Tower House Surgery – Patient Participation Group (PPG) Meeting Minutes
Date: 8 May 2025
Location: Tower House Surgery
Chair: Patrick Legg

1. Welcome and Previous Minutes
· Attendees were welcomed.
· Previous meeting minutes were discussed; attendees were encouraged to raise discrepancies before they are published on the website.
· Future minutes will be emailed and uploaded to the surgery’s website.
· Plan to confirm accurate attendee email addresses.

2. Meeting Scheduling
· Attendees mistakenly arrived the previous week; this will be mitigated by emailing meeting invites and posting a full 12-month schedule online.

3. Veteran-Friendly Practice Presentation
· Tower House Surgery is aligned with NHS England’s guidance on veteran-friendly accreditation.
· Dr Dan O’Neill (ex-RAF medic), Patrick Legg, and a staff member serve as veteran champions.
· Key issues:
· Difficulty coding veterans in clinical systems.
· Veterans are entitled to priority secondary care access based on clinical need.
· Mental health care coordination is offered for veterans via in-house access coordinators and specialist practitioners.
· Discussion on inclusivity and ensuring non-veterans don’t feel deprioritised.
· Suggestion to improve app messaging tone for veteran status identification.

4. Appointment Trends: Pre and Post-COVID
· Significant shift to telephone and digital consultations during and after COVID.
· In April 2025:
· 10,500 patient contacts
· 3,500 face-to-face
· 1,110 telephones
· The remaining were admin tasks, digital consultations, or medication processing
· Recognition that not all activity is visible to patients (e.g. prescriptions, reviews, test results).
· Advanced Nurse Practitioners (ANPs) handle minor acute issues; GPs focus on complex/chronic cases.

5. Access and Digital Tools
· Mix of access modes now includes face-to-face, phone, eConsult, and messaging systems like Accurx.
· Discussion about patient expectations and perceptions of reduced access.
· Need to improve communication about available services and pathways.
· NHS England mandates open access to eConsult during all opening hours by October 2025.
· Some prefer verbal interaction; surgery aims to cater to varied patient preferences.

6. DNA (Did Not Attend) Rates
· Post-COVID DNA rates have increased significantly.
· Causes include apathy, forgetfulness, or not valuing appointments (e.g. symptoms resolving).
· DNA tracking is sensitive; previously published figures were advised against by CQC.
· Consideration of reminder call strategies was discussed but not deemed cost-effective.

7. Future Presentations and Involvement
· Future sessions to include:
· Neurodiversity and learning disability patient support
· Management of patients released from prison
· Suggestion: Present full staff structure and services at Tower House Surgery.
· Proposal for PPG members to co-create a patient survey on digital access preferences.

Meeting Feedback
· Members found the meeting engaging and informative.
· Enthusiasm for more active PPG involvement in shaping and supporting patient communication and services.

Next Meeting
· Date and agenda to be confirmed via email and posted on the website.

