Patient Participation Group (PPG) Meeting Minutes

Date: 26 February 2026

Attendees
Uche Mosayna 31.05.1978
Carmelina Cassesse 15.07.1968
Daniel Totila 25.05.1962
Julian Abraham 24.07.1968
Veli Ispir 23.05.1972
Maria Vangu 31.05.1974
Deonath Ramlochan 06.10.1970
Michael Masters 30.06.1969
Anthony Hardy 10.03.1965
Fatma-Zohra
Bousbiat 08.08.1968
Rejoice Adebisi 06.06.1967

1. Opening of the Meeting

The meeting was opened by SA and NL, who welcomed all attendees and introduced
themselves. They explained their roles within the practice and outlined the purpose of
the Patient Participation Group (PPG).

The purpose of the meeting was to improve communication between patients and the
practice, provide information about services available, and help patients understand
how to access care more effectively.

SA prepared and created personalised information packs for each patient containing
relevant information about practice services and support available. NL distributed
these packs to all attendees at the start of the meeting.

2. PCN Staff Roles and Responsibilities

Patients were given an overview of the Primary Care Network (PCN) and the different
healthcare professionals who support patient care.



This included explanations of roles such as clinical pharmacists, social prescribers,
care coordinators, and other PCN staff members who work alongside GPs to support
patient health and wellbeing.

3. Accessing and Using Klinik

Patients were shown how to access the Klinik online consultation system. Staff
demonstrated where to find the system on the practice website and explained how
patients can submit both medical and administrative requests online. Patients were
also informed about when itis appropriate to use Klinik and how it helps the practice
manage patient requests efficiently.

4. Accessing and Using the NHS App

Patients were guided through how to access and use the NHS App and the services
available through it. These include booking and managing appointments, ordering
repeat prescriptions, viewing parts of their medicalrecords, and receiving messages
and updates from the practice. Patients were encouraged to download and use the app
where possible.

5. Pharmacy First Service

Patients were informed about the Pharmacy First service and how local pharmacies
can provide treatment and advice for certain minorillnesses without needing a GP
appointment. This service allows patients to receive quicker care forcommon
conditions and helps reduce pressure on GP appointments.

6. Requesting Repeat Prescriptions

Patients were shown how and when to request repeat prescriptions. Different methods
were explained, including using the NHS App, requesting through their nominated
pharmacy, or submitting requests through online services. Patients were advised to
request prescriptions in advance to avoid delays.

+» Patient Questions

One patient asked “why there are no face-to-face appointments available?”



It was explained that the practice does offer face-to-face appointments. Anumber of
these appointments are allocated each day and are usually pre-booked following
submissions through Klinik or arranged by the GP if they feel a patient needs to be seen
in person.

Patients were also advised that when calling the practice in the morning, they can ask if
any face-to-face appointments are available. If there are appointments available,
reception staff will offer and book these accordingly.

“Can you do a walk in service instead?”

Explained that we do not operate a walk-in service. This is because all appointment
requests must go through the same process to ensure fairness for all patients. If we
accepted walk-ins, patients who attend the surgery in person could receive priority over
those who call or submit an e-consultation, which would not be fair.

“Can you make more appointment slots open and consider people who are
working?”

It was explained that the out-of-hours GP Federation provides the practice with two GP
appointment slots per day. In addition, the Federation offers appointments usually
between 6:30pm and 10:00pm. This service is intended to support patients who are
unable to attend appointments during normalworking hours. Patients are also able to
contact the Federation directly to arrange a late evening or weekend appointment if this
is more convenient for them. Patients have been guided on how to access these
services and provided with the relevant contact details.

Patient Feedback to be Discussed in Next Practice Meeting

e Please allow a walk-in service.

e More follow-up appointments are needed.

e Increase the number of face-to-face appointments available.

e Provide the ability for patients to book appointments in advance

e The practice needs more staff, including doctors and nurses, and more GP
appointments.

e Hire more doctors like Dr Khan, who patients feel provides very good care.

e Offer more flexible appointment times for patients who are working.

e Improve the phonelines, as patients report difficulty getting through.

e The meeting was helpful and thorough, and I would like to attend the next one.

e The packs were also helpful and very detailed.

Meeting Conclusion




The meeting was concluded by thanking all patients for their time and valuable
contributions. Patients were informed that if they wish to continue attending future
Patient Participation Group meetings, theirnames and contact details have been
noted.

Attendees were advised that the next meeting will take place in approximately three
months’ time. Two text message reminders will be sent closer to the date to inform
participants of the upcoming meeting.



