


Patient Participation Group Meeting (PPG)
2.00pm to 3.00pm on Thursday 7th July 2024 at Ladygate Lane Surgery
Surgery Staff
· Alpna Chavda – Practice Manager 
· Denise O’Brien – Social Prescriber
· Misha Vaidya - Clinical Pharmacist 
PPG Member: David Hagan,  Laura Keller, Maureen Betchley, Madeleine Smeets, Susan Brennan, Jackie O’Shea, Jacqueline Smith 
Staff update: New reception /administrator Tanya Madani joined the surgery in June 2024
Cloud based Digital Telephone System
 Installed August 2022 gives us monthly reports on:
· Call volumes 
· Calls abandoned 
· Call times to answer 
· Missed calls call back requested 

PPG Feedback:  Last week patient waited 30 minutes to get through on the phone.  AC to look into this.  The monthly reports help practice manage the workflow of incoming telephone calls.
Digital Access Simpler Online requests 
PATCHS introduced in August 2022. Its online consultation service is available to patients to make administrative and clinical requests from the core opening times 8.00am to 6.30pm Monday to Friday. Due to NHS England recent changes all GP practices will be have to go to Total Online Triage. In summary all patients will have to make clinical/admin requests via PATCHS the online service by March 2025 unless if a patient is digitally excluded e.g. homeless, elderly. Reception will help action online patches for the elders and for digitally excluded patients. At Ladygate Lane Surgery we are in the process to streamline the system. Original PATCHS online service was turned off once reaching capacity (5 clinical / 10 admin requests). Since May 2024 we have increased the clinical requests from 10 to 30 per day and unlimited for non-clinical requests daily. By next March 2025 all online requests clinical and non-clinical will not be capped and available during the core hours 8-6.30pm Monday- Friday
Updated Practice Website
New Features:
· Online Registration: New patients can now register online without needing to visit the surgery to collect registration forms.
· Request FIT/Sick Notes: All patients can request FIT notes and sick notes via the website at any time of the day.
Improved Navigation : Online Access Page: The page has been updated to make it easier for patients to navigate and access various online services. Links to Services: Includes links to NHS apps, PATCHS, and Patient Access, providing multiple ways for patients to access the practice’s online services.
These updates aim to enhance the user experience and make it more convenient for patients to manage their healthcare needs online

Appointments
1. Appointments and Referrals
· NHS Community Pharmacy Service: Referrals for minor illnesses (e.g., coughs, colds, insect bites, UTIs, eye infections) with same-day appointments.
· PCN Team Services: Includes pharmacists, social prescribers, physiotherapists, health and well-being coaches, and GP assistants. They provide reviews for NHS health checks, mental health, asthma, diabetes, and foot checks.  These appointments are for 20 to 30 minutes. Patient undergo a full medical health check including blood pressure, blood results checked and medication review and if need be offered routine annual blood test appointment and urine check
New Extended Hours Hub at Pembroke Centre
Opening Hours:  Monday to Sunday: 8:00 AM to 8:00 PM
Services Offered:
· Same Day Urgent Appointments: Available for GP and Nurse consultations.
· Advanced Nurse Practitioners: Providing specialized care.
· Children Phlebotomy: Blood tests for children.
Adult Phlebotomy Appointments:
· Locations: Civic Centre Uxbridge and Eastcote.
This new hub at Pembroke Centre aims to provide more accessible and convenient healthcare services for the community. 

Patient Feedback on PATCHS and Digital Services
1. Concerns about Total Online Triage
· Unfair for Elderly and Digitally Excluded: Patients expressed concerns that the Total Online Triage system is unfair for those who do not have access to mobile or computer devices, particularly the elderly.
2. Digital Workshop at Ruislip Manor Library
· Event Details: Held on 11th July, attended by 35 patients.
· Content: Patients were shown how to access NHS services through PATCHS and NHS Apps.
· Feedback: Attendees found the workshop very useful.
3. Future Digital Workshops - Denise (PCN Social Prescriber): plans to arrange in-house digital workshops at Ladygate Lane Surgery.
· Goal: To promote and help patients access online services.
· Support from PPG: Denise asked the Patient Participation Group (PPG) to support the PCN by becoming Digital Champions and promoting the NHS App.
4. Positive Feedback on Local Services
· Pembroke Centre: Patients appreciated the local service provided at the Pembroke Centre.
· Local Chemist Services: A patient found the blood pressure check service at her local chemist useful, as it saved her from booking an appointment with the nurse.
This feedback highlights both the challenges and successes of implementing digital health services. It seems like the workshops are a great step towards bridging the digital divide and ensuring all patients can access the care

5. Patient feedback:  Practice should display monthly DNA appointments on practice website or put up a poster in the patient waiting room
6. [bookmark: _GoBack]Overall PPG feedback was that they are happy with the services provided by the practice 



