
Nevells Road Surgery (NRS) 
Notes of Practice Patient Group (PPG) Meeting – 14 July 2026  

 
Present Andrew Poole (Operations Manager), Dr Alva (Senior Partner) and 11 patients  
 

  Action 

1 Partners Update 

• Two new GPs have joined and a nurse practitioner – see the new team at 
nevellsroadsurgery.nhs.uk/team  

• Accommodation usage is now at 98% and the only way to increase space 
is to digitise and remove all the physical Lloyd George records  

• The newly merged ICB is proving very difficult to engage with but it retains 
a commitment to fund digitisation at NRS 

• The contract for new virtual receptionist, Emma runs to November 2027 
and then may be replaced. Patients reported mixed experiences with the 
system but agreed it remained the best option. 

• After one year, Total Triage (TT) is still bedding in and patients reported 
mixed experiences. This month is the first where compliments have 
exceeded complaints 

• PPG members accepted TT is a national requirement. NRS is 100% 
compliant whereas some surgeries turn off their online service at times.  

• The pharmacy service via the PCN has reduced but some additional GP 
time has been added. 

 
 
 
 

   

2 PPG input and project work  

• Andrew & Dr Alva have recommended our support with online training for 
patients but none have accepted the offer 

• Our request for patients to be given a clearer time window for a phone 
appointment cannot be met due to the fast-paced and dynamic work-flow 
at NRS. They try again if a call is unanswered; and more often if the 
reported symptoms indicate a need for prompt action 

• Our suggestion for training for reception staff on communicating (or 
withholding) sensitive information has been delivered 

• Andrew contributes to and promotes our Facebook page  

• Newsletter: Nayier continues to liaise with Andrew. Suggestion to include:  
o an item on being proactive with our own health management; eg if all 

tests come back clear NRS would not be triggered to follow up so 
patient should take the lead for further tests if symptoms persist 

o Clarity on how to cancel an appointment 
o Staffing changes 

• The NHS app shows test results for only those initiated by NRS’s clinical 
team. The result of tests requested by East & N Herts NHS Trust’s clinical 
team only appear on the app if the test request was cc’d to the GP. Dr 
Alva confirmed that there are moves to address this so that all results 
(Consultant-led and GP-led) will be on the NHS app. Patients are texted 
the result if they have ticked “consent to text”. 

 

   

3 Any Other Business 
a) 2026 National Patient Survey results -  
www.gp-patient.co.uk/patientexperience/results?code=E82008. 

• Completion rate around 30%, same as local and national average 

• NRS is best in Letchworth but some results seem lower than per informal 
feedback 

• PPG members present indicated general or high satisfaction with NRS 
b)   Lifts to winter meetings: Jackie will connect those wanting or offering lifts 

to future meetings 

 
 
 
 
 
 
 

Jackie 

   

4 Next meetings - 6.30pm at the surgery   Tuesday 7 July; Tuesday 6 October  
 

http://nevellsroadsurgery.nhs.uk/team
http://www.centraleast.icb.nhs.uk/
https://nevellsroadsurgery.nhs.uk/introducing-emma-our-virtual-receptionist/
https://www.facebook.com/facebook.comnevellsroad/
http://www.gp-patient.co.uk/patientexperience/results?code=E82008

