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Patient Participation Group Meeting Feedback Form

Date:	7th October 2025

In Attendance:
David Woodcock, Jean Battle, Ann Parkinson, Judith Halstead, Patricia Ransden, Diana Feltell, Geoff Evans, Angela Newman (PHMP), Katy Tregartha (PHMP).

Apologies: Nil

Key Notes:
Practice Updates
Dr Green and Dr Oraegbunam have left the Practice.  They worked 2 days a week each.  We have Dr Haladu who has joined the practice working 3 days a week and we have recruited a new GP who is due to start in November, again, we have replaced 2 days with 3 days.

Dr Shah is a new long-term locum and is here 2 days a week until December. At the start of the year, we had 24 sessions a week of salaried GP (not including the GP Partners) we now have 30 sessions a week of salaried GP time.

Katy thanked the group for helping out at the alcohol awareness coffee morning, it was a success and quite a few patients had a go with the beer goggles. 

Cancer Care Co-ordinator 

The PCN has employed a cancer care coordinator, her role will be to increase the uptake of patients screenings, such as bowel, smear and breast screening.  She will be in Practice at the end of October with a stand raising awareness about breast cancer and is hoping to have a dummy to show patients how to self-check. Katy will email out the date and if anyone would like to come in and help with teas and coffees that would be appreciated. 

New GP Contract Changes

Angela and Katy ran through the new GP contract changes that came into effect on 1st October.  In summary, from 1st October the national GP contract requires all practices to provide online triage for administrative and non-urgent medical queries during all opening hours, 08:00 – 18:30.  We already had online triage open, and this is currently in a managed and measured way. To make sure we are not out of contract, from 1st October we had to open online triage between 08:00 – 18:30. There is no extra resource available to be able to manage the extra workload.  We have put some changes in place to re-direct resources from reception to online triage.  The changes in reception will take effect from 1st November 2025.  Discussion around the contract changes and concerns were expressed from the group that a total triage model would be adopted, ANe and KTr reassured the group that there are no plans for total online triage at present and the Practice is aware that this is not in the best interests of our patient demographic. This was the reason for the current changes being proposed. 

The group asked what happens if a patient puts an urgent request in.  The medical queries online should; be for non-urgent, however we have already had urgent issues coming through, whilst the numbers are small these have been spotted, however the worry is that we are inundated with hundreds of medical queries, and we don’t see an urgent request soon enough. Sometimes patients don’t understand that an issue should be seen urgently, a hypothetical example is, you may have a patient who has a hard, hot calf, may have had for a coupe of days, has no medical knowledge and isn’t too worried as is coping wth the pain.  We know that could be a blood clot and needs urgent attention. The BMA and LMC are pushing back due to safety concerns, they had asked for assurances that before the 1st October there were safety net measures put in place within the online systems and/or provide reassurance practice would not be issued with breach of contract notices if they had to switch off online triage for clinical safety reasons,  this didn’t happen and as it stands the online must be open during core hours.  

The group asked what happens if overloaded with requests and all appointments are gone, when this has been asked, the governments response is to create waiting lists like the hospitals do, however this is not the intention of Peel House, the appointment book is closely monitored and actions taken is to try and avoid this happening. 

The changes coming to reception are; new patient registrations will no longer be on paper and will have to be submitted online.  The website can translate into any language so should help where there are language barriers in reception. 

Paper prescription and fit notes requests will no longer be taken, processing a paper request takes three times the amount of time as it does an electronic or phone request and this should free up time.  Patients can still request prescriptions and fit notes three different ways. 

Same day appointment requests will no longer be taken at the front desk.  This is to ensure fairness and equity, someone who can get to surgery should not be able to jump a queue for someone who is poorly on the end of a phone. Exceptions for vulnerable patients will be made for all the above changes. Concern was raised by one member of the group who struggles with hearing and can’t order over the phone as can’t hear.  This is why we have the exceptions, the only patients using the services at the front desk should be those who really need to for example, patients with a learning disability, communication difficulties, such as hard of hearing, and dementia. 

A leaflet has been produced explaining the changes and these has been being handed out at the front desk since end of September, to give patients notice.  There will be a bulk message being sent out, depending on cost will depend on which cohorts of patients this goes to and signs are up in reception. 

The group asked how they could help spread the word.  Our social prescriber and health and wellbeing coach will be in reception the first week of November helping patients navigate the new ways of accessing the service and if any patient group member would like to join, they are more than welcome. Some of the group have taken leaflets to give out and if need anymore just to let Katy know. The NHS app is straightforward to use and staff can help with that. 

Actions
	Action
	Owner(s)
	Timeframe

	Email group with date of breast cancer awareness morning. 
	Katy
	1 week
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