Patient Participation Group (PPG) Meeting Minutes
Date: 29 June 2026
Time: 13:30
Location: Hartland Way Surgery
Present
· PM Elisabetta Vescio
· Mr CK (PPG member)
· Mr MM (PPG member)
· Dr Osei-Boateng (GP Partner) (joined part-way through meeting)
Apologies
· Dr Ingram – unable to attend due to clinic commitments
· Mrs MH – informed the practice she has moved out of the area and is no longer a patient
· No response received from other PPG members invited to attend

1. Welcome and Opening
The Practice manager welcomed attendees and opened the meeting.

2. Discussion of Previous Meeting Minutes
The previous meeting minutes were reviewed.
Reception Team and Training
In the last meeting the group discussed feedback regarding new reception team members and some concerns on customer service skills. The introduction of a Reception Coordinator has strengthened staff induction and training. New reception staff receive one-to-one training and a detailed induction process. Patient feedback is regularly shared with the team, and individual support is provided where needed. External training opportunities through SWL Training Hub continue to support staff development. 
The PPG shared positive feedback about the reception team, noting that staff are helpful, friendly, and welcoming. Members commented that reception staff are approachable, smiley, and attentive, helping patients feel acknowledged and valued. Particular praise was given for the way staff engage with patients, with members noting that they genuinely take time to listen and “look at you” during interactions.
Practice Management Cover and Communication
Concerns raised previously regarding the Practice Manager’s maternity leave and its impact on communication were revisited. The practice reported that operational continuity has remained strong during this period, with support from the interim Practice Manager, along with Mrs PJ (Reception coordinator) and Mrs NF (Admin coordinator), ensuring smooth communication and escalation of issues where necessary.
Triage System
Agreed to discuss as a separate agenda item.

3. Staff Changes
An update on staffing changes was provided:
· New reception staff have joined the team
· Medical students and PA students are currently undertaking placements within the practice
· PA placements include:
· 1st year students: 6-month part-time placement
· 2nd year students: 9-week full-time placement
· GP trainee Dr Choi will complete placement in August
· New GP trainee Dr Awad will begin in August
· Since the last PPG meeting, Dr Shirzad has joined the clinical team (working on Fridays only) 
· Miss Kirkness is now fully trained as a Healthcare Assistant
· One member of the reception team has given their notice, the Practice will start recruitment soon
The group welcomed the ongoing expansion and development of the practice team.

4. Accurx Triage System
An overview of the Accurx triage system was presented.
Key points:
· All clinical and non-clinical requests now come through Accurx Triage
· Requests are reviewed by a GP who filters and allocates accordingly
· All requests are reviewed on the same day
· Clinically urgent requests are managed on the same day
· Non-urgent requests are dealt with by the end of the next working day
· A red/amber/green system is used to prioritise requests (where red appointment is on the day, amber is within 7 days and Green within 14 days)
The system was discussed positively as a structured approach to improving workflow and ensuring urgent needs are managed promptly.
Feedback from the PPG members was very positive. Members shared that they had initially been sceptical about the triage system but had quickly changed their views after experiencing how effectively it works in practice.
One member reported receiving an appointment within three hours of submitting a request and was subsequently referred to hospital, where they were seen and reassured within two weeks.
It was also noted that prescription requests are processed very efficiently, with one member commenting that prescriptions were sent to the pharmacy and ready for collection within approximately two hours.

5. Premises Update
An update was provided on the development of two additional clinical rooms on the first floor.
The refurbishment work was presented with before and after comparisons. Attendees noted the significant improvements and welcomed the continued investment in the practice environment.
It was explained that Room 3, which was previously used for medical notes storage, has now been converted into a clinical room. Medical records are now securely stored off-site with an external storage provider. Room 6 has also been fully converted into a clinical room, equipped with a sink and examination couch, making it fully suitable for patient consultations and clinical use.
A PPG member asked about the adjacent land and whether the practice was still pursuing plans to purchase it for future expansion. It was explained that this is currently on hold. With the addition of the two new clinical rooms, there is no immediate need for further expansion, although this may be reviewed in the future if required.
Additional premises improvements were also highlighted, including the installation of CCTV to enhance safety and security for both patients and staff. The fire alarm system has also been upgraded to a newer, more efficient system to further improve safety across the practice.

6. CQC Update
The practice provided an update on the revised CQC inspection approach for practices last inspected and rated Good or Outstanding between 2017–2022.
The CQC focus areas include:
· Safe environments
· Safe and effective staffing
· Infection prevention and control
· Supporting people to live healthier lives
· Monitoring to improve outcomes
· Kindness, compassion and dignity
· Equity in access
· Equity in experience and outcomes
· Shared direction and culture
· Governance, management and sustainability
It was noted that the practice’s last CQC inspection took place in June 2022, when the practice was rated Good.
The practice continues to prepare for future inspection requirements and remains committed to maintaining high standards of care, safety, and patient experience.

7. Other Updates
NHS Health Checks
The introduction of NHS Health Checks was discussed.
Key points:
· Designed for adults aged 40–74 without pre-existing cardiovascular-related conditions
· Offered every 5 years
· Available only to registered practice patients
· Intended to improve prevention and early detection of cardiovascular risk factors
The group welcomed this initiative as a positive preventative healthcare measure.
Self Check-In Screen
The practice has introduced a new self check-in screen to improve patient experience and efficiency at reception.
PPG members reported that the screen was not currently working. This issue had already been identified, investigated, and has now been resolved. The screen is now fully operational.


8. Patient Feedback
Patient feedback data was reviewed.
December 2024 Data
From April 2023, 2,675 responses were recorded:
· Extremely likely: 67.9%
· Likely: 23.1%
· Neutral: 3.7%
· Unlikely: 2.1%
· Extremely unlikely: 2.6%
· Don’t know: 0.6%
June 2026 Data
From April 2023 to June 2026, 4137 responses were recorded:
Current responses show improved results:
· Extremely likely: 70.4%
· Likely: 22.1%
· Neutral: 3.2%
· Unlikely: 1.8%
· Extremely unlikely: 2.0%
· Don’t know: 0.5%
The feedback reflects a positive overall patient experience, with a slight improvement in satisfaction compared with previous data.
The group also discussed the results of the 2025 GP Patient Survey. Overall, feedback was positive.
One area identified for improvement was the question relating to how easy it is to contact the practice via the website. Results showed that 56% of patients found it fairly or very easy, compared with a local average of 58% and a national average of 51%.
The Practice Manager identified that some appointment information on the practice website was not sufficiently clear or easy to navigate. Changes have since been made to improve website layout and navigation, with key options being reorganised to make access easier for patients. The impact of these changes will be reviewed in future survey results.
Another area discussed was patient confidence and trust in the healthcare professional they spoke to or saw. The practice scored 91%, compared with 94% locally and 93% nationally.
The group discussed that this result may reflect individual situations where patients may not fully agree with treatment plans or clinical decisions. As the difference from local and national averages is relatively small, no immediate action was considered necessary at this stage. However, this area will continue to be monitored in future survey results.

9. Any Other Business (AOB)
A member of the PPG asked for more information about HPV self-testing, having recently heard about it in the news.
It was explained that an HPV self-testing pilot began in Croydon a few months ago, although our practice was not selected to participate in the initial phase.
The pilot is expected to be rolled out to all practices by the end of summer, and our practice will also take part. HPV self-testing allows eligible patients to collect their own sample using a self-swab kit, rather than attending a traditional cervical screening appointment. The sample is then tested for high-risk HPV (human papillomavirus), which can help identify those at increased risk of cervical cancer.
Eligibility is expected to include patients who are overdue for cervical screening or those who have not attended screening appointments. Further details on eligibility criteria and rollout arrangements will be shared once confirmed.
It was also requested that the Practice Manager provide data on DNA (Did Not Attend) GP appointments. Members asked whether this information could be shared in the waiting room, as was done previously, and also published on the practice website.
A poster containing this information will be created and shared both online and within the practice.
In the meantime, here the data for June. 
Out of 1,035 appointments (including GP appointments, nurses, HCAs, pharmacist, physiotherapist, and social prescriber appointments), 70 appointments were not attended and were not cancelled in advance, representing 6.8% of all appointments.

Meeting Close
The meeting concluded with thanks to all attendees for their time and contributions.
Next meeting: To be confirmed.

