[bookmark: _Hlk156997642]Minutes of ASK PPG Meeting held In Meeting Room
Elizabeth Street Surgery at 2 p.m. on May 22nd, 2024 

Members Present: 
Emma Phillips (EP), Alahna Canning (AC), Jodi Searle (JS), Pauline Duncan (PD), Richard Watkinson (RW), Gaynor Cross (GC) 
Apologies for Absence: 
Minutes of Previous Meeting:  N/A
Welcome
EP welcomed everyone to the meeting.
EP introduced our new member, Gaynor Cross (GC).
New Staff
EP mentioned that new staff members have joined since the last meeting and explained their roles.
3. Recruiting More Patients
PD suggested placing posters on the reception windows to increase visibility.
GC mentioned that reception staff were not well-informed about the PPG.
The group agreed to raise awareness among reception staff.
Film Festival
RW mentioned an upcoming film festival.
The group discussed inviting retiring staff members to share their experiences.
Retirement Announcements
EP announced the upcoming retirements of Jo Booth and Susan Stratton.
RW suggested announcing retirements so patients can say goodbye.
Being Unique & Continuity of Care
EP emphasized the goal of continuity in care.
GC noted that she has never seen the same doctor twice.
RW mentioned that patients previously had more choice in selecting a doctor.
RW highlighted the need to educate patients on when to call and to stay on calls when necessary.
RW suggested displaying photos of staff members so patients can identify who they will be seeing.
Phone Line Management
EP mentioned that admin staff are now handling phone calls to reduce congestion.
AC noted that over 100 calls can come in at 8 AM.
RW suggested that patients should be advised to call later in the day for non-urgent issues.
PD recommended that patients consider calling 111 instead of the practice for certain issues.
EP stated that the practice is directing patients to other appropriate services when needed.
Pharmacy Collaboration
RW mentioned that the pharmacists at WELL Pharmacy are willing to help create a promotional film about services.
Staff & Patient Experience
PD raised concerns about patients verbally abusing staff, which also affects other patients in the waiting room.
EP provided a build update, mentioning that posters and updates will be displayed.
RW highlighted that the Lytham eco group could assist with environmentally friendly initiatives.
JS mentioned upcoming awareness months for Pride and PTSD Awareness.
EP suggested updating the "You Said, We Did" section.
GC mentioned issues with prescription collection for family members.
EP said she will consult staff on possible solutions.
Patient Feedback & Accessibility
EP noted that some patients have commented on a lack of empathy from staff.
GC emphasized the importance of staff being nicer and more positive.
JS pointed out that negative feedback is limited, possibly because patients feel complaints won’t be addressed.
GC raised concerns that staff lack awareness of disabilities, particularly hidden disabilities.
JS suggested increasing awareness.
RW recommended including hidden disabilities in the "You Said, We Did" section.
GC mentioned she was not informed about the meeting until the last minute.
Parking & Meeting Accessibility
RW mentioned parking difficulties for patients.
PD suggested holding meetings in a different location to improve accessibility.
Awareness Campaigns
RW distributed leaflets.
RW inquired about the Facebook lung screening campaign and how patients can access lung screening.
RW suggested scheduling meetings for the rest of the year in advance.
RW proposed creating a video about the new build to update and inform patients.
 
14. Date of Next Meeting
TBA

