THE HUMBLEYARD PRACTICE - DECISION & ACTION LOG 			ü			Last update 25/07/2025
	#
	What
(it was decided that..)
	Who
	When
	Why

	Status/Outcome
Grey-out = closed

	Patient Participation Group, 25th July 2025 (CH, LK, NS, JD, MC, HB)

	
	Apologies:
	
	
	DT, IN, KG, LH, NB, PS, RC, SH, ST, TT.
	

	
	Previous Minutes Review:
	
	
	
	

	
	
Practice Performance Data:

· Share DNA (Did Not Attend) data specifically for Urgent / On The Day appointments.
· Break down DNA data by age range and gender.
· Improve promotion of DNA information:
· Posters in waiting rooms.
· Permanent section in the quarterly newsletter.
· Review the DNA Standard Operating Procedure (SOP).
· Review frequency of SMS reminders for appointments.

	
	
	




There was a consensus that more detailed data is needed to fully understand the current DNA rates, which are still high. The group felt that communication around DNA figures could be improved to help raise awareness among patients. It was suggested that we review our current DNA Standard Operating Procedure (SOP) and consider introducing a list of repeat non-attenders. One possible approach could involve requiring those patients to call the practice on the day of their appointment to confirm attendance. The group also noted that any system like this would need to consider exceptions for patients with mental health conditions or other vulnerabilities.

	· Introduce new Standard Operating Procedure for Late Arrivals to tackle the DNA behaviour.

· New data added to Practice Performance Report.

· DNA information added to Practice Newsletter

· Frequency of SMS messages, confirmation sent on the day, and reminder is sent 48 hours before appointment is due.

· TVs purchased for waiting rooms to display promotional information.

	
	People:
	
	
	
Recruitment:

· Medical Secretary Position Advertised Internally.
· Prescription Clerk Position Advertised Internally.

Joiners

· Hollis Large (Patient Care Advisor)
· Bryony Lloyd (Patient Care Advisor)
· Dr Ola Taiwo (Salaried GP) – 6 sessions a week – 3 days - based at Mulbarton.

Leavers

· Tonya Whitwell (Medical Secretary)
· Belinda Hardy (Coder)
· Wiktoria Gaska (Patient Care Advisor)
· Nicola Goodwin (Patient Care Advisor)

LK explained that not all roles may be replaced as the practice continues to explore digital and automated solutions. For example, coding is now being outsourced. An AI-powered coding system was trialled previously but was discontinued, as it did not work well for the practice—coding approaches tend to vary from site to site.

It was also noted that staff turnover last year was around 20%, but so far this year it's closer to 10%.

	

	
	Projects and Service Improvements:
	
	
	
· SystmConnect: Feedback on usage and accessibility from both patient and staff perspectives.

CH commented that it feels more streamlined than PATCHS. Some members of the PPG had not yet used the system. NS encouraged feedback, noting that the system is still developing and that the number of available forms is increasing in preparation for the October deadline, when online consultation must be available during all core practice hours.

· NHS 10-Year Plan & Digital Services in Primary Care: discuss around the NHS App – how patients currently use it and ideas for future use.

The group also discussed the NHS 10-Year Plan and digital services, particularly focusing on the NHS App. The conversation centred around three main themes: delivering more care in the community, shifting focus to prevention rather than treatment, and encouraging wider use of the NHS App. There was also discussion about the government’s decision to disband HealthWatch, with its functions expected to be moved to the Department of Health.

	

	
	Premises:
	
	
	
Site-by-site overview of developments or issues at:

· Cringleford
· Hethersett
· Hethersett Medical Centre
· Mulbarton

Cringleford: Funding has been secured to create two additional consultation rooms. This will involve reconfiguring part of the waiting room. There is also a plan to convert an external store cupboard into a corridor, allowing space for two further consultation rooms to be added.

Hethersett Medical Centre: This development is expected to be completed by 2027 or possibly 2028. It will provide 17 new consultation rooms and a large administrative area. The current Hethersett Surgery is expected to be retained and used for talking therapies and admin staff. South Norfolk District Council has approved the land purchase, which will be made from Taylor Wimpey.

Mulbarton: The surgery is landlocked, limiting expansion options. Currently, the building is heated using electric heaters, which cost the practice around £16,000 last year. LK advised that Chris Stace is looking into more sustainable solutions, including a heat pump and solar panels.

	

	
	Any Other Business:
	
	
	
Open floor for other topics raised by the group or practice team.

	

	
	
Patient Participation Group

· Increase visibility through waiting room notices.
· Consider hybrid meetings (in-person and Teams).
· Schedule full year of meetings in advance (quarterly).
· Add PPG awareness to Patient Care Team Meeting agendas.
· Publish PPG meeting minutes on the practice website.

	
	
	
	
· TVs purchased for waiting rooms to display promotional information.

· Hybrid Meetings in place, Facebook Event created. 

· New registration process for signing up to the PPG.

	
	
PSA Requests

· Clarify eligibility criteria for PSA requests.

	
	
	CH raised someone was turned away recently but was eligible for a PSA test. 
	· PSA Form added onto the Website to request PSA Bloods to streamline the process.
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Patient Participation Group

Practice Performance Data – April to June 2025



























DNA Rates

April: 215 DNAs (1.5%) – GP: 48, Nurse: 132, Other: 163



May: 388 DNAs (1.7%) – GP: 42, Nurse: 173, Other: 173



June: 380 DNAs (1.6%) – GP: 80, Nurse: 132, Other: 168

















Urgent vs Routine Appointments

April – Urgent: 1565, Routine: 1060



May – Urgent: 1555, Routine: 1195



June – Urgent: 1869, Routine: 1074

















Day-to-Day Demand Management

Approximately 30% of appointments are urgent



Approximately 70% of appointments are routine

















Telephone Data Rundown

April – Attempts: 4622, Connected: 3768, Missed: 854, Avg Wait: 12m 1s



May – Attempts: 4663, Connected: 3791, Missed: 872, Avg Wait: 8m 14s



June – Attempts: 5119, Connected: 4034, Missed: 1085, Avg Wait: 12m 7s

















Online Consultation System (Since 30 June 2025)

Total Forms Received: 2292



No outcome: 47, Rejected: 94, Actioned-Other: 439



eMed3: 133, Medication Issued: 251, Appointment Booked: 1134



Cancelled/Rescheduled: 23, Awaiting Reply: 24, Forwarded to GP: 110, Duplicate: 37

















Online Consultation – Topics Submitted

Other new condition: 670



Medication request: 401



Fit Note request: 132



Misc. clinical request: 170



Health problem: 598



Misc. admin request: 321
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