
PPG Minutes 21st October 2025 
 

Present: Juliana Reinaldos Tracey Wootton John Stacey 
 Brian Malyon Chris Cook Jaki Smart 
 Paige Hobbs Sally Malyon Vipul Parbat 
    
Apologies Carys Faichney Rachel Boulter  

 
Bereavements-  
Acknowledge the passing of Barry Dixon, a long-standing PPG member. 
Discussion on procedures for managing communication regarding patient deaths, 
considering confidentiality and family wishes. 
Agreement that if a PPG member passes away, the chair can be informed to 
facilitate removal from contact lists and avoid distress to next of kin. 
 
Meeting Minutes 
Minutes from 15/07/2025 were approved. 
 
- Signage and Check-in Machine: Relooking at signage inside the surgery and the 
check-in machine has been completed. A new check-in machine to be located on 
the ground floor. 
 
- Support Groups: 
- Subgroup met and decided against creating new surgery-specific support groups 
due to the abundance of existing external groups. 
- Proposal to publish links to support groups on the website as news items; ideally 
on a dedicated page or fact sheet on the website, or within the PPG page. 
- Consideration for local, active health action groups (e.g., for stroke, diabetes, 
bereavement). 
- Emphasis on the need to keep links and information updated regularly to ensure 
relevance. 
 
- Surgery-led support talks: 
- Partners are amenable to trialling educational talks, potentially on Tuesdays. 
- Idea is for talks to organically lead to patient-led support groups. 
- PPG members to survey the wider group for preferred topics; a top three list 
could be provided. 
- Face-to-face sessions preferred for initial engagement; hybrid or online sessions 
could be considered for broader reach. 
- Potential topics: hypertension, diabetes, cardiovascular health, asthma, mental 
health. 
 
New Health Campus: 
- Initial discussions suggest a model where various services, including virtual care 
and diagnostic imaging, are co-located at a health campus either in Market Square 
or on the existing hospital site. 
- Funding constraints mean focus is on improving existing services, particularly for 
patients discharged from hospital needing intermediate support. 
- Market Square location has advantages (infrastructure, parking, flat terrain). 
- Target for a final decision on the model is December 2026. 
- Concern about vulnerable people, not falling through the gaps. 
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 Statistics on PPG page: 
- Message about "Did Not Attends" (DNAs) posted last month. 
- Website hits for the PPG section: June 54, July 71, August 25. 
- Plan to launch a campaign (e.g., a banner on the main website for one month, 
text messaging) to increase awareness of the PPG webpage and encourage 
interaction. 
- Targeted text messaging last meeting (carers and family) yielded 45 positive 
responses from 3,700 messages sent, with a total of 77 responses including those 
outside the selected cohort. 
- Need to improve PPG member engagement; currently 250 people on the virtual 
group list, but low meeting attendance. 
- Seven people opted off the email list after a recent communication. 
- Investigation into Mailchimp for managing mailing lists; free option potentially 
viable for 250 contacts, but not for previous 900. 
- Discussion on user-friendly unsubscribe options. 
- Suggestion to include interactive questions in emails to increase engagement. 
- Continuous effort required to maintain momentum and grow PPG participation. 
 
NHS App Dashboard 
- Issues with the NHS App dashboard portal: clunky, resets filters, data only 
updated to end of August currently. 
 
- Appointments data: 
- Presentation of data on booked vs. available appointments. 
- Explanation that "available" or "not booked" slots are used for non-patient facing 
activities (e.g., blood and other test reviews, patient referrals admin tasks etc...). 
- "Not booked" slots also include on-call doctor capacity, which is intentionally set 
to exceed routine demand to accommodate busy periods and emergencies. 
- Suggestion to rename "not booked" to "contingency" or "non-patient facing 
appointments" to avoid public misinterpretation. 
- DNA rate for face-to-face appointments is 9%. National average is around 7-7.9%. 
- Telephone appointments do not have a DNA recorded; policy is to call twice and 
send a message if unsuccessful. 
- Higher DNA rates observed in summer months and for appointments booked 
further in advance (e.g., MSK appointments), where patients may feel better 
before the appointment. 
- Issue with online cancellation mechanisms not consistently filtering through to 
the appointment system, contributing to DNAs.  
-A revised telephone system currently being evaluated. 
 
- E-consult Usage by Age Group: 
- Data from one month showed 16-45 age group had the highest e-consult usage, 
contrary to initial assumptions that it would be older demographics. 
- Possible reasons: IT literacy, ease of access encourages multiple queries. 
- Noted that 111 data for under 5s shows 20% activity, suggesting high demand for 
urgent care in that age group. 
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Patient Feedback (Friends and Family Test): 
- Patient feedback form for online consultations removed due to low numbers. 
- Quarterly breakdown of Friends and Family Test responses for face-to-face 
appointments: 63% "very good," 80%+ "very good" or "good." 
- Practice reviews feedback monthly to address issues (e.g., car park access, 
specific clinical services like coil fittings). 
- Flu clinic feedback received via NHS survey. 
 
- Pharmacy Messaging: 
- Message drafted about using pharmacists for minor ailments, to be disseminated 
via the PPG webpage. 
- Importance of ensuring accuracy of information; suggestion to link to "Pharmacy 
First" for comprehensive details. 
- A list of local pharmacies signed up for the service has been compiled. 
- Practice supports patients using pharmacists to help manage demand on GP 
services. 
-The surgery was asked to review the documentation before publishing on the PPG 
website page. 
 
Surgery update 
PPG thanked the Business manager for the update (attached) which was 
circulated. 
The PPG were asked to evaluate the possible trial implementation of an AI 
receptionist and provide feedback. 
 
PPG Network Meeting 
- Southwest PPG network meeting via Teams on 06/11/2025, 18:00-19:00. 
- Purpose: to provide structure and ideas for PPG activities. 
- Seeking a second volunteer from the PPG to attend (only two per PPG allowed). 
 
Logo Development 
- Discussion about updating the PPG logo to a more modern design, potentially 
using AI tools. 
- Current logo describes the PPG's role in supporting the surgery, promoting 
health, and improving communication. 
 
 
- Next year's meeting dates:  all Tuesdays; will be published. 
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