PPG MINUTES – MEETING 25/7/24
Present: Stacy Holding (Practice Manager), Michelle McVey (Operations Manager), Elena Dellafiora, Marilyn Brewster, Baburai Shah, Frances Halliday, Bety Meth, Mohamed Bacchus, Thomas Devine, Stephanie Jacobs.
Apologies: Nevin Kaleli, Maria Mitchell, Rohinton Khajotia, Vina Amin, Anita Isaac.
Review of previous minutes
Friends and family test – Stacy is continuing to circulate the monthly reports.  The latest report was reviewed, and comments were mostly positive with 91% of patients saying they would recommend the practice.  There were five ‘not recommended’ comments but one of these was in fact positive.  Two comments were about reception being unhelpful and rude and the other comments were not detailed enough to know what the patient was dissatisfied with.  Stacy explained that these reports are shared with the team to reflect on and take learning if needed.  As the feedback is anonymous the practice can’t investigate comments further.
QOF results – The practice is now working on the quality outcome framework indicators for the next year.
Car park – Littering has improved significantly.  There was one more drain to clean as it had backed up down Malcolm’s way and required specialist cleaning.  This has now been completed.
Emails – Since updating the automatic reply on the email account, Michelle reported that there hasn’t been any change to the number of emails being received.  As a next step she will encourage staff to respond to emails redirecting patients to the appropriate access route, for example - Patches for medical queries.
Minutes from agenda
New phone system – Stacy said that feedback has been positive from staff and patients.  Anita couldn’t attend the meeting today but wanted to share from her experience that it is working well, and this was agreed by other PPG members.  Stacy explained that the practice hasn’t looked at the reporting data yet, but this will be used to improve patient access further.  The data will show when the practice is busiest, and this will allow the practice to manage these periods more effectively by having additional call handlers available.  Michelle shared that the new system is more user friendly for staff as calls can be picked up from any room in the practice, whereas before they were restricted to two phones in the main phone room.
Staff update – Julieat didn’t return to the PCN so the practice has been provided with a new HCA.  Kelly will work at the practice on Fridays doing phlebotomy, BPs and health checks.
Phlebotomy clinic update – Blood clinics are now running on Friday mornings and one Monday morning per month.  Friday mornings are with Kelly, new HCA and Monday mornings with Alexia, Physician Associate. The PCN are negotiating with the lab to get later sample collections for practices and if this is approved the practice will be able to offer more appointments on these days.
Dr Dogan care home/palliative care visits – Dr Dogan is now having protected time on three Friday mornings per month to do care home ward rounds and visit palliative care patients.  Previously this was being done during his usual working week and quite often in is own time, so it was important to protect some time for these visits.  This will not impact appointment availability at the practice as Dr Singhal will be doing an extra session these weeks.
AOB – 
Photo Board of clinical team – Michelle will get this completed before the next meeting.
Patches – Frances shared that she requested a face to face appointment via Patches recently but this was ignored and she was booked for a telephone consultation instead.  Stacy explained that staff should be looking at the patient preference and booking accordingly.  This will be fed back to the team.
Flu clinics – The practice will be holding flu clinics on Saturdays again this year.  Bookings will open soon once delivery dates are confirmed.
PCN PPG meeting – PCN will be holding a PPG meeting in September (date to be confirmed) and have asked if any practice members would like to attend.  Frances and Stephanie said they would both like to receive an invitation.  Stacy will share the agenda once received.

Next meeting Thursday 24th October at 9.30am

