



	PPG (PATIENT PARTICIPATION GROUP)
Minutes
Monday 13th Feb 2023, 11am via Teams
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	1 
	Welcome and Introductions:

	2. 
	Apologies: AJ, DS, JT, PS, MB, LT, MDC

	3.
	Due to technical difficulties, some members were not able join the meeting via Teams. I was able to discuss this via email with some members. It was agreed that the notes of the meeting will be circulated to all members

	4
	Meeting scheduled for 2022 – There would be 3 meetings per year and the dates will be sent closer to the meeting date which will depend upon members’ availability. It was easier to manage the calendars nearer time.

	5
	Telephone update and waiting times 

Our phone lines have improved significantly. We have 3 people answering phones at the busier times i.e 8am and 1pm. Dashboard remains open on all the admins desk. Anytime it gets busier rest of the admin team will start helping with the calls to clear the queue.
· More than 50% of the calls are answered within one minute.
· 35% of the calls are answered within five minutes.
· 12% of the calls are answered within 10 minutes. 
· Only 3% of the calls have to wait more than 10 minutes.


	5.1
	Face to face appointments

There has been a significant increase in the number of Face to Face appointments offered over the last 6 months. On an average GP appointments are 50-50 (Telephone and F2F)

For other ANP/clinicians its 60-40 (60% F2F and 40% Telephone)

	6
	Complaints 

[bookmark: _GoBack]

	7
	Patient feedback – JT

We carried out monthly surveys in April and May 2022. Our survey results were discussed with the members of PPG and a number of recommendations were made. 

It was reported that 51% of our respondents found their experience excellent.

Excellent Prescription service (JT)

	8
	March 2022 – ACTIONS FOR PATIENT ENGAGEMENT & COMMUNICATION

We had agreed an action plan jointly with the PPG in March 2022. We have reviewed our action plan in February 2023. 

An up to date plan is now attached for information and comments from PPG members.
Staff survey 
· All staff appraisals and mandatory training are up to date
· We have carried out a staff survey in Feb 2023 in order to listen to our staff and become model employers to communicate and engage with our staff. 

	
	Patient Survey
· We have undertaken a patient survey of all our patients in Feb 2023 to allow us to get a feedback from all our patients
· The practice would analyse the survey results and agree an action plan to address any issue that has been raised by our patients.


	9.
	SPECAIL PROJECT 

	
	24 Sept 2022 – Support MacMillan Cancer Research

1. Coffee morning/Cake Bake sale– Worked with Lions Club Acton to raise £1000
2. £500 was given to the Mulberry Centre – voluntary organisation supporting cancer patients and their families. 
3. £500 was send to Macmillan Centre at Chelsea and Westminster NHS FDN Trust. They provide support and advice to cancer patients and their families


	
	24TH Sept 2022

We organised a “Over 65 Health and Wellbeing Day” and invited over 300 patients. 67 staff and patients participated in the event. We organised a nurse, GP, a physio to attend the day to answer any queries.

Falls Prevention Officer was invited to do a presentation for over 65.

We were able to invite our local optician to highlight the importance of regular eye checks

	
	24th Sept 2022

We worked with our local partners, Lions Club Acton to support their initiative “Message in a Bottle”. 

Patient is able to get a plastic bottle with a pre-printed A4 sheet. Patients can fill the form with personal information and also with the medical history, medication details, allergies etc. This bottle is stored in the fridge door. 

In the event of a visit from the emergency services, there is easy access to the information which allows the team to provide appropriate care without delay.

This is free service for our patients. 

	
	21st October 2022

Our practice nurse was supported by our staff to wear PINK to raise money for the Breast Cancer Research. A total of £350 were raised.

Lions club Acton supported this cause by adding £200 donation which was sent to the Breast Cancer support unit.


	INFORMATION

	
	CQC – we are expecting another visit in 2023. Waiting for a date

	TASKS COMPLETED


	
	Healthwatch Hounslow to visit Brentford Health Centre. 

2 visits have been made to the Brentford Health Centre. RB has requested the reports for both inspections.
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