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PCS 
Agenda of the Patient Participation Group Meeting
held on 
Monday 29th June
	Present:
	

	Zoe HAGUE

Attendees x1 
	Support Manager



	
	




	
	ITEM 
	Action

	1.
	Welcome and Apologies 

	
	
ZH – introduce and welcome new member.

ZH – Explained purpose of PPG.

	



	2.
	Previous Minutes and Actions

	
	Answers to previous PPG minutes in bold/italic. 


Phone data – shared with the group the changes we have made in reception to decrease wait times on the phones. This has brough Highgate in line with other practices, and we are often answering 85% – 90% of calls. This means 10-15% of calls hung up while in the queue. 

Communication – the Highgate Surgery Facebook page is a great platform to see regular updates – you can follow by searching: ‘Highgate Surgery’ on Facebook.

We have also reviewed the waiting room displays and removed any outdated posters to ensure that only relevant information is visible. These displays are updated regularly as new materials are received. The board in the entrance currently serves as our Health & Wellbeing board, highlighting activities and classes available to the community, and is supported by the Darnall Wellbeing Team.
DNA’s (Did Not Attends): Increase the use of text message reminders to help reduce missed appointments.
Appointment reminders are sent automatically to all patients 24 hours in advance. If we identify a particular clinic with an increase in DNAs (Did Not Attends), an additional reminder will be sent the day before the appointment.
We kindly ask that patients who are unable to attend their appointments inform us as soon as possible, so that the slot can be offered to someone else.
Appointments: Improve the appointment system to prevent and reduce errors such as duplicated bookings.
All staff are encouraged to review patient appointments and, where possible, release any that may be duplicated. However, in some cases, duplicate appointments are necessary to meet the specific needs of patients.
Online Record Access: Many patients are unable to view key information within their online medical records; access and visibility need to be improved.
We have not had feedback from patients regarding this being an issue, however, will address with individuals when brought to our attention. 
Anima Queries: A request for a representative from Anima to attend a future PPG meeting to answer questions and provide guidance.
Work in progress.

	






.






	3.
	Practice Update

	
	
Recruitment:
· Dr Farrell has return from his sabbatical. He now does tel clinics on a Monday PM and F2F appts all day Wednesdays for Highgate patients.
· We have 2 new receptionists in the surgery.

DNA’s (Did not attend) -
April results = 205
May results = 188
June results = 236

Year to date figures show that on average there are 9.5 appointments waisted each day at Highgate Surgery.


Health & Wellbeing –
· Darnall Library are part of the Summer Reading Challenge, which starts in July.  See poster on the wellbeing board in the entrance to the surgery for more information. 
· St Luke’s Darnall Shop & Information Hub at 199-205 Main Road is here Darnall Info Hub Timetable_APPROVED_15.6.26

Friends and family feedback for April
Very good = 28
Good = 12
Neither good nor poor = 1
Poor = 3
Very Poor = 3
Don't know = 1

Total responses = 39

Friends and family feedback for May
Very good = 25
Good = 5
Neither good nor poor = 2
Poor = 2
Very Poor = 2
Don't know = 1

Total responses = 37

Positive feedback:
· Very caring and professional
· Very professional and friendly and helpful
· GP was very professional and reassuring
· Very patient and understanding doctor.
· Approachable and welcoming. Gave trend regarding blood results where improvement was seen and where work could be done
· All members of staff were professional, kind and caring
· Very polite and help me with my concern’s
· Immediate consideration of my request on Anima app. Response with an appointment arranged within 3.5 hours. GP agreed with my request for referral to relevant clinician for further treatment. As always staff at Highgate Surgery were lovely.
· Got checked in and on time with appointment
· Everything was explained clearly, I was informed of what to expect next. My questions were answered and I was given the reassurance I needed.
· Good service and very friendly


Negative feedback:

· Made me wait to long
· All staff excellent,  practice loses a point as my request for repeat prescription was not sent to chemist
· I feel like I’ve not got a proper solution for my problems.


	


	4.
	Items Raised by Patients

	
	Answers to items raided in bold/italic.

· DNA’s (Did Not Attends): How can we reduce these? 
ZH highlighted the importance of raising patient awareness of the cost implications when appointments are missed.
Patients receive a text message reminder 24 hours prior to their appointment and can also view their appointments via Anima.

· Google reviews – It was mentioned that our reviews online were not great. 
ZH explained how Google reviews work, as well as our internal feedback process using the Friends and Family (F&F) feedback collected daily from patients after their appointments. This allows us to identify any recurring themes and share both positive and negative feedback with the relevant staff for review and improvement.

· Surgery atmosphere & air-conditioning: It has been mentioned about the surgery looking tired and needs a lick of pain. Also mentioned about air-conditioning to be used with uncomfortable settings from the heatwave.
ZH explained that the building is not owned by PCS, which limits the extent of changes we are able to make. A request has been submitted to SHP UT, who have carried out a survey regarding a potential repaint; however, we are still awaiting confirmation.
The addition of air conditioning would greatly improve comfort for both patients and staff during the summer months; however, this would require approval at a higher level due to the associated costs.

· Prescriptions: It was mentioned that prescriptions are often getting lost.
ZH confirmed that she is aware of this recent feedback. To minimise administrative errors, staff have been reminded not to delete any prescription-related emails or associated tasks. In addition, written prescription requests are retained for one week, allowing us to review these and ensure they have been appropriately requested by the patient.
Please ensure you are not handing prescription request to staff over the counter. These should be submitted online, via phone or posted in the prescription post box. 
Patients are also allowed to request the name of the staff member on the phone, so ZH can follow up with staff in necessary
· Community artwork involving the local children: Can the wellbeing team do any artwork with the children in the local community to display in practices to make the atmosphere of the practice better and bring the community together.
	


· DNA’s: ZH will pick this up with the PCS comms team to products some ‘did you know’ facts for FB posts / Texts and around the surgery waiting room.
















· Airconditioning – ZH to feedback.









































· Community artwork: ZH to pick up with Darnall welling team to investigate further.


	5.
	Confirm Process for Meetings and Sharing Information

	
	Process:
· ZH to write minutes and take any required practice actions to bring to the next PPG.

Sharing information:

· Practice website, patients may also access information via our website https://highgatesurgerytinsley.co.uk . Prescriptions can be ordered online or via the NHS App. You can also see your test results and records through the NHS APP.

· Highgate Facebook page – Search ‘Highgate Surgery’ to keep informed with all information. 

· Darnall wellbeing Page – https://darnallwellbeing.org.uk/ 

· For Medical Emergencies - If you have chest pain, severe breathing difficulty or signs of stroke, call 999 immediately. 

· Out Of Hours Contact Details - Please call 111 for urgent medical advice and access to Out of Hours care - NHS 111 is available 24 hours a day, 7 days a week.

	






	6.
	AOB

	
	
N/A




	


	7.
	Date of Next Meeting

	
	Monday 5th October 2027

A text message will be sent to all PPG members with a confirmed date & time.
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