PPG Minutes 15" July 2025 - virtual

Present Juliana Reinaldos Tracey Wootton Gina Whiteman
Brian Malyon Rukhsana ljaz Carys Faichney
Dave Nelson Chris Cook Jaki Smart

Rachel Boulter

Apologies: Vipul Parbat John Stacey

Surgery statistics

DNA: The surgery appointment statistics were displayed for discussion on ways in which the
PPG may be able to help to reduce the number of patients who do not arrive for their
appointment (DNA). The surgery policy is quite strict: 3 DNAs within 12 months without
reason leads to removal from the surgery. Exceptions are made for valid reasons and
reminders are sent out one week, and one day before appointments.

E-consult system: Triage is managed by admin staff based on doctor-provided algorithms.
The system works efficiently with only six clinical e-consults still awaiting triage on this
particular day. The number of patients phoning the surgery to make an appointment is still
too high as this requires the receptionist to complete the e-consult on behalf of the patient.
It was suggested that the statistics could be put on the PPG page of the website and also a
message to point out that nothing is gained by phoning the surgery.

Patient Feedback: Surveys for the year are out. On the Friends and family survey, there
were concerns raised about the NHS survey methodology as only 140 out of 23,000 patients
replied, potentially not representative. E-consult feedback not consistently good, but in-
surgery feedback is positive. NHS app usage for repeat prescriptions is slightly down.

Surgery signage
PPG feel strongly that the signage and the check in machines need to be improved. Surgery
will check progress on this and advise.

Surgery update
PPG thanked the Business manager for the update (attached) which was circulated.

Patient Record Digitalisation
Project to store paper records offsite with an NHS-vetted company. Currently boxing and
cataloguing records. This will also help to free up space in the surgery.

Communication
Updates on practice team, including management, on the website. The practice is working
on updating photos and bios for staff.

PPG recruitment

In an effort to recruit more people to the PPG, 3733 texts were sent out to carers and 18-40
age group. There was a good response and a discussion was held as to whether we could
accommodate so many people at the meetings. Highfield meeting room is small, the



potential for hybrid meetings was discussed. Suggested changes to meeting format for
larger groups e.g. questions submitted in advance or via chat. Discussed holding evening
meetings to accommodate working patients.

A separate meeting to be organised to discuss how to proceed.

PPG website message

A proposed message to encourage patients to cancel their appointment if they cannot
attend, was discussed and a couple of small amendments suggested.

It was agreed to post onto the website after making the amendments.

Support groups

Discussion about support for ongoing conditions like diabetes. Consideration of doctor-led
Q&A sessions or seminars. Uptake for previous support groups was not great.

Surgery to discuss and advise.

Dacorum primary care meeting

There are inconsistences between surgeries regarding online booking systems. Lincoln
House adopted the best of the three systems discussed.

Conversations ongoing with local surgeries regarding service provision for 10,500 new
homes in Hemel. Potential for virtual hospitals to fill care gaps for discharged patients
needing ongoing support.

AOB

The surgery was asked if they are engaged in the proposal for the new Hemel Hempstead
Health Campus and what impact this might have on the surgery’s future role.

An assurance was given that although no specific information has yet been given, the
campus would be in addition to the surgery and not instead of. There are consultations and
discussions going on about the way forward but nothing has been decided. It was agreed to
put this on the agenda to be discussed at the next meeting.

Action items

1. Re-look at signage inside the surgery.

2. Speak with operations managers for an update on the check in machine.

3. Discuss support group ideas with doctors, including Q&A sessions. Investigate what
happened to the “Diabetes” group set up at Highfield.

4. Ensure all website information, including staff bios and pictures, is updated.

5. PPG to organise separate meeting to discuss how to proceed with recruitment and plan
for future meeting formats to accommodate more attendees.

6. PPG to publish statistics on Patient group page.

7. PPG to put a message on patient group page about the need to fill in an e-consult form
instead of ringing the surgery for an appointment.

8. Put the new Health Campus on the agenda to be discussed at the next meeting.

Next meeting: 1.00 pm on 215 October



