Notes of Practice Patient Group Meeting — 6 January 2026

Present Andrew Poole and 8 patients

Action

1 Partners Update

The Total Triage system is still working well but, as expected,

the increased ease of access has led to a large increase in

demand. The surgery is completing a clinical review to assess

staffing needs; any increase will have to be resourced within

existing finances.

The new virtual receptionist, Emma (Enhanced Medical

Messaging Assistant) is giving Reception staff more time for

personal and career development. However, there has been

mixed feedback from patients about Emma. This is informing

plans for improving Emma. Jackie will collect PPG members’

feedback to share with Andrew.

Digitising patients’ Lloyd George paper notes remains a priority

and we are high on the list for ICB help with this.

Andrew asked for ideas on how to communicate with patients

who rely on a landline phone. Ideas:

o Add flu/ checkup reminders to patients’ prescriptions

o Try sending SMS to a landline

o Give a note of the surgery’s web address to patients who
might like to ask a carer/ trusted friend to pass on info to
them from nevellsroadsurgery.nhs.uk and/or the NHS app

Jackie/ all

2 PPG project work

Engaging more PPG members. Andrew will look for ways to
promote our Facebook page
facebook.com/facebook.comnevellsroad

Newsletter: Nayier is working on the next edition which will
include info on Facebook, Total Triage and Emma. After the
meeting, there was a suggestion to include info on Digital
Champions, helping people to get online.

Facebook: we will add links to the Total Triage forms if possible
and pin a message inviting people to send feedback via email
to nevroadPPG@gmail.com. Also a summary of how to contact
the surgery.

Network of PPGs: the ICB-wide network is too big; we are
trying to establish a smaller, local one. Andrew recommended
inviting Portmill Surgery, Hitchin

Andrew

Nayier

Sally/Jackie

Jackie

3 Next meetings - 6.30pm at the surgery

Tuesday 7 April
Tuesday 7 July



https://nevellsroadsurgery.nhs.uk/introducing-emma-our-virtual-receptionist/
https://thesmsworks.co.uk/blog/sending-text-landline/
mailto:nevroadPPG@gmail.com

