[image: Logo

Description automatically generated]
Patient Participation Group - Minutes of the meeting held on 24th Sept 2025
	
	Item 
	Issue
	Action
	Action to be completed by

	1.
	Attendance
	In attendance: 12 members

Apologies:  4 Members

Minutes: Eve Newman
	N/A


	N/A




	2.
	Review of mins & actions








	MC to approach Website company re change in template

Sending Text messages to landline – Gary to send PR a text message to test the system

When booking online can we make sure it states male or female GP – MC to investigate this.

Michelle to look at building a template on website for positive feedback
	On hold due to name change


Think Penny received message but made no sense. Haven’t gotten any further than this. Gary to continue with this investigation

This should work


On hold due to name change
	


Gary

	3.
	Receptionist training and support














Procedure for complaints by patients if they feel they have been wrongly diagnosed.

	Reception – sending messages for people to book in for appointments that are already booked.


Reception team learning to be more empathetic with patients and being polite. Receptionist coming across sometimes as “rude”.

To be more “Professional” when on the front desk. Not to discuss anything personal between staff.




When patients have ended up in casualty after being wrongly diagnosed where should patient go? 


	Eve to discuss in reception meeting on 10th October for receptionist to thoroughly check patients records before sending a text asking patient to book things in. 



Eve to discuss this in the next meeting



Eve to discuss this in the next meeting





When patients are wrongly diagnosed, they are to return to the GP to discuss the reason for the misdiagnosis, If not happy with that, they are to follow complaints procedure and the surgery will conduct an investigation. If at that point they are not happy they are to go to the ICB. 
	Eve





Eve



Eve

	4.


	Standing agenda items

	Latest Patient count


	Practice current patient count – 17,282

 
	



	5.
	AOB
	Patients are unaware of who it is they are going to be seeing. They need full breakdown of who is who and who they will be going to see. 

Screen at the reception desk to be put back up at Warren Lane.
	A chart to be created for the board in Warren Lane reception and New Lubbesthorpe reception showing who is who with faces.


Michelle to discuss in the partners meeting to arrange for this to be put up. 
	




Action Log Summary
	Action Number
	Summary of action
	Owner of the action
	Deadline

	1
	MC to approach Website company re change in template

Michelle to look at building a template on website for positive feedback
	MC
	On hold 

	2
	Sending Text messages to landline – Gary to send PR a text message to test the system - Think Penny received message but made no sense. Haven’t gotten any further than this. Gary to continue with this investigation

	Gary
	Feedback next PPG

	3
	Screen in waiting room – Michelle to discuss with Partners
	MC
	Nov 2026

	4
	Discuss with reception team at meeting on 10th re checking records before sending texts and empathy.
	EN
	Nov 2026
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