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MEETING INFORMATION –PATIENT PARTICIPATION GROUP– THE HILL GENERAL PRACTICE
	
AGENDA ITEMS: WELCOME AND APOLOGIES; STAFF UPDATE(S); PATIENT FEEDBACK; REVIEWS, APPOINTMENTS, TOTAL TRIAGE, NHS APP, AOB

In Attendance: 
Dr Aman Mann – Lead GP/Chairperson, Shareen Mann– Practice Manager, Ben Irving – Operations Manager, Tanvir Alchtar (Patient), Sunzida Hoque (Patient), Qayum Jan (Patient), Shahnaz Qayum (Patient), Nicoleta Plesca (Patient) Maura Rusu (Patient), Saima Farooq (Patient), Alya Tanveer (Patient), Joseph Kapak (Patient)
Welcome & Apologies
ABM welcomed and gave introductions of those in attendance.
Staff Updates
Dr Mann gave staff updates:
· Dr Michael Banovic – GP Registrar is still at the practice but will be leaving for the next part of his training in August.
· Dr Smriti Aojula –  is working morning and afternoon sessions on Friday
· Afshana Ali-Hussain – has left the reception team and has taken a position as a social prescriber in Balsall Heath.
· Florence Akram – has moved from the weekend team to fill Afshana’s shifts on weekday mornings.
· Clinical pharmacist Amirah Mann is offering more appointments on Monday and Tuesday afternoons.
· Dr Shabeer will be increasing the number of sessions she works each week.

Patient Feedback
· Spacing line on floor at reception
· Unfortunately we cannot add this currently, but we are introducing a new self-check in system which will hopefully reduce qeue/crowding at the reception desk. 

· Ideas for updating the Practice website
· Photos of all the Drs who hold sessions at the Practice to be added to the website.
· Ben Irving to add to Practice Website

· Help Harry Help Others
· A charity based in Birmingham geared towards providing support to families who have had a cancer diagnosis – they have been very helpful, can the practice share with others who may benefit from their care?


Reviews 
· NHS Choices – Positive feedback has been received, remember if you have left a review on Google you can also leave a review here as well.

· Google reviews rating has gone up to 2.6
· We have received over 20 new reviews since our last meeting when our rating was at 2.3.
· We are initially aiming to push our ratings to 3 as a starting point.
· Texts are continuing to be sent to patients weekly after they have had an appointment.

Appointments 

· The Hill practice is due to increase the number of appointments available.
· Two additional weekly sessions from Dr Shabeer.
· Our Clinical Pharmacist, Amirah Mann, is adding an afternoon telephone call back session on both Monday and Tuesday 

· Fernley HUB appointments are also being increased again from Aug 2025, so there will be more availability for patients of The Hill.

· SDS Paediatrics service clinics (Children’s Zone) continue to be run on a Thursday evening at Fernley Medical Centre. This service also provides social support for families and young children. 


Online Total Triage

· As was mentioned in the last meeting, from October 2025 every practice is required, as part of the national GP contract, to offer online appointments to patients during the practice’s working day.

· The Hill will be implementing a full online triage system, the date set for this is August 1st as we believe this is a quieter period to introduce such a change. 

· Rather than calling at 8:00am for an appointment, it will be done using an online booking form accessed one of several ways
· Through a booking link sent by reception
· Submitting a request through our website
· Via the NHS App
· For those who struggle or have no online access if reception are called they can help fill in the form over the phone.

· Once the form is submitted it will be triaged here at the practice and a response will be sent same or next day and the patient will be directed to an appointment with the most appropriate person for example it could be to
· Doctor
· Nurse
· Pharmacist

· Triaging will be composed of three lines of escalation
· 1st line Care navigators 
· 2nd line Clinicians, either Clinical Pharmacist or GP
· 3rd line Lead GP

· This is a large change but one that we are contractually obliged to make and all GP Practices in the country will have to make this change by October 1st.
· Other practices have already made this change and are having a lot of positive feedback.



NHS APP

· The Practice is encouraging patients to use the app for repeat prescription ordering due to several advantages, including
· No need to wait queues physically or via telephone to order.
· Able to see all repeat prescriptions and pick exactly what is needed
· Ability to check nominated pharmacy and change before ordering repeats in necessary.

· Many useful features for managing and navigating your health care are already available, including:
· Online appointment booking
· Hospital appointments 
· Test Results
· Consultation History

· The app is receiving new functionality all the time for example soon you should be able to track your prescriptions through it and know when it is ready to be collected from the pharmacy.

AOB (Any Other Buisness)

· We are still awaiting a CQC visit, the CQC team will want to speak to the PPG members. All members happy to be contacted. 

· The PPG meeting minutes are now being published on the practice website under the homepage link of Our Practice then Patient Participation Group.

· Call log data is available to all staff – average wait time is currently 2 minutes.





· A reminder that Pharmacy First can see patients with the following conditions and can prescribe antibiotics:

· Sore throats
· Sinusitis
· Ear infections
· Insect bites
· Impetigo
· Shingles
· UTI’s

· Pharmacies can also do BP checks

· Mori Poll Survey results will be released next month, in July 2025, so we will discuss the Practice results in the next meeting.


· Practice is to appoint a media champion to aid us in communicating what the practice is doing and help run awareness campaigns.
· We are planning to produce short informative videos with our clinicians, these will be uploaded onto our website and run on our calling screen.
· Our first videos will be focused on cancer screening.

· Next meeting to be in September where we hope to hear feedback on the online triage system. 
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