Patient Participation Group Meeting
25/05/2022
Present:
Mr Daniel Blakey (Secretary)

Mrs Astrea Smith

Mr Geoffrey Griffiths
Mrs Grace Kinsey-Oxspring

Mrs Susan Uprichard

Mr Pierre Sagnia
	No.
	Item
	Actions

	1
	Apologies

Mrs Linda Merryweather

	

	
	New Chairman and Member
Sir Andrew Buchanan stepped down from his role as chairman and as a member of the PPG at the last meeting.  Subsequent to that meeting, DJB as secretary asked for names to put forward to succeed him as chairman.  GG volunteered and in the absence of any other candidates, was unanimously elected chairman.  GG asked that it be minuted that the PPG has expressed its sincere thanks and appreciation for the time Sir Andrew has devoted to the PPG as a member and as chairman. 

The PPG also has a new member; Mrs Grace Kinsey-Oxspring has an NHS background working for Sheffield CCG.  GK asked what the PPG is currently doing to promote membership.  DJB responded that the group is advertised upon our website and in the surgery, but an active promotion has not been undertaken for some time.  SU suggested that the practice website should be updated as there are sections which are now out-of-date.  GK volunteered to review the website and send required changes to DJB for actioning.

	ACTION: GK to review website and DJB to make amendments.

	2
	Actions
Patient Survey – see main item.


	

	3
	Practice Survey Results
The main part of the meeting was devoted to reviewing the results of the Patient Survey.  DJB has produced a presentation of the results and disseminated this prior to the meeting.  It was agreed that we should aim to produce an Action Plan based upon these results.  The principal areas of the survey highlighted as being areas for improvement were patient experience of first contact with the surgery through reception and the ease of making an appointment.  A separate action plan will be attached to the minutes.
There was a discussion as to what would be the best ways of addressing these issues.  A consensus was arrived at that the best way of improving patient experience was to have some in-person customer service and conflict resolution training.  GK suggested using case studies in our Practice Meetings to analyse how patient expectations could be managed so as to reduce escalation and improve general experience. GK has offered to provide case studies, either in person or for discussion.  In addition, it was agreed that the practice must simultaneously support staff in managing patient expectations, both through the zero tolerance of abuse policy, and providing opportunities for reflection and self-assessment.  We could also introduce case studies into interviews for new members of staff.

The practice does use the Friends and Family Test.  PS said that GPs used to hand out cards as patients left their appointment, inviting them to leave their views.  It was agreed to reinforce this and encourage patients to leave reviews after any interaction with the surgery.

From the free-text comments that were supplied, it was apparent that one of the things patients are asking for is a newsletter so that they know what changes are taking place and when.  

	

	4
	Terms of Reference
The new Terms of Reference were sent out previously for people to review.  It was agreed that these were acceptable, with one amendment being the removal of reference to unnecessary positions such as treasurer and vice-chairman.


	

	7
	Practice News
DJB gave a quick update on news from the practice.  We have been recruiting new receptionists both to cover for absence and also to increase the size of the reception team generally.  

Our Health Care Assistant is off sick at the moment, but we have a nurse to stand-in for her called Jane Davey.  Jane will be providing ad hoc Minor Illness clinics to cover for GP absence as well.  Andrea Potter will continue to provide dedicated cytology clinics for the foreseeable future.

	

	8
	New Work
It was agreed that the Action Plan shall be the focus of new work.

	

	9
	Any Other Business

GG asked about how flu season in 21-22 compared to the year before.  DJB gave a quick summary with figures to follow.  Third party immunisations are recorded, so long as the organisation that provided them communicates the fact to us.  It was agreed to put flu campaign on the agenda for the next meeting as we continue to struggle with pregnant ladies.

PS asked whether the CCG PPG meetings are still operating.


	ACTION: DJB to forward on.

ACTION: DJB to enquire of CCG.

	10
	Next Meeting

24/08/2022 at 10:30

	


Patient Survey Action Plan

	Action
	Completion Date
	Responsible Person

	Customer Service and Conflict Resolution Training for Staff
	31/08/2022
	Daniel Blakey

	Case Study Exercise 
	31/08/2022
	Daniel Blakey

	Newsletter
	30/06/2022
	Daniel Blakey & PPG

	Website Review
	30/06/2022
	Daniel Blakey & Grace Kinsey-Oxspring

	Friends & Family Test
	30/07/2022
	Daniel Blakey


