Patient Participation Meeting
Wednesday 18th June 2025
Present: Wayne Penegar (WP) Chair, Lynsey Buckles (LB)-Mins, Wendy, Geoffrey, Simon, Jane – updated!
Guest: Kirstie Ellis Patient Database Manager, St. George’s School of Health and Medical Sciences
Apologies: Melanie,  Ann
	Discussion
	Action

	
	

	Speaker: Kirstie Ellis Patient Database Manager, St. George’s School of Health and Medical Sciences

Kirstie provided an interesting overview of the huge value of patient volunteers in training 4th/5th year medical students at SGH Medical School. She emphasised that the participation of real patients (rather than actors) in students’ examinations was vitally important.

Please see PPT presentation for further information.  

	Kirstie will provide material to display in the surgery

LB will give Kirstie contact details of other Practice Managers so she can present to other PPGs.


	Actions from Last Minutes / Matters Arising

Suggestions for funding for access issues on ground floor and first floor 

· The corridor and doors will be fine but the weight of the doors on the disabled toilet and the height of the reception desk still need to be pursued.

· Stairs issue – the building works have progressed so whole of new corridor is done.   They have moved the nurses into this corridor which has created an issue due to there being no privacy curtains yet.  Window frosting is being used as an interim solution and patients are being asked either to reschedule or if they are happy to change in the room with the nurse outside or with her back turned. No patient feedback on this so far.

As the nursing corridor is blocked off the lift isn’t usable so the stairs may well be an option.  Interesting to see this is a longer-term solution. Operations Manager and Landlord are currently looking at setting up access to the 1st floor, which may include using the lift in the main entrance of the building next door.  

Hoping the Nurses corridor with be done in under 4 weeks.

· FG environment (see Feb Minutes)

· Wendy will see if she can get a copy of the environmental audit from St Helier to review any questions which are relevant for FG 
· Consider if PPG can help to rationalise notices regularly and include a notice to recruit for the PPG?  (see Feb Minutes) 
· Rationalisation will happen as a result of the painting.  Everything will go on the noticeboards not the walls.  
	










LB to update at next PPG meeting















Wendy to contact St Helier


PPG to review post building works and in light of St Helier document


	Update on Parking (LB) 
The council have agreed to remove the bike parking space.  Well done PPG members!!  That will make a huge difference to some of our patients.

Lynsey agreed to follow up on implementation.  Wendy also volunteered to chase Cllr Neaverson - the Cabinet Member for Transport and Cleaner Streets.

Breaking news 24th June: WP reported that the “Bike Hire Parking Only” bay has now been removed and the traffic wardens seems aware. So now only the sign on the pole needs to be removed
	



Lynsey to follow up about the sign removal





	Staffing updates (LB & WP) 
Dr Patel has left. She worked on Monday only and it proved difficult for current staff to increase their hours to cover Monday.  We advertised but filling 1 day is challenging and not ideal for continuity of care.
Current status:
· one doctor is trying to rearrange childcare to do an extra day
· exploring whether Dr Valiallah (PCN GP) who works at Lambton Rd and FG could work an extra day at FG 
· Dr Valiallah is currently covering Mondays for us so we are not short of a doctor and in the short-term.
	

LB to provide an update at the next meeting

	Building Works Update (LB)
The building works are progressing well.  The new area looks bright and amazing!

As this is a dynamic situation, unforeseen issues and challenges are emerging but in each case solutions are being found!  

The builders will work on the nurses’ corridor next and replace carpets then the whole area will be accessible apart from a staff toilet (which is VERY small), a kitchen and a storage room.  The rest will be clinical rooms.  The waiting room is larger than expected which is a good surprise. 

After the nurses’ corridor the doctors’ rooms will be finished off. The reception area will be the last area to be refurbished, along with the aircon and lighting upgrades.  There are 4 weeks to plan this so LB is looking at options for managing the reception area whilst the works are underway.  

The electricity was switched off over the weekend 7th/8th June so we lost 3 fridges of vaccines worth £18k. It was then discovered on Monday morning that the phones were still off too as the power being off over the weekdn had affected the phones being able to connect to the server/internet so there was a 20 min delay while this was sorted out.

Friday 20th June – FG to have a health and safety, fire and disability risk assessment undertaken.
	

PPG to provide feedback on the building works when we have seen it


	Flu Day Update (LB)
Flu Day will be 4th October – no further plans yet
	
PPG members to save the date!

	PPG Survey (All)
We agreed to use both the total triage survey discussed with Cameron last year and the previous, more general, PPG survey as inputs for this year’s survey.

We reviewed the PPG Terms of Reference which highlighted that the PPG’s role is to elicit patient experiences, feedback, ideas, concerns and suggestions for improvement.

We agreed that patients cannot give their view of total triage until they have experienced it.

Background on total triage:  We currently have a hybrid model with the duty doctor triaging urgent on the day appointments.  
· We have over 1300 appointment requests every month via AccurX and phone calls have not reduced.  Potential that patients will use AccurX  and then call if they are not happy with the response
· Triaging would be done by non-clinical as well as clinical staff – depending on the request.  Anything which isn’t clear would be sent to a GP to review or if it appears serious it would be seen by the duty doctor.
· There is a clear distinction between medical requests and administrative requests so messages are correctly routed. A recent error in routing was detected but was a training rather than a system or process issue.

LB feels that total triage could make the doctors’ lives easier but has concerns about how patients will find it, so is keen to include questions on total triage in the survey to understand patients’ preferences.

Next steps: PPG to have a specific meeting to discuss the survey
	






















PPG to send LB any questions they would like to be included in the survey

WP to send the previous survey with responses to everyone


LB to find possible dates ideally in July?

	Compliments and Complaints (LB)
Simon shared that his daughter had commented that Dr Mankia was the best doctor she had ever had.

FG is receiving a huge number of reviews (~160/month) now through Google and NHS Choices which LB replies to.  Due to confidentiality concerns, LB will bring themes from the monthly survey to future meetings rather than sharing the original comments.

LB shares this feedback with staff and uses it to celebrate successes eg identifying who has been mentioned positively most often – last month it was Dr Mohan and Nurse Alice!! 
	

LB to share themes from the monthly survey at future PPG meetings

	AOB
No other topics were raised
	

	Date of Next meeting: Wednesday 13th August 2025 at 6.30pm by Zoom 
	LB will send a Zoom invitation 



Agenda for Wednesday 13th  August 2025
Apologies
Actions Arising from Previous Meetings:
Staffing Updates (LB & WP)
Building Works Update (LB)
PPG Survey ??
Compliments and Complaints
Any Other Business
Date & Location of Next Meeting



