



NORTH STREET MEDICAL CARE


Romford site: 274 North Street, Romford RM1 4QJ
Tel: 01708 629733  

Chadwell Heath site: Chadwell Heath Health Centre
Ashton Gardens, Chadwell Heath, Romford RM6 6RT
Tel: 01708 629733  	
Patients Participation Group (PPG) Meeting

Minutes of meeting held on Friday 12th July 2024 at 14:00 hrs
	Present:  Dr D Sura (DS) - GP Partner, Susanne Bauer (SB) – Practice Manager, Aaron Fernandes (AF)– Deputy Practice Manager, Lauren Goddard (LG) Management Assistant, Toktam Kiana (TK) Dietician, 13 members of the PPG (Names cannot be published, but the surgery has the names of the attendees). Minutes taken by Lauren Goddard. 

	Welcome
Dr Sura (DS), Susanne Bauer (SB) and Aaron Fernandes (AF) Lauren Goddard (LG) PPG members introduced themselves. SB welcomed the PPG members to the meeting.


	Action



	Complaints, comments, and review summary 

Between April 2024 and July 2024, the surgery received 15 complaints. 1 appointment, 1 charging cost, 2 clinical treatments, 4 Follow up care, 4 prescription issues, 1 repeat prescription process, 1 waiting for appointments and 1 other (Requesting letter to the home office). 

· AF completed a brief update of complaints to PPG members, also mentioned positive feedback from patients.
· AF/SB discussed with PPG group that complaints seem to have reduced. Also mentioned that we have complaints meetings on a regular basis. 
· AF mentioned that prescription complaints have reduced also. 
· AF confirmed that its best to order prescriptions 7-10 days in advance. 
· SB to send details to PPG group of NHS app training sessions at Romford Library. 

	AF







	Toktam Kiani – Dietician 

· TK introduced herself to the PPG members.
· TK explained what she can offer as part of her role and what patients can expect. This includes weight management, diabetes etc. 
· TK confirmed that patients can receive a personal diet plan or a standard diet plan.
· TK to send UK standard diet plan to PPG member as only has an American version.
· PPG member mentioned Everyone active – Not receiving all information regarding classes on induction.










Update from NSMC

· SB mentioned to the PPG members that the surgery is participating a fruit and dress down day, this is to raise money for our local charity Mind. 
· DS confirmed to the PPG that Dr Omar will be starting full time at NS.
· Janani has now started at NS 2 session a week.
· Current trainee’s finish at the end of July. New trainee’s start in August. 
· Liz Haskew celebrated her 30-year anniversary working at the surgery.
· DS/ PPG members discussed improvements with the phone line system. AF/DS confirmed we are changing providers with more Improvements.
· PPG member explained that they were offered a telephone appointment even though they are partially deaf and would find a telephone call difficult. LG to change appointment to F2F and make clear on patients record F2F appointments only.
· DS confirmed new check in and call board installed at North Street and Ashton Gardens. 
· PPG member asked how we keep check in screen clean. DS confirmed that hand sanitizer is available, and we have cleaners once a day.
· DS confirmed we will be changing website providers.
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	Parking 
· SB confirmed car park monitoring system will be put in place soon.
· Camera’s being installed
· Signage will be clearly displayed 
· Texts will be sent to patients and information added to the website.

	SB 


	AOB
 
· DS went through Raphaels House network and staff.
· DS confirmed we are actively working on a plan as we have limited space at NS. Looking at a property currently so we can expand.
· PPG asked if it would help to write to our local MP and the ICB. DS confirmed this would really help support our case.
· PPG member asked why they don’t have the permissions to access their medical records on NHS app. LG to investigate.
· PPG member asked if Covid & Flu will be a combined vaccine. DS confirmed as far as we know these will be still separate vaccines. 
· PPG member mentioned that they have been waiting for information regarding their referral for 8 weeks. LG to investigate. 
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Meeting concluded 15:00
Next meeting date to be advised.
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