


Reach Healthcare Patient Participation Group
Notes of Meeting held on Wednesday 1st October 2025
At Lordswood Healthy Living Centre.


Members present: Sue Sc/Chair; Lesley (Sec); Alan, Bernie, Carol, Gill, Hannah, Helen, Jeremy, Keith, Lin, Lorraine S. Paul, Peter, Phil, Philip, Sandra, Sue Sm, Thomas, Tina.

1. Welcome, introductions, apologies for absence

The Chair welcomed members and introduced the practice representatives - Dr. C, AB and SF. 

Apologies: Jane, Jeanette, Marion A, Marion R, Mary, Melissa, Neil, Nicola, Sue C and Dr. S.
 
Two members had resigned. One offered her expertise should the PPG request going forward. 
There are two potential new recruits.

2. Notes of meeting of 5th June 2025 – distributed and on website

3. Anima – (AB)

PPG members had received, for feedback, details on the proposed Amima changes for members. 

· Changes to online access for routine appointments
The GP contract requires GP practices from 1st October 2025 to allow access to appointments online from 8am-6.30pm each working day to avoid the 8am scramble.  The practice had recently trialled routine appointment submissions during the day, which was successful. There had been a struggle with an increase of patients phoning the practice, accepting this had been because of the difficulties of accessing Anima. Every request is triaged. There is now a choice on the submission form for same-day or routine.
· Location choice 
After submission for a routine appointment has been triaged, care co-ordinators will send acknowledgment and self-booking form, including nursing appointments, and patients choose, where possible, date and location.   The Chair requested that as this is a new system, if something does not seem to be working, it is essential the group contact her, as the practice needs to know. 
· Documents received from practice and feedback already given. Poster.
The practice appreciated the feedback sent and said it was helpful.
· Way forward re communication changes.

Patients will be informed of the changes. For those not online, there will be posters in waiting rooms.  Members requested these should be immediately visible and not left lying about.   It is on the practice Facebook page.

Questions 
What is the response time for routine request?
Within 48 hours, but timing also depends on the issue as every request is triaged.
If a patient is not on the internet, can they still phone to request appointment? 
Yes, definitely - that option has not changed.    
How does the practice know if a patient cannot use Anima online?
Patients will be asked on the phone if they are able to use the online form. This is to enable the phone lines to be kept clear for those that cannot go online. 
The practice has online tablets for patients to use in waiting rooms.  Some patients cannot use them. Will that prevent request for appointment?
No. They can use the same options as before by speaking to a receptionist for help
Can follow–up appointment be sent in the same way?  
Doctors can do this already at original appointment, but the practice is considering other options.
If the request is for someone else, does this make any difficulties if going through apps?
The practice is aware of different app designers and are looking into this.
Can patients go direct to the prescription team if issues need dealing with quickly?
Yes, queries on prescriptions can be dealt with on the telephone between 10am and 12.30pm
There were issues with using the NHS app to get into the online platform.
Some patients feel under pressure with the ‘time available’ to submit the form. Is it necessary?
There are reasons, including that patients cannot leave submission open all day. However, the practice will contact Anima to find out if changing to a longer available time is feasible.
Once the practice has shared information of the changes, does it think more patients will use Anima for routine appointments at a time to suit, resulting in fewer phone calls?
That is the expectation and hope.
Can patients get direct to Anima via the NHS app? 
Practice will raise with Anima.

4. Actions from previous meeting

	Clear accessibly flowchart for prescriptions. 
Dr. Carpenter handed out prescription flowchart created with the prescriptions lead. It is a work in progress.

	Long-term shortage prescripts – Do patients receive further texts? 
The prescription lead has spreadsheet of medication shortage notifications and the dates due to end. She runs searches on a regular basis to ensure all patients taking the affected medications are aware of a supply issue and will send further messages if the shortages are extended. 

	System amendment to show patients postcode/GP ‘location identity. Add all GPs to Anima Practice.
Practice has been changing patients "Named GP" based on location, to GP Lordswood, GP Walderslade and GP Gillingham. This then feeds into Anima which coordinators and triaging clinicians can see without leaving the Anima screen. There are over 9000 patients already added. There is no way to do this other than changing each patient’s record individually and will take time.


	

	Outage Patient Information Leaflet 
As the PPG on this subject was at a joint meeting led by Dr. Lall, the chair would like to raise discussion of any leaflet with her at some point when convenient. 

	Share Video EDI - Dr. Lall 
Still awaited

	Take forward NHS App training PCN 
On the agenda

PCN/Wellness 
 No further activity.  Practice will follow up.

5. Updates from practice (other than Anima)

A new Care-co-ordinator has been appointed with specialism in Safeguarding. Records are kept up to date regarding relevant patients.
An additional first contact Physio has been appointed to this busy service.
From November there will be a full time Mental Health nurse working across the practice area.
There is a new GP appointed 3 days a week, working from Lordswood, and Balmoral Gardens and/or Malvern Road.
The practice confirmed there is the right level of health professionals to patients.
The practice increased its blood test service with two new phlebotomists. There has been a problem collecting bloods from Malvern Road at a reasonable time, which practice is trying to resolve.
There are two Foundation doctors (at the end of their years of training) who are looking whether to specialise in general practice. They will be mentored daily and supported, and patients will be informed of their status. Reach is a training practice.
Neighbourhood Team. The practice is part of a pilot scheme to discuss with experts re specific Reach patients.

Question. Have annual reviews for diabetes changed for Malvern Road patients?
It is hoped that the phlebotomists will take the ‘pre-appointment’ bloods at Malvern Road. The follow up appointment with the Diabetes nurse will then also be at Malvern Road surgery.   The practice is actively working on this change.

6. Updates from PPG subgroups

· Vaccine clinics (LH)

LH had prepared spreadsheets of volunteers, locations and dates. Some clinics were busier and of long duration and volunteers sometimes felt tired at the end.  PPG had not realised that only some volunteers had been selected. Could the practice either take on more volunteers, or split the time to share?    PPG to contact SF in more detail. The practice expressed appreciation to all those volunteers who come forward each year.


· Patients Newsletter.   (SF)   

SF and Chair to sort options for dates for the Newsletter group to meet. 

NHS App training (TB). 

TB met with three members of staff including PCN previously, to discuss the feasibility of continuing.   Sadly, it has been decided by the Integrated Commissioning Board (ICB) that they cannot fund the roll out of the NHS app training. This was very disappointing news. TB/practice will see if there is a way forward.   

· PPG Macmillan coffee morning (SR)

26th September was a great success and had raised in the region of £1400 with more to come. An amazing achievement by PPG volunteers who had worked very hard on practical preparation, prizes, baking, contacting local businesses and companies, and attending. Whilst practice staff were visible on the day, the group felt that there was not enough level of support in the run up, as some things cannot be arranged by volunteers. It was agreed perhaps a summer event be planned for Gillingham next year with PPG members resident in Gillingham available to help.  The practice and PPG thanked SR and her team for the success of the day.

· Reception script (Agenda Item 3 above). 

The group agreed that the reception scripts sent to them previously had satisfied the need for now and the group should be paused.

7. Medway Valley PCN for Reach Healthcare.   SL sent apologies but provided written updates for the group.
· The ICB have commissioned my mHealth – an app for supporting patients with long-term conditions (COPD, Asthma, Diabetes and Heart Disease). Relevant Patients will be sent a text offering them access to the App for free.   PPG members had already been sent this information.
· A second First Contact Physio has been appointed. A well-used and popular service, so extra capacity will reduce waiting times. 
· As part of the Women’s Health Hub, staff at Medway Hospital have been trained to do pessary fitting. A local appointment rather than travelling, at a time that suits them.
· PCN is working with Medway Council to be one of the first practices offering Digital Health Checks in Medway. These will complement the face-to-face health checks for those patients wishing to have a health check but would prefer to not have to find time for the appointment. Suitable patients will be offered face to face and if they decline, the digital health check may be offered.
· PCN is working on a project that identifies patients need. Patients’ Needs Group (PNGs). This is some of the communications for patients: “You may notice a test result appear in your NHS app referring to segmentation. Segmentation is a simple way in which we categorise patients based on their specific health needs. It helps the practice understand the individual needs of patients based on their health and wellbeing, and aids in providing patients with personalised care. This means the right support by the right clinician, at the right time. No action is needed from patients.”  Patient Need Groups categorise patients into different groups based on the complexity and intensity of their healthcare needs rather than just medical conditions. Instead of focusing solely on a diagnosis (like diabetes or heart failure) it considers a broader range of health characteristics a patient may have.   What are the benefits of having this information available on patient records?   Personalised care. Healthcare providers can use PNGs to tailor their care plans. This means that patients receive the specific type of care they need, whether it’s more frequent monitoring, specialised treatment, or preventative care.

Question. Will the PNGs involve other risk factors apart from health needs.    
Yes.

8. Any other Business.

HB.  There is confusion with different information sent by the practice from different apps. NHS app and MyGP app.  Practice said that two systems the practice use can confuse, one being from the company that owns MyGP app.  Dr. C said that he is in communication with ICB over the use of certain software which sometimes results in messages failure.  He requested that if there are further examples to let him know.

PK.  Is there to be a Covid vaccine clinic at Malvern Road?   Practice responded that covid vaccinations are being provided by pharmacies.


The practice representatives were thanked for their attendance, and they left the meeting


9. PPG Group Current Structure a year after the merger

Cohesion of PPGs following merger.

A number of members had already been through one merger, often two, and know it is essential to think ‘practice-wide’ as well as raising local surgery concerns. Meeting agendas and groups are based on what patients, and the PPG have concerns. Information and feedback requests go to every member with requests to respond. Should PPG members find that patients feel unheard, their role is to speak up.   

Communications.

The creation and monitoring by the IT group of the PPG’s WhatsApp community was a game changer.  PG was thanked for his hard work in keeping this group well-oiled.  Except for two members, it is simple to access. 

Ways forward for meetings for the PPG

This PPG membership has grown with active members communicating regularly.  A few members do not respond to any communications. The chair was requested to find out if members wish to remain on the group a year on from the merger and agreed it is time to think of more efficient ways for the PPG to go forward.  One suggestion raised being a core group of active members committing to meet more frequently, then sharing information with all members who would meet occasionally.  A smaller group would also make it possible to meet at venues across the practice, not only Lordswood.   The members present agreed the Chair should invite members to join a task and finish focus group to look at options.

10. Arranging meeting for election of chair, vice chair, and secretary for 2026
The PPG must elect a Chair, a Vice-Chair and a Secretary. The meeting for September was postponed, so this delayed meeting was the last of the year.  To comply with the Terms of Reference, it would require a meeting to be held before year-end. However, it was decided unanimously that as the next meeting would only be a couple of weeks into the new year, it was practical to hold elections then.

11. Draft proposal for addition to Reach Healthcare PPG’s Terms of Reference.
“Meetings of the PPG are minimum four times a year. Apologies for absence should be sent to the Secretary or Chair prior to each meeting. In the absence of any apologies or available explanation, a member recorded as not attending three consecutive meetings will be deemed to have resigned from the PPG.”       
 The members present agreed to this draft proposal; it will be held over until a focus group meets.

12. Date of next meeting – provisionally mid -January (weather permitting)



ACTIONS   

	Contact Anima to see if time available can be extended when submitting request.	
	Practice

	Outage patient information leaflet.
	Chair

	Share video EDI	
	Dr. Lall

	Wellness events
	Practice/PCN

	Resolve volunteer numbers for vaccine clinics
	PPG (LH)

	Patients Newsletter meeting.	
	Chair and SF

	Invite PPG members to a focus group – the way forward		
	Chair
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