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Dr S Aras       Dr J Jenkins       Dr J Beach       Dr M Rashidy        Dr A Ryan       Dr K McWhirter
 Practice Nurses: Jenny Chetwynd, Sally Gillibrand 	
Practice Manager: Magnus Nelson
Ashville Surgery Patient Participation Group
Thurs 6 June 2024, 17.00pm (in person & via MS Teams)
	Present:
	In attendance:

	Mody KREITMAN
	Magnus NELSON, Practice Manager

	Sandra SMITH GORDON (via MS Teams)
	Lesley HUNTING, Notes Summariser

	Genevieve HACKETT
	Beverley BOGLE, Admin

	Sue LUTMANSINGH
	Rushika PATEL, Pharmacist

	Zahra OMAR
	Dr Jennie BEACH, GP

	
	Dr Mo RASHIDY, GP

	Apologies:
	[bookmark: _GoBack]Michael TOWNER, Admin

	Nina SHANDLOFF
	

	Anza CLARKE
	

	Heather PONTIFEX
	

	Andrew GOODWIN
	

	Sara SEMCHAOUI
	



1   Welcome and introductions
MN welcomed all to the meeting, noted apologies and introduced attendees to new PPG members (Genevieve, Sue and Zahra). It’s always good to have new members join the group. 
2   Minutes from the last meeting (15 Feb 2024)
Patient survey design
The main focus of the previous meeting had been to finalise the design of the patient survey. MN thanked those who’d provided input. Results from the survey are on the agenda for today (see item 3).
Pharmacy First
MN updated all on the new Pharmacy First Service.  This will enable community pharmacists to complete episodes of care for patients without the need for the patient to visit their general practice. This, alongside expansions to the pharmacy blood pressure checking and contraception services, will save up to 10 million general practice team appointments a year and help patients access quicker and more convenient care, including the supply of appropriate medicines for minor illness.
For more info: https://www.england.nhs.uk/2024/02/nhs-campaign-to-help-patients-get-treatment-from-their-pharmacy/
3   Patient Survey
Results and next steps
MN went through the data from the survey. Overall, results showed that patients were broadly positive about the surgery and the care they receive. Below is a snapshot of the data. MN agreed that he would also sent out the full report with these minutes. The report will also be available on Ashville’s website.
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MN agreed to share the full report again, but the main points that came up were around PATCHs. 
PATCHs is an online platform that North West London NHS procured (across NW London).
Some of the feedback focussed on how the online platform felt cumbersome and repetitive, and made patients answer a lot of questions, many of which patients felt weren’t always relevant. MN reassured the group that we do share feedback to the platform developers who do review all suggestions.
 MN advised that patients can ‘skip’ some questions if they feel that they’ve already provided relevant info. However, it’s important to provide as much info as possible as all PATCHs are triaged. 
The front desk team are always happy to help and guide patients through PATCHs, and of course, those who are unable to use the platform can still contact the practice by phone or in person. The intention behind having an online platform is that it streamlines the system – both for those who can easily use it, and equally, for those who can’t, by freeing up phone lines so that patients can get through to us more quickly.
The plan is to share the survey template with in other local practices in the network to get some comparable date and then to repeat here at Ashville in a year’s time.
The group also discussed how the practice gets feedback from patients. There are 3 main routes at present:
Via NHS.UK (link: www.nhs.uk/services/gp-surgery/ashville-surgery/X41466/leave-a-review ). Patients can leave good (and bad!) reviews on this site, though they cannot name clinicians and reviews are pre-moderated before they are published.
Via Google. Patients can leave reviews here (see link below). Reviews are not pre-moderated and patients can name clinicians. 
https://www.google.com/search?q=ashville+surgery&rlz=1C1GCEB_enGB969GB969&oq=ashville+su&gs_lcrp=EgZjaHJvbWUqDQgAEAAYgwEYsQMYgAQyDQgAEAAYgwEYsQMYgAQyEAgBEC4YrwEYxwEYgAQYjgUyBggCEEUYOTINCAMQLhivARjHARiABDIHCAQQABiABDIHCAUQABiABDINCAYQLhivARjHARiABDIHCAcQABiABDIJCAgQABgKGIAEMgcICRAAGIAEqAIAsAIB&sourceid=chrome&ie=UTF-8#lrd=0x48760580ee512d71:0xb34b33591d0ce36c,1
Via website feedback. https://ashvillesurgery.co.uk/contact-us/feedback-and-complaints/
These reviews are not published. They come direct to the practice.
Via Friends & Family feedback. https://ashvillesurgery.co.uk/practice-info/friend-and-family-test/
Patients are invited to complete a short survey after an appointment. All data is published on our website. 
We respond to all reviews.
Following this discussion, the group felt that it would be useful for Ashville to produce a regular newsletter for patients. This might include updates on new staff, information on services available at the practice, changes in opening hours etc.  
MN agreed to look into this.
4 Surgery developments
Measles and MMR vaccinations
There are currently outbreaks of measles in North West London. Local surgeries are identifying patients who may have missed one or both doses, and encouraging them to book appointments as soon as possible. 
New telephone system  
Ashville now has a new telephone system. We hope this will mean that patients don’t have to wait so long on the phone to be answered. The new system allows patients to opt for a call back, which happens automatically when one of the lines becomes available. The system also allows for vulnerable patients to by-pass the queue.
The new system also captures more robust data on volume of calls, and length of time patients wait for calls to be answered. It also allows for call recording. 
Enhanced Access
The practice now offers a range of appointments and phone calls outside of core hours (0800-1830). For example, we are now offering a mix of GP, nurse and pharmacist appointments on the following days: MON 0700-0800 & 1830-2000, WED 1830-1900, FRI 0700-0800.
5   PCN developments
PCN Clinical Lead
Dr Emily Weston-Price (Lilyville Surgery) who has been instrumental in setting up the South Fulham Primary Care Network, is stepping down in June as Clinical Lead. She will be replaced by Dr Aaron Vilath (Palace Surgery). 
Patient Involvement and Engagement Group (PIEG) meeting
The PCN is setting up a patient group, with representatives from all 7 GP practices across the network. The first meeting will be at Palace Surgery on Wed 10 July, 6.00-7.30pm (face to face). All members of the Ashville patient group are welcome to attend this meeting. More information will follow about this. 
6  Any other business
7  Date of next meetings
Ashville PPG: date to be confirmed 
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Survey results
Q1: How easy did you find the process of contacting Ashville Surgery:
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Q2. How confident do you feel using Ashville Surgery’s online platform?
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Q3. How quickly should an urgent health need be dealt with?
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Q4. How quickly should a routine health need be dealt with?
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Q5. How satisfied were you with the help Ashville Surgery most recently offered/the outcome?
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Q6. How much do you agree with the following statement ‘I had trust and confidence in the
healthcare professional who dealt with my needs’?
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Q7. Overall, how is your experience with care provided by Ashville Surgery?
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bad
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