.
Letters to incorrect GPs will be re-directed to the patient’s correct GP by Crown Heights as the primary identifier is the patient’s name.
Gilda informed the group that recently some patients were transferred to HHFT as a result of the fire at Southampton General Hospital. Also, that the ICB have insufficient funds remaining to utilise private facilities for NHS patients.
Date of Next Meeting
March 4th at 2pm.
