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PPG Meeting
30/10/2025 – Start Time 14:30

Attendees:
MN – Deputy Manager
SA – Practice Manager 

GM, JB, BB, ZF, JS, AS,PW


Apologies:

CC, AK, LU, MAS, DR, SN, AW, MC


· Review of last minutes of meeting – everyone agreed no changes were needed.
· Meeting started at 14:33
· Asked PPG members if they would like anything to be added on Agenda to discuss in todays meeting. 
· Welcomed new PPG Members. Explained what is the aim of PPG and how their views are regarded. 
· Sa shared appointment data and the DNA rates. Overall Practice is improving but we still seem to have a lot of DNA’s despite reception staff sending reminders and contacting the patients the day before especially with the Practice Nurse and HCA. 
· The members were asked if they had any suggestions on a way we can help reduce the number od DNA appointments. 
· MC asked if there was a way to add a penalty notice(fine). SA explained this is not the Practice policy but we do send out DNA letters. The Practice policy states that if the patient misses 3 appointments within a 6 month period they will be taken off the Practice register. This is explained in the first and second letters which are sent to the patient. In the first letter at the bottom the patient has room to explain if there was a valid reason for the DNA like a emergency/bereavement and if the practice deems this appropriate we can wave the 1st DNA and adding an explanation to the patients record. 
· The members were asked about the phone system as It has been at least 6 months since the Practice has been using the new telephony system and we wanted to have feedback especially from the new members. 
· Very positive feedback received from all members including the new ones. They are impressed with the chatbot and it helps signpost and sends links for easy access. 
· They were then shown the telephone data, which shows how the management team keep a close eye on how the phones are being answered by the staff and how long the each patient is in the queue waiting. 
· AW asked if they could hear some of the calls. MN explained due to patient confidentiality and information sensitivity we are unable to listen to any of the calls. However, if they would like then we could make a call to the practice and either me or Saba would answer that call and play it back in the room. It was unanimously decided that this was not needed.  And they can understand how the system works. 
· SA explained how we have not added an additional GP working every Tuesdays. She is a young enthusiastic female GP who is keen to help patients. PPG members were asked if they do have any contact with the New GP if they would be happy to provide an update in the next meeting. 
· Members were asked to share 1 positive and one negative if any experiences they have had with the Practice. If they felt their concerns were heard and dealt with if any issues and if not what they feel/think we could have done better. 
· SA showed PHM Data on tableau and explained Practice has many targets which we hope to achieve but we struggle with the contacting patients who are middle aged 40+ for CVD reviews. 
· Practice is actively registering new patients and as some of these new patients first language isn’t English this is causing a barrier in communication especially when trying to book the patients in for reviews. We do try and send text messages but patients do not always get back in touch. 
· The Practice will be having an upcoming ICB visit in January. We hope to share the outcome in the next meeting. As we will be having the visit we asked the members if we could hold the next meeting 5th February 2026 instead of the last week of January. They were happy with this. 
· Asked the members if they has AOB. None 
· New members were asked if they have anything they would like to discuss or share any feedback regarding the meeting they can take MN’s nhs email and contact her to discuss. 
Meeting adjourned 15:23

Next meeting: 5th February 2026 
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