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AGENDA - PATIENT PARTICIPATION GROUP MEETING 
Venue: SJWMP & Online 

Date: 7th July 2023 
Time: 12pm – 1pm 

Meeting link: Click here to join the meeting 

Practice Staff:  
Clinical Coordinator  - Michelle McDonagh (MMCD)   
PA to PM  - Isabelle Bull (IB)  
 
PPG Chair:            - Joyce Green (JG) 
Members:  - DB, CS, GD, KC, NM, RF 
  
Apologies:  - Practice Manager, Sharon Ryan (SR), Dr Saul Kaufman (SK) DH, SVK 

Agenda: 

Item 1 Welcome / introduction for new PPG members 
Review of Meeting Action Points, 28.04.23: 
 Social Prescribing Event 17.05.23  
 Practice Manager Drop-in clinic  
 Online Support Session  
 PATCHS   
 Newsletter  
 Patient Policies and Resources review and Veteran 

Friendly status  
 Website Renewal  

JG 
MMCD 
 

 
5 mins 
 

Item 2  Practice Manager Drop-in Clinic 
 Feedback from 1st clinic, 20.06.23 

MMCD 5 mins 

Item 3 Online Support Session 
 PATCHS test available, NHS App leaflets 
 Agree date for 1st session, MMCD to put up posters, 

arrange for Reception to signpost   

MMCD 10  mins 

Item 4 PATCHS  
 Availability outside of core hours  

MMCD 5 mins 

Item 5 Patient Survey Action Plan 2023/24 
 Agreed Action Points – end Q1 update inc. website 

update 

MMCD 10 mins 

Item 6 Patient Feedback - Feb ’23 – April ‘23 MMCD & DB 
 

15 mins 

Item 7 Any other business (AOB) 
 We are General Practice: Practice Resources and 

Request for PPG involvement – email  
 Meeting 2024 – request to have a 5pm meeting  

 

 

 

MMCD on 

behalf of PPG 

Member PH 

5 mins 

 
 
 
 
 
 

https://teams.microsoft.com/l/meetup-join/19%3ameeting_NDE3ZDRkYWUtNzllNS00Yjg3LTk1MzMtZjAzMDVmYzIyYjgz%40thread.v2/0?context=%7b%22Tid%22%3a%2237c354b2-85b0-47f5-b222-07b48d774ee3%22%2c%22Oid%22%3a%22225285f8-56e9-4939-bf23-b67062093672%22%7d
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Agenda Item 1: Introductions & Review of Meeting Action Points, 28.04.23 
MMCD reviewed Meeting Action Points from 28.04.23: 
 Social Prescribing – Education Event 17.05.23.  

MMCD confirmed event was cancelled due to lack of patient interest.  
 Practice Manager Drop-in clinic – see Item 2 
 Online Support Drop-in session – see Item 3  
 PATCHS – see Item 4 
 Newsletter 

MMCD thanked DB, RF & JG for contributions to summer issue.  Copies available in the waiting area.  
MMCD requested it is added to practice website. 

 Patient Policies and Resources review and Veteran Friendly status 
Veteran Friendly status – completed. Notice board in waiting area.  
Patient Policies - working group DB, RF, DH. 2 policies reviewed. Awaiting confirmation from SR 
regarding format.  Added to action point. 

 Practice website renewal – see Item 5    
 

 
Item 2 – Practice Manager Drop-in Clinic 

 
1st session - 20th June 2023.   
Patients given the opportunity to RSVP via the PPG email, at reception or just turn up.  No RSVP’s received. 
1 patient provided feedback on the day: 

1. Speed of appointments for children is very good. 
2. Extremely good practice, keep up the good work. 
3. Patchs – some frustration with number of questions.  Unaware some questions can be ‘skipped’.  

   
Next session - 26th September 2023, 12-1pm.   
New name - “Practice Manager ‘Ask me Anything’ hour”. Changed to make clear it is not a ‘clinical’ session.  
NM wondered if new name clear enough.  Members to contact MMCD with suggestions; name to remain 
for the September session as it has been advertised in the summer newsletter. 
Additional advertising via posters in the Practice and signposting by staff.  The PPG will be provided with 
feedback after the session and future dates reviewed depending on patient response.   
 
CS commented on the potential to use patient SMS to advertise/raise awareness of this type of practice 
activity or signpost the practice website for upcoming activities and suggested a PPG review of planned 
SMS message types sent to patients over the year.  MMCD to raise with SR.  
 

Item 3 - Online Support Session 
 
Volunteers: DB, JG KC, GD  
Agreed 2 volunteers per session. GC not available in August. MMCD to liaise with volunteers to confirm 
who will run 1st session & time  
Proposed date: 11th August 2023 

 Chrome book available for the training 
 PATCHS test version available 
 NHS App leaflets 

Promote: Article is in the summer newsletter. Posters to be printed, reception team to signpost, practice 
website. 
 
DB raised issue experienced attaching a mobile phone image to Patchs due to the file size and file format 
being rejected. KC offered to test this function using different mediums i.e. laptop, desktop, phone and file 
types/sizes. JG/KC volunteered to prepare short video of how to access patches 
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Item 4 Patchs – availability during core hours 
 
MMCD explained the Partners decision to offer Patchs during core hours, with an earlier opening time 
from 6:30 am. 
 
Almost all practices in Westminster, and nationally, offer electronic consultations during core hours; 
practices are neither contractually obliged nor funded to offer outside of these hours. 
 
SJWMP offer an elastic diary with Patchs remaining open during core hours. By comparison, some practices 
switch off Patchs once the digital diary is full.    
 

 
Item 5 – Patient Survey Action Plan for 2023/24 – Quarterly updates 
 
MMCD provided the following quarterly updates:  
 
Online appointment availability 
Self-book online appointments available for some reviews of diabetes, asthma, COPD, some medication 
monitoring and impaired glucose reviews. This option is not suitable for those due more than one review 
as they require longer appointment times. 
Practice looking to offer online availability for cervical smear appointments. 
 
Satisfaction with phoning the practice 
Reception Manager, Sabrina (SMB), reviewed the reception rota to reflect busiest times on phone.  SR & 
SMB continue to monitor this. 
DB requested an update on current busiest times and wait times on the phones.  MMCD to liaise with SR & 
SMB 
RF provided patient feedback – see Item 6. 
 
Satisfaction with face-to-face GP appointments  
RF provided patient feedback – see Item 6. 
 
Out of Hours (OOH) availability 
OOH to be made clearer on practice website – minuted PPG meeting 28.04.23.  IB to action website 
updates once training has taken place.  This is a work in progress.  
OOH information article added to the summer issue of the newsletter. 
 
Promoting IT applications 
Online support session proposed for August 2023 – see Item 3 for further details.  
 
Satisfaction with practice website 
SR has diarised a website review for January ’24 with a view to moving to a new platform.  SR will liaise 
with PPG during this process. 
IB to action website updates once training has taken place.   
 
Satisfaction with interactions with Staff 
Customer Care training booked for all staff:  

 Managing Confrontation = 30th Aug ‘23 
 Complaints Handling = 1st Nov ‘23 
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Item 6 Patient Feedback 
Background: The GP federation collect and provide the patient feedback to practices.  PPG agreed to 
review anonymised comments on a quarterly basis.  
 
SJWMP has received feedback for Feb – April 2023.  The data for March was low, MMCD has queried this 
with the federation.  
 
229 respondents in total, 160 of the respondents provided additional comments.   
DB and RF reviewed the anonymised comments – RF provided following feedback: 

 Comments were overwhelming positive 
 29 comments in total either suggested an improvement or dissatisfaction 
 Satisfaction with phoning the practice – 5 comments of dissatisfaction with wait time on phone 
 Satisfaction with GP appointments – 3 comments of dissatisfaction 
 Satisfaction with face-to-face appointments – 2 comments of dissatisfaction 
 Blood tests – 2 comments of dissatisfaction with appointment. 

 
RF advised the comments of dissatisfaction were very vague and open to interpretation which made it 
difficult to pinpoint the exact nature of the dissatisfaction.  RF to forward feedback analysis to MMCD 
which will then be shared with PPG members. 
 
CS commented on the positive value of making the anonymised comments available to all staff and to 
patients, potentially providing a hardcopy in the reception area for patients to view.  MMCD to raise with 
SR. 
 
DB requested a member of reception to attend a PPG meeting for a receptionists perspective/experience. 
MMCD to raise with SR and Reception Manager. 
 

 
Item 7 – Any Other Business 
 
We are General Practice: Practice Resources and Request for PPG involvement 
NHS North West London have reached out to local PPGs for involvement and information sharing on their 

campaign to support residents make the best use of their GP Practice. JG and MMCD will update the PPG 

as and when we receive further information 

PPG Meetings in 2024 
MMCD raised a request to have an evening meeting (5 pm) in 2024 - raised on behalf of PPG member PH 
who is unable to attend meetings during the day.  Agreed to add to add this to agenda of next PPG meeting 
with PPG members to consider their availability and preferences in the meantime.   
 
DB requested feedback from SR regarding CQC recent contact.  MMCD to raise with SR.  
 

 
Thank you to all who attended the meeting and for the on-going support of all PPG members.                                                                                                             
Next meetings:  
 6th OCTOBER 2023, 12PM, HYBRID 
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Action Points  

Patient Policies and Resources  SR to review revised policies from DB, DH & RF and confirm 
preferred format 

Practice Manager ‘Ask me Anything’ 

hour 

 SR/MMCD to feedback to PPG after the next session on 
26.09.23 

 PPG invited to contact MMCD with alternative name 
suggestions 

 Investigate potential of using clinical SMS to advertise/raise 
awareness of projects /direct patients to website for upcoming 
activities.  Provide PPG with list of diarised SMS types.  MMCD 
to raise with SR. 

Online Support Session  MMCD to liaise with volunteers and confirm date/time 
 JG to draft script inc. PATCHS, NHS APP, Patient Online 
 JG and KC to create video guide for PATCHS and test 

attachments of different file type/sizes.    
 Promote via posters/website/reception signposting. Article is 

in newsletter summer issue 

Patient Survey Action Plan for 

2023/24 – Q1 updates 

 

 Satisfaction with phoning the practice 
DB requests update on busiest phone periods and waiting 
times on phone.  MMCD to liaise with SR/SMB 

 Out of Hours Availability 
OOH information to be made clearer on practice website. IB to 

action once training has taken place.   

 Satisfaction with practice website 
SR has diarised a review for January ’24 and will liaise with PPG 

during this process. IB to action website updates once training 

has taken place.   

 Satisfaction with interactions with Staff 
Customer Care training booked for all staff:  

1. Managing Confrontation = 30th Aug ‘23 
2. Complaints Handling = 1st Nov ‘23 

 MMCD to update the Action Plan document, distribute to PPG 
and make available on notice board in reception area 

Patient Feedback  DB, CS and RF agreed to continue quarterly review of 
anonymised feedback comments  

 RF to forward feedback analysis to MMCD which will then be 
shared with PPG members – UPDATE – analysis received and 
will be shared with PPG 

 MMCD to raise suggestion of making the anonymised 
comments available to all staff and patients with SR. 

 MMCD to ask if a member of reception is available to attend a 
PPG – will raise with SR and Reception Manager. 

AOB  ‘We are General Practice’ campaign. JG and MMCD to update 
the PPG as and when we receive further information 

 Meetings in 2024  
Members to consider meeting times for 2024. MMCD to add 

to agenda for meeting in October 

 MMCD to raise CQC feedback request with SR 
 


