
Notes of Practice Patient Group Meeting – 15 July 2025 via zoom 
 

Present Dr M Lacy, Andrew Poole and 8 patients  
 
  

  Action 

1 Partners Update 

• The new Total Triage system will start on 22 July. Well-attended and useful 
drop-in info sessions for patients are underway. There will be more in 
coming months. The surgery is braced for a very busy few weeks while the 
system beds in. We all understood that this necessary change will improve 
the experience of staff and patients in accessing the right appointment at 
the right time and the new process is fairer and more consistent.  

• Heidi AI note-taking has started. It records summary notes of what both 
parties say. This record stays within the surgery and is not shared 
anywhere. Afterwards the doctor reviews the record, amends any errors and 
then uploads it to the patient's notes in the usual way. Then it is deleted 
from Heidi. Patients are asked for their consent at the start of each 
consultation and so far only one patient has declined. 

 

   

2 PPG project work  

• Future role of the PPG: Katrina, Marlene, Nayier and Nicki met to draw up 
the role description added below. 

• Engaging more PPG members. Nayier, Nicki, Sally and Sandra met with 
Jackie to discuss ways to communicate. Their notes are overleaf. A new 
Facebook page is now at www.facebook.com/facebook.comnevellsroad/ 

• Accommodation working party John is ready to lead on approaching 
potential investors but still needs to know the ideal floor area. Dr L said the 
move to new ways of working might reduce or increase the floor space. One 
option would be to better utilise the existing space. Marlene will ask the 
ICB/ICS about how to fund off-site storage of patients records. They are 
keen to fund initiatives which work towards the ‘net zero’ target. 
John will proceed on the understanding that investment is needed on the 
current site for now. 

• Newsletter: Nayier has produced another edition but cannot publish it until 
Andrew signs it off 

 
 
 
 
 
 
 
 
 

Marlene 
 
 

John 
 

Nayier/ 
Andrew 

   

3 AOB 

•  The PPG pages at https://nevellsroadsurgery.nhs.uk/about-section/patient-
group/ need to be updated. Jackie to send details to Andrew 

• The latest national GP Survey can be discussed at a future meeting along 
with a comparison which Marlene has drawn up, circulated with these notes 

 
Jackie/ 
Andrew 

   

 Next meeting 7 October, 6.30pm at the surgery 
      

 

 
 
Role of the PPG 
 

• Act as a Critical Friend: PPG members provide constructive feedback to the 

practice, offering insights into how services are experienced by patients. This helps 

the practice understand what works well and where improvements can be made.    

https://nevellsroadsurgery.nhs.uk/about-section/patient-group/
https://nevellsroadsurgery.nhs.uk/about-section/patient-group/
https://gp-patient.co.uk/patientexperience/results?code=E82008


• Advise on the Patient Perspective: PPGs offer a valuable viewpoint on the 

responsiveness and quality of services from the patient's standpoint. This can include 

feedback on appointment systems, communication methods, and the overall patient 

journey.    

• Improve Communication: PPGs can assist the practice in enhancing communication 

with patients. This might involve helping to produce newsletters, leaflets, or website 

content that is clear, accessible, and informative.    

• Encourage Health Responsibility: A PPG can play a role in promoting health 

awareness and encouraging patients to take greater responsibility for their own and 

their families' health through health promotion events or information sharing.    

• Conduct Patient Surveys and Research: PPGs can help the practice gather 

feedback from the wider patient population through surveys or other research 

methods to identify areas for improvement.    

• Organize Health Education from Patients: have patients contributing to training 

sessions, giving patient experience of living with conditions 

• Influence Commissioning Decisions: PPGs can represent the patient voice in 

discussions about local health services, ensuring that the needs and concerns of the 

community are considered when decisions about services are made.    

• Offer Practical Support: Some PPGs may offer practical support to the practice and 

patients, such as setting up patient libraries, volunteer transport schemes, or 

befriending services.    

• Promote Equality and Inclusivity: PPGs should strive to be representative of the 

practice population, ensuring that the views of diverse communities, including different 

age groups, ethnicities, and those with disabilities, are heard.    

• Contribute to Action Plans: When issues are identified through patient feedback or 

surveys, PPGs can work with the practice to develop and monitor action plans for 

improvement.    

Important Considerations: 
• Not a Complaint Forum: It's crucial to understand that a PPG is not the appropriate 

place to discuss individual complaints or personal medical issues. Practices usually 

have separate procedures for handling these 

 
 
 
 
 
Engaging with patients 
 
1. Establish a Facebook page; other social media platforms could follow (done) 
2. Run occasional surveys via survey monkey 

o the link being sent by the surgery to all patients via SMS  
o the surgery to hold paper version to share with 'non-digital' patients 

3. Run occasional workshops to help patients access digital services 
4. Use the newsletter to engage patients' interest. 
 
 


