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MEDICAL




Holland Park Surgery
 Patients’ Representative Group Meeting
24.10.25 at 11:00
Meeting Notes
1. Welcome










Attendees – JC, SR & AM








2. Operational Update 








(Appointment wait times, SOP, running of surgery)

· GP routine appointment availability is currently slightly further ahead than usual at 3 weeks wait for a routine appointment, this is in part due to the change in season and more demand going in to the winter months. 
· ANP/ACP wait times are currently around 2 weeks. 
· There is still urgent appointments available every day and patients can be referred to Extended Access service or Pharmacy First schemes if required.
· The organisation is also doing some work with patients who attend frequently to ensure they have a robust care plan which should mean the need for frequent appointments becomes less therefore creating more access for other patients. 

· The surgery also has a robust DNA (did not attend) policy which means patients who frequently book appointments and do not arrive are sent warning letters etc. to ensure they are aware this is not an appropriate use of the service. 

· AM raised the length of the telephone message, which includes information about repeat prescriptions, new patients registration etc. There was some feedback recently in which patients felt they wanted this information including in the message. We will monitor this and if more patients complain about the length of message think about reducing again.

· SR explained that we also have an automated call back system in place where a patient can press a button while in the queue to hold their place and then will receive a call back from the surgery when they reach number 1 in the queue. 

· SR explained the use of national Pharmacy First scheme in which patients can be referred to local pharmacies for minor conditions such as UTI, ear infection etc. Patients can self-refer or be referred via reception.
3. Staffing Update
                                                                                  
(New starters, leavers, PCN staff)

· Regular Practice Nurse Z Dickinson has moved from Holland Park to another site due to change in role. We now have Practice Nurse C Derry who is based here at Holland Park.

· Unfortunately Holland Park has lost First Contact Physiotherapy appointments as these were arranged with East 1 PCN. There will be an upcoming resolution to this and a new First Contact Physiotherapist provided soon. 

· Staffing at Holland Park has been a lot more stable over the past 12 months, previously there had been some movement within admin/reception teams however this has stabilised. 




 
4. COVID-19 Update
                                                                         
(Vaccination programme, COVID related guidance)





· The surgery is now in the midst of Flu and Covid 19 vaccination programmes. All eligible patients have been offered vaccinations. 
· Holland Park is also running housebound Flu and Covid vaccination service for or patients and local care homes. 
· This has meant in the last month there has been less routine nurse capacity however this has now increased. 
5. Patient Feedback










(Local surveys, national surveys, informal/formal feedback)
· We have recently had results of the National GP Survey, The practice has developed and action plan as per below.

· Point 1 

Patients knew what the next step would be after contacting their GP practice
Surgery Scored 69%

National Average 83%

Action : Communicating clearly with patients to ensure they are aware of the next steps of the process is extremely important. Both clinical and non-clinical staff should be aware that when patients contact us they may be worried or already feeling unwell and therefore a clear plan for the patient to follow will ensure they feel they are being provided with the best care possible. We will ensure that all staff are aware of the importance of clear communication with patients by discussing in staff meetings.
· Point 2 

Patient felt they had enough support from local services to help manage their long term conditions
 Surgery Scored 69%
 National Average 83%

 Action: The practice has a social prescriber who is here weekly and able to sign post patients to local services to support them. We also have a large number of informative documents/leaflets which will give patients information about where they can go for additional support for their needs. This year the practice sent out messages which invited patients with long term conditions to self-care management programme run by the self-care management team within Walsall NHS Healthcare trust. We will endeavour to continue to promote services to support our patients and ensure as many patients as possible have access to these services.

· Point 3 

Patients found it easy to contact this GP practice using their website

Surgery Scored 46%

National Average 51%

Action: We regularly promote our website via our facebook page, google profiles, patient information leaflet and also send links to the website when we have surgery updates using AccuRx messages to encourage more visitors to the website. We recently devised a message to all patients directing them to signposting information on the website which summarises all of the services available to them.  We have a dedicated Communications Lead who keeps the website up to date and looks to see how we can increase visitors to the website.  We are mindful that not everyone wants to access the website and would prefer to access information via other formats, such as facebook, text messages or newsletters.  We also have a physical news folder in reception for patients to prefer to have paper copies of recent news/updates.  We aim to ensure none of our patients are digitally excluded.  We have also recently started adding QR codes to posters/paper copies of information to try and increase the number of patients visiting the website.

6. Any Other Business









(Review Terms of Reference periodically)


SR, JC & AM discussed encouraging more patients to join the PRG. 
Over the last 18 months the meeting have been irregular and attendance have been limited. 

We decided to send below text message to patients and to put a notice in reception to advertise membership to patients who attend the practice. 

Dear [Patient Name], Join our Patient Representation Group (PRG)! We're seeking new PRG members. We have a maximum of 15 places available, voluntary PRG membership requires attendance at 6 PRG meetings a year. You will be involved in discussions, foster collaboration and advocate for patient needs. Your membership will be crucial in shaping our healthcare services. If you are passionate about making a difference, we invite you to join us in this rewarding role. Follow this link for more info and to register your interest https://tinyurl.com/4e7hb5m6 Thanks Park Surgery. 
It was decided once the message was sent we would then decide how to proceed in terms of new membership once applications were received. 

DATE OF NEXT MEETING: Friday 12th Dec at 11am.
