Patient Participation Meeting
Wednesday 13th August 2025
Present: Wayne Penegar (WP) Chair, Lynsey Buckles (LB), Wendy, Simon (SP), Ann, Jane 
Apologies: Geoffrey
	Discussion
	Action

	
	

	Actions from Last Minutes / Matters Arising

· Wendy has emailed St Helier to see if she can get a copy of the environmental audit to review any questions which are relevant for FG but has not heard back 

· LB will follow up to ensure that the sign on the “Bike Hire Parking Only” bay is removed

· 2021 PPG Survey – to be shared with the full group 

· Didn’t do patient survey in July because there were too many surveys due to the CQC Inspection

	

Wendy to report back at next meeting


LB to do


WP to do – DONE





	Staffing updates (LB) 

· Natasha is still covering Mondays but she will not be able to provide cover on a Monday permanently
· Anna and Rosanna are both on maternity leave
· Maternity leave for Alice & Led nurse is being covered by Enomfon. Maternity leave for Rosanna – Advanced Nurse Practitioner (ANP) will be covered by Wiam for 3 days a week

	







	CQC Update (LB)

FG has been due an inspection since 2019 so they were not prepared to postpone because of the building works etc

This was a full CQC inspection and they picked up on some interesting things which we didn’t know – eg defibrillation frequency, risk assessing the blinds 

· PPG meeting with CQC (Wayne, Wendy and Melanie)
Karen (CQC) was impressed by the PPG’s participation with flu and dementia days, that we meet every 2 months and how we work together. Many practices do not have a PPG – they should but it is not a report item.

· Appointments
Feedback from patients was that people struggle to get appointments which is a common theme elsewhere. Feedback is that online is better than a phone queue. Karen was more interested in how FG is addressing this issue. LB provided evidence about what we are doing around appointments.
· Having more people answering the phone had not improved the situation.  
· We no longer have people getting the engaged tone – they go straight into a queue but have to wait for longer
· Higher number of people in the queue but fewer calls coming through – also due to the online form

A survey was sent to non-clinical staff and Karen had lengthy interviews with Dr Mohan, LB and the lead nurse plus asked for huge amounts of data eg all staff files and interview notes for the last 10 years+

· Immediate feedback from the Inspection
· Karen’s view was that FG only has 2 receptionists – not 3 – given that one receptionist is in the reception office.  She had had a longer wait to be served because of this. [SP commented that sometimes there is no-one on the desk and people can get agitated.  A lot of time seems to be spent explaining to patients how to use the online system]
· The desk was a problem – too high.
· No major concerns or issues
· Clinical care is very safe
· Every practice should have a clinical safety officer, but FG does not have one currently. Dr Mohan is waiting to go on training for this.

No indication yet on the rating FG will receive

	



	National Patient Survey results (LB)

These came out the week after we were notified about the CQC inspection. FG has improved on almost every area from last year. 

FG needs an action plan in response 
	

LB to share the results with PPG for discussion at our next meeting. DONE



	PPG survey (ALL) 

Suggestion that we could hand out the PPG survey at the Flu Day


Next steps: We will look at the 2021 survey in conjunction with the results of the National Patient Survey in a meeting which LB will arrange in September
	

WP to send the 2021 survey with responses to everyone DONE

LB to find a time to meet in person to discuss this in September

	
Building Works Update (LB)

All the nurses have now been moved back into their rooms.  The next step is the Reception area which is the most challenging!

LB to order the furniture for upstairs and the computers.

Signage for upstairs still to be completed.

In the end, the stairs were not used to access the First Floor during the building works so the issue of those who do not wish to use the lift has not been addressed.  LB will solicit input from the Reception team at the next Reception meeting

	










LB to report back at next PPG meeting

	Flu Day Update (LB)

Flu Day will be on 4th October 
Last year many people cancelled because they went to a pharmacy for a joint covid/flu jab before Flu Day. This proved costly for the Practice as they could not use the jabs they had bought.  [NB FG cannot be a covid site due to NHS regulations].

1st October is the first day the Practice can deliver flu jabs. 

This year FG is planning to do a shorter clinic 9-11am on Saturday 4th but also offer flu jabs on the 1st-3rd October and other pre-bookable clinics after that.  

PPG to assist on the day if needed
	

LB to let the PPG know if help is needed

	Triage processes (SP)

There is a carer’s register that means that if a carer asks for an appointment for themselves, this will be highlighted on AccurX so should be taken into account eg with more flexibility in providing an appointment.

There were a number of issues with the example highlighted, both in terms of responding to a request from a carer generally and also in following the triage process correctly ie the request should have been referred to the duty doctor but was not.

Generally the triage process works well but this illustrated a training issue when staff are being onboarded to triage AccurX requests and also so that staff understand the implications of the Carer flag
	

LB to follow up and highlight to Emma who is the carers’ lead

	Compliments and Complaints (LB)

No adhoc comments this month and no patient survey due to the CQC Inspection
	
LB to share themes from the monthly survey at future PPG meetings

	PPG General Feedback/Issues (ALL) 

· 2nd floor aircon is great!
· One patient commented positively on the noticeboards!
· CQC asked PPG reps if there is anything specific about the practice that we would like to address. Wendy suggested that the rooms could be more dementia friendly.  Karen was interested in that idea.   WP will ask Natalie Parsons at the Hub to come in to see what they can do about this.  It had not been part of the rebuild planning but FG is a member of the dementia alliance which has required FG to do a building audit previously.  We should look into re-doing this and liaise with Emma (FG’s dementia lead) on this. 
	




Wendy will email Emma about this.   Emma.garcia@nhs.net


	AOB
No other topics were raised

	

	Date of Next meeting: Thursday 9th October 6.30pm by Zoom 
	LB will send a Zoom invitation 




Agenda for Thursday 9th October 2025
· Apologies
· Actions Arising from Previous Meetings:
· Staffing Updates (LB & WP)
· Flu day(s) Feedback
· PPG Survey
· Compliments and Complaints
· Any Other Business
· Date & Location of Next Meeting
