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Westgate Surgery 
 

Patient Focus Group 
Meeting Minutes 
15th May 2018 

 
Present:  Apologies: 
 

 Mrs Rosalind Morton - Chairperson Mrs A Clark 
 Nicky MacDougald – Practice Manager Mrs C Cleworth  
 Heather Gillespie – Practice Secretary Mr D Cleworth 
 Dr Gauri Jha – GP Mrs E Lambie 
 Pam Hulance – Ageless Thanet  Mrs C Taylor 
 Mrs P Bailey 
 Mrs M Connock 
 Mrs M Francis   
 Mrs J Glover 
 Mrs M Jeffery-Watson  
 Mr G Lafford  
 Mrs M Lafford   
 Mrs M Makepeace  
 Mr M Meaney 
 Mrs P Orpwood 
 Mrs J Palmer 
 Mrs P Piggott 
 Mr R Robinson  
 Mrs S Walsh 
 Mrs S Wells 
 Mr B Wells 
   
 Attendance taken from sign in sheet, if your name is missing please let us know. 
  
1. Welcome & Introductions: 
 

Ros welcomed everyone to the meeting and explained the purpose of the group was 
to be a critical friend to the surgery.  She also welcomed the new members to the 
group. 
  

2. Minutes of Last Meetings: 
 

No inaccuracies were raised. 
 
3. Matters arising from the meeting:- 

 
Nicky gave an update on the following items: 
 
a) Clive Hart 

 
Mr Hart was invited to attend the meeting, but no response had been 
received. 
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b) Telephone System 
 

 Nicky advised that at the last meeting she had informed the group that there 
was a bid going in for new telephone system across Thanet.  This has been 
approved and the surgery will be getting a new telephone system.  The 
surgery will have to have a new number and they are trying to get the old 
01843 number which a lot of patients do still call and get diverted.  The new 
system will tell patients they are in a queue and where in that queue they are.  
It will also allow the surgery to record all calls taken so that they can be played 
back if complaints are made. 

 
4. Questions to Dr Jha 
 
 Dr Jha was in attendance and Ros asked if the group for questions. 
 
 The main question asked was regarding the Stroke Services and whether Dr Jha had 

any input to the proposals affecting this service.   
 Dr Jha responded by saying that the service is better managed in a specialist centre 

and it is not proven that there are enough demand to keep sit at Thanet.  She did 
state that there are still concerns over transport and getting patients there within the 
guideline timescale, and this is 1hr not the 30mins advertised on TV.  The 
ambulance will take the patient direct to the acute unit rather than via the local 
hospital which will cut out wasted time.  It was explained that ambulance crews could 
not administer/start treatment on way to hospital as they need a CT scan to rule out 
any other cause for symptoms prior to being commenced on treatment.  Dr Jha was 
asked if the unit at William Harvey is set up and ready to go.  Dr Jha responded by 
stating that this was being looked at to ensure that it is. 

 
 Ros asked Dr Jha to note the Group’s concerns and to relay them to the Board, 

which she agreed to do. 
 
 No other practice based questions were raised. 

 
  
5. Pam Hulance – Ageless Thanet  
 
 Pam introduced herself to the group and gave an overview of the services they offer 

to patients aged over 50.  They are a lottery funded project and funding is in place to 
offer services until 2020. 

 
 They work with various partners to provide services including:- 
 Citizen’s Advice Bureau 
 Your Leisure 
 Social Enterprise Kent 
 
 The aim of Ageless Thanet is to get people out of loneliness and isolation by doing 

activities 
 
 There are five different services they provide:- 
 

• Ageless Entrepreneur 
• Active Citizenship 
• Community funding 
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• Age friendly Businesses 
• Wellbeing 
 
Information regarding these services are available on their website, but if patients do 
not have access to the internet then there are various locations that have a paper 
copy of their directory and Pam would look at getting a copy of that put in the waiting 
room at the surgery. 
 
Contact Details: 
Telephone No: 01843 210005 
Website: http://sekgroup.org.uk/ageless-thanet/ 
 
Or attend Ageless Thanet Feelgood Factory, 80 High Street Margate. 

 
 Pam was asked how does Ageless Thanet engage with the isolated?  Pam stated 

that although they know there are some people they are missing, they can’t knock on 
doors.  The plan is to do drop-ins at GP surgeries. 

 
 Pam was also asked if Ageless Thanet liaise with the volunteer bureau as they know 

a lot of the vulnerable people as well as the PCSO’s.  Pam stated that they are in 
contact with the PCSO’s. 

 
6. Practice Slogan 
 
  Nicky explained to the group that the surgery would like a practice slogan that 

represents the values of the surgery and asked the members of the group to think of 
a slogan.  Nicky stated that it could be just a few words to a whole sentence. 
 Nicky stated that this would be added to the practice headed paper and website. 

 
 Amongst suggestions were “Who cares Wins”, Nicky will be reviewing suggestions 

and agreeing this with the surgery team 
 
 
7. Practice Objectives for 2018/19 
 
 Nicky informed the group that at the last half day closure the whole practice team 

met and discussed “what we want to do in the future” and “where are we going”.  
Some of this discussion had been put on hold whilst the future of the surgery 
premises was decided but since there was not going to be a fast change the work 
and the development of the surgery needed to continue.  Nicky asked for suggestion 
about what the group wanted the practice to achieve and various suggestions were 
made. 

 Nicky said that these would be collated with the surgery team thoughts and then the 
objectives would-be agreed and made available to patients on the practice website.  

 
 Suggestions made were: 

• Stop the poor pronunciation of names on call system 
• Social prescribing – interface to support this. 
• Weekend surgery 
• Drinks machine 
• Support for dementia care for early care/diagnosis 
• Flu clinics at sheltered housing 
• Home visits by nurse for over 75s not able to visit surgery 



 

Page 4 of 5 

• Health checks to include advice re local social events, i.e. Ageless Thanet & 
access to social services as necessary & invite to surgery for those more able. 

• A system where at 75 patients could have a short session on overall wellbeing. 
• Leaflets/item on TV screen detailing practice services available; i.e. well woman 

clinics 
 
 
8. Premises Development Plan 
 
 Nicky explained to the members that at the last meeting she had outlined plans for a 

possible new building.  But after a difficult discussion the GPs felt it was the wrong 
time to enter into a new lease agreement for premises.  The GPs are in discussion 
with the CCG about other options as there is pressure on Westgate to increase its 
boundary.  The surgery currently has approx 10,200 patients registered and the 
current surgery building was only built to accommodate 10,000 patients.  Nicky 
explained that it is likely that the surgery will move premises, but it will not be this 
year. 

 
 The proposal to close Garlinge Surgery has been rejected and this has allowed the 

CCG to consider how best to provide healthcare in this part of Thanet. 
 
 
9. Engagement with patients 
 

• Social Prescribing 
• Using patient participation groups 
 
 Nicky asked the members of the group how can the surgery engage with the patient 
group more.  She mentioned that another surgery group undertook work to raise 
funds for equipment and that their group became involved in supporting the surgery I 
this way.  
 
 One member suggested using other patient’s experiencing to help others, which 
would include sharing knowledge of conditions as a patient/carer with others newly 
diagnosed with a condition.  Another member suggested having a buddying system. 
However this would need to be looked into further with regard to Data Protection.  
The general consensus was that this was a good idea and maybe the way forward. 
Perhaps putting a poster up in Reception asking if patients would like to join the 
service to help other patients understand their conditions. 
 
It was mentioned that there are differences in each and every patient participations 
groups, some have a more social group and is there other things that Westgate 
could do?    It was stated that others are much more formally structures and have a 
committee.  Many of the group representatives were surprised that we have an open 
forum.  Rosalind felt that Westgate was a much better way to have a patient 
participation group so that anyone can join and voice their opinion and it is a much 
healthier way.  There was a unanimous agreement with this 

 
10. Any other Business 
 
 Rosalind informed the group that between them, she and Mr Lafford have been 

attending the Health Reference Group.   Rosalind also recommended that patients 
should go to any Esther Café as this is an opportunity to have their voice heard. 
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ACTION: Find out locations of next Esther Café’s and dates to be put in waiting room 
 
 
 GDPR 
 
 Nicky spoke to the group about GDPR: This is the new General Data Protection 

Regulation and comes into form on 25/05/2018.   All health data is special data and 
is not affected by all the rules of GDPR; health data cannot be removed. 

 
 All staff have had training and will be able to answer patient’s questions about what 

we do with their data.  All Surgeries have to have a Data Protection Officer.   
 
 Breast Screening Letters 
 
 It was asked about the recent breast screening news and whether patients would get 

letters about missed appointments.  Nicky stated that all patients missed will get a 
letter. 

 
 Minor injuries Unit 
 
 Do the reception team only tell patients about Whitstable Minor Injuries Unit. Nicky 

stated no, there are several options that you can use, including Herne Bay and if you 
use the WaitLess App on your phone it tells you which service has the least waiting 
time. 

 
 There were no other questions/ issues to be asked. 
 
 
 Meeting was closed at 7.35pm 
 
 
 
 
 
 
 Dates for next meetings:-   Patient Group - Thursday 27th September 2018 – 4pm 
     Patient Group - Thursday 29th November 2018 – 2pm 
                                                       
 
 
 


