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Meeting Minutes
PATIENT PARTICIPATION GROUP MEETING

Tuesday 4th March 2025 @ 13:30

Attendees:	
Ravinder Kumar
Chaudry Ali
Samuel Nganga
Valerija Shah
Paul Addison	
Faisal Butt	
Harika Vaddepally
Silpa Paruchuri          
Pardeep Chibber
Shahid Arshid
Dea Ukehaxhaj	

Non-Attendees: 
Stephen Shelton
Mohammed Saleem
Arshad Siddiqui
Suresh Vasishtha
Kemal Korkurt
Abdul Aziz
Rakesh Bansal
Manikandhan Arekath
Imdad Shah
Mohammed Afzal
Osman Mayet
						
	No.
	Agenda Item
	Action

	1.
	Introductions
PC thank you for joining us today for our Patient Participation Group (PPG) meeting. We are pleased to have you here. This forum is designed to foster meaningful engagement with the NHS, providing a platform for collaboration and the sharing of ideas to enhance our healthcare services.
The PPG plays an invaluable role in supporting the surgery and contributing to the continuous improvement of the services we offer to our patients. Your input is vital in shaping the future of healthcare delivery in our community.
However, we would like to kindly remind everyone that the PPG is not intended as a space for discussing personal medical histories or for matters involving specific clinical advice. Additionally, we ask that discussions remain focused on healthcare-related topics, with an understanding that the forum is not a platform for addressing sensitive issues such as religion, politics, or gender politics.
	


PC

	2.
	PPG Positions
All PPG positions were confirmed as follows
Ravinder Kumar – PPG Member
Chaudry Ali – PPG Member
Samuel Nganga – PPG Member
Valerija Shah – PPG Member 
Paul Addison – PPG Member 
Faisal Butt – PPG Member
Harika Vaddepally – PPG Member
Silpa Paruchuri – PPG Member
	


PC

	
	
Actions from Previous Meeting
At the previous meeting, the group discussed the current performance and challenges surrounding the appointment scheduling process. It was noted that over 100 additional appointments were being provided each week, and a younger cohort of doctors had been recruited to help manage the increased workload. Despite these efforts, concerns were raised regarding the lack of face-to-face (F2F) appointments and the long wait times experienced by patients.
An expectation was set that the patient phone experience would improve over the coming year, with the aim of addressing some of these ongoing concerns.
The focus of today’s meeting is to provide an update on the progress made by the practice over the past year, and to gather feedback from patients on potential areas for further improvement moving forward.

	
PC

	
	Opening 
PC began the meeting by introducing the new Assistant Practice Manager, SA, to the patients, outlining his role and the support he provides to PC in the daily operations of the surgery. PC also shared that there were discussions regarding a potential change in the practice’s name and the possibility of Dr. MB stepping up as a partner. The proposed name change would see the practice transition from "Dr. Chibber's Practice" to "Salisbury Avenue Surgery." The announcement was met with positive feedback from the patients, with no objections raised regarding the change. RK even expressed approval, describing Dr. MB as “good.”
	PC









	3.
	National GP Survey from Dec 2024 
At the recent meeting, PC provided an overview of the various surveys available for patients to participate in at the practice, with a particular focus on the Friends and Family Test and the in-house GP patient survey.
The Friends and Family Test is a brief, yet valuable, survey that asks patients whether they would recommend the GP practice to their family or friends, along with a follow-up question to understand the reasons for their answer. This simple feedback tool helps gauge overall patient satisfaction.
In comparison, the in-house GP patient survey offers a more comprehensive look at the patient's journey through the surgery. It includes a series of detailed questions aimed at understanding the patient's experience in greater depth. The data collected from these surveys provides management with essential insights into areas that may require attention or improvement.

PC shared that the practice currently receives 20-30 responses per month to these surveys. This steady flow of feedback allows the practice to track patient satisfaction and identify trends over time. Notably, over the past three months, there has been a positive shift in the responses. A growing number of patients have rated their experiences with "good" scores, while the number of "poor" responses has remained consistently low and stable.
PC emphasized that this upward trend is a positive sign for the practice, indicating that patients’ overall satisfaction is improving. 

However, it remains challenging to fully understand the underlying reasons behind the few "poor" responses. Further analysis and exploration may be required to address these areas effectively.
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At the meeting, a monthly analysis was distributed to each patient, displaying the scores for the questions asked. The majority of responses were rated as "excellent," followed by "good," "fair," and finally, "poor." Only 5% of responses, corresponding to 5 patients, were rated as "poor." Most of the negative feedback was related to difficulties with getting through on the phone. PC mentioned that, in light of these results, the team would examine the phone data in more detail to identify the specific issues contributing to these "poor" responses.

Following your appointment, you will receive a link to provide any feedback you wish to share with the surgery. We strongly encourage you to take a moment to participate in this process, as your feedback is invaluable in helping us identify areas where we can improve our services and better meet your needs.
	

	
	Improving Appointments Availability
In terms of appointments, PC explained to the patients that on Fridays, appointments are released twice a day, allowing patients to be booked for weekend appointments through the GP Hub. He also discussed the implementation of the Pharmacy First initiative within surgeries, which has helped patients receive quicker treatment. PC mentioned that there are seven conditions that pharmacists are able to assess, and in some cases, patients can be prescribed antibiotics. The surgery aims to make the most of this service, enabling patients with minor issues to be seen by the pharmacist, while those with more serious concerns can see a doctor without significant delays. The patients were also informed that the surgery is able to refer them to dentists and opticians for certain conditions, ensuring they are seen by the appropriate service and receive timely care.

When patients were asked about their experiences making appointments over the phone, the feedback was mostly positive. RK described his experience as good, and CA mentioned that he hasn't had any issues. PA stated that while his experiences had been fine in the past, he recently encountered a problem where his appointment wasn't booked. When SA and PC inquired about the situation, it appeared there had been a misunderstanding between the patient and the receptionist. SA assured PA that he would look into the matter to ensure it doesn't happen again. VS shared that while the receptionists are generally good, she recently had a negative experience with a doctor from the GP Hub. SA reassured VS that he would investigate the issue and work on resolving it within the surgery. SN spoke highly of the staff, describing them as friendly and cooperative. He mentioned that his experiences with appointments and medication are always smooth and efficient.
	PC / SA

	
	Telephone Experience
PC explained that calls are typically answered within two minutes on average. He shared with the patients that although there are often abandoned calls, the reasons for this are not always clear. One possibility is that patients, particularly those with limited English, may struggle to navigate the phone's option list and therefore hang up. RK agreed with this point, noting that many patients' first language is not English, making it challenging to get through to reception. SA and PC also informed the patients about the call-back option, where if they are unable to wait in the queue, they can request a call back from reception. SN mentioned that last year, there were longer wait times on the phone, but this year, the waiting times have significantly improved.
	PC / SA

	
	Website/App Experiences
Patients were asked how they typically manage their health queries and issues. PA mentioned that he was unable to access the NHS and Patient Access App. SA reminded him that he could always visit reception for assistance with this. VS explained that the apps and e-consult pathways are too complicated for her, so she prefers to go directly to the reception window. Similarly, SN said he also goes to the window because he doesn’t use technology much. RK and AC shared that they rely on family members to help them with appointments and medication. In response, PC mentioned that they are working on updating the website to make it more user-friendly. He explained that this would help patients avoid relying on family members or visiting the surgery to resolve their queries.
	PC / SA

	
	Other comments
SA explained that the surgery is now offering a new service: steroid injections. DR DS, a newly qualified orthopaedic doctor, will be performing joint injections for the shoulder, knee, and hand. It was shared with the patients that Dr. DS will hold a clinic every month, where he first assesses patients over the phone. After the assessment, he will schedule them for the injection, provided they complete a consent form.
	PC / SA

	
	When PC and SA asked the patients if they had any further queries or complaints, the patients replied that they had nothing else to add and were all satisfied with the way the GP was running. However, SN wanted to highlight that he felt the communication between the pharmacy and the GP was excellent, and he has had no issues ordering his medication.

	

	7.
	Next PPG meeting date TBA (Possibly, Sep 2025)
	

	8.
	Meeting at a close at 14.30
Everyone was thanked for their time, commitment and feedback
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