Patient Participation Group Meeting – Wednesday 1st October 2025

Attendees

Joanne Mcelwee Practice Manger – JM
Dr Palani Krishnamoorthy GP Partner – PK
Nicola Hyde Reception Supervisor – NH

PPG Members – TB
                               CH
                               TF
                               MH            
                                                                                                                   
Introduction

Attending members of the Patient Participation Group and Staff introduced themselves for the benefit of those who weren't in attendance of the last meeting or were new the group.  

Minutes of the previous meeting

The minutes of the previous meeting held on 26th June 2025 had been emailed to the attendees after the previous meeting.  Members agreed that the minutes were correct

Updates and Goals from previous meeting

Staff updates

JM updated the members regarding the new members of staff as follows :-

Dr Mark Burrell GP Registrar working at the surgery for 12 months full time
Dr Katherine Ellison GP Registrar working at the surgery for 12 months part time
Dr William Quinn GP Registrar working at the surgery for 6 months full time

At the previous meeting the members were informed that Dr Hannah Kenworthy was working here to cover Dr Rachel Bloomfield’s maternity leave.  JM informed the group that Dr Kenworthy will be staying permanently.

AI in General Practice

JM informed the group that the Practice will be using AI but Information Governance and Data Protections aspects of this were still being checked by NHS England and ICB – so currently on hold awaiting the go ahead.

Better Access

At a previous meeting it was discussed that access to appointments at Better Access on a weekend had been difficult to access as they tended to be booked well in advance.  It was suggested that these may be changed so that some appointments become available on a Friday.  JM informed the meeting that this was still being looked into by Heartbeat (who run Better Access) but the appointments available during the week had been changed so can be booked 48-hours in advance.

High Backed Chairs

It had been mentioned at a previous meeting that the surgery had ordered high back chairs for the waiting room to help elderly and disabled patients.  The chairs had finally arrived that morning 1st October.

Phone Data

JM updated the group with the recent phone data.  It was observed that in September there were more dropped calls.  JM speculated that this could have been due to the number of incoming calls the surgery received from patients wanting to book their flu/covid vaccinations.  NH also wondered if the 2-days IT disruption in North Yorkshire may also have affected the figures.




Patient Capitation

NH informed the group the September figures for new patients, deductions and patients who had passed away 

Registrations = 43
Deductions = 65
Deaths = 3

Total patients registered with the practice 9423 (checked after the meeting) 

Ears syringing wait times 

James Cook Hospital = 44 days
Friarage Hospital = 103 days

Agenda Items


CQC visit

JM informed the members that planned CQC visit for Tuesday 14th October had been postponed until November no confirmed date yet.  PK and JM will be interviewed by inspectors on a range of subjects including management of the practice, patient safety, medication management.  JM is in the process of collating and uploading evidence to the CQC portal regarding practice policies, protocols and HR records.  JM has passed the email addresses of staff and PPG members and thanked the PPG for agreeing to provide feedback to the inspectors.  JM also informed the group that normally the CQC provide a link for patient feedback but due to an IT problem they have not been able to do this, so they have asked the surgery to encourage patients to ring or email (details below) their feedback to the CQC.  The contact details below have also been added to Facebook, Instagram, X and the screens in the waiting room.
• Email: enquiries@cqc.org.uk 
• Phone: 03000 616161 

When JM was gathering information for the CQC one of the questions asked was did we have a Chairperson of the PPG.  As the group is patient led it was felt it would be a good idea to have a Chair but as there weren’t many attendees for this meeting we would discuss it at the next meeting when there would be more members who may want to put their name in the hat!
Flu and Covid Clinics
These clinics will commence on Saturday 4th October with another clinic on Saturday 18th October.  We are expecting 1000 patients on both these Saturdays.  There will be 6 vaccinators at both clinics with appointments every minute.  There will be other clinics held during the week but this will be just one nurse.  A text reminder will be sent to the patients prior to the clinic it will ask patients not to come early for appointments, walk to the surgery where possible, wear appropriate clothing and to remove coats as soon as they enter the building.
New Appointments 
At a previous meeting appointments were discussed and that the pre-bookable appointments would all get used very quickly usually at the beginning of the month leaving very few for the rest of the month.  JM had said at the time that this was something she wanted to address.  
A new appointment slot had been added to the appointment templates.  It is a pre-bookable appointment but embargoed.  They become available 2 weeks (10 working days) before the date the appointment slot is assigned too.
[image: A screenshot of a calendar
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During the any other business part of the meeting it was mentioned that it is difficult to know when booking online whether the appointment was with a GP or Nurse Practitioner.  The slots were amended after the meeting as shown above.

NHS changes from 1st October

JM discussed with the changes for GP practices that started on the 1st October these included 

· Patient online access 8am to 6.30pm
· Phones available and doors open between 8am to 6.30pm
· Patient Charter available on the website
· GP Connect switched on 

JM informed the group that our online access was already available 24 hours a day, 7 days a week unlike some surgeries that switch it off after a few hours.  The phones are always available between these times, but the doors were closed at 6pm but from that day they will stay open until 6.30pm.  JM had already uploaded the Patient Charter onto our website.  
GP Connect is a system that allows services such as Pharmacies to have some access to patient records.  When they see a patient, they will be able to upload the clinical information straight into the patient records, previously they would email a proforma to the practice.  There had been some teething problems with the system for example patient had attended the pharmacy for contraception services.  It was logged the patient records that the patient was not pregnant, but the system had picked up pregnant and read coded in the records as such.   
Patient Survey Data
JM presented the patient survey data as below.  The results are very promising.



Any other Business
Social Media
JM informed the group that Chelsea Deputy Reception Supervisor had taken over our social media from NH and the members of the group had noticed there had been an increase in activity and posts.  The Surgery does also have an Instagram account and X (formally twitter).  
New Pharmacy
TF made enquiries about the new Pharmacy in Stokesley.  The group were informed that anyone could sign up to use this new pharmacy.  It was not a walk in pharmacy like Boots or Coopers.  They deliver medication to patient’s home.


 Non-attenders
CH asked about non-attenders.  JM informed the members that although non-attenders is a problem at the surgery accepted national guidelines is 7% of appointments and our figures do fall below that.  We advertise the DNA’s every month in hours which hopefully would shock patients of the amount of time wasted.  It was also mentioned that the people who DNA probably don’t look at this information.  Each patient does get a text when they DNA an appointment.

Disabled Parking Spaces
TB asked if we could add to the number of parking spaces we have.  Sometimes it is difficult to get a space as there are only 3.  JM said she would mention this next time she has a meeting with Property Services.  She also explained we are only tenants in the building so cannot just go ahead with any work required.  JM also mentioned that when requests are made the charges that companies tender for the work is usually high.
It is difficult to police the car park as often patients who do not require a disabled space use these spaces because it is the nearest to the building, but we will post about this on our social media reminding the patients to only park in these spaces if disabled.  In the next Admin meeting NH will mention to staff about parking in the original disabled spaces next to the building.  They do still have a disabled sign on the wall for these spaces which is also confusing to patients.
Breast Screening
CH enquired if the Breast Screening Unit will be returning.  JM explained that the unit could not be homed in its previous place.  We are hoping that it can be placed at the back of the building but access to electricity and water had to be put in place first and as previously mentioned by JM NHS Properties will be charged to carry out this work.  At the time when the unit was removed from here the Breast Screening program did not have the funds to pay for the work that was required.  The unit is here every 3-years so hopefully this will be sorted before it is due to return.
Website
MH pointed out that when he is on the website via his phone he could not see the full list of clinicians, but he could when using his iPad.  JM explained that she had tweaked this part of the website a few times and that it wasn’t the most flexible of websites to amend but she would look at it again to see if she could come up with a solution.
Agenda items
The members were reminded that they could send suggestions for the meetings any time.  The group is member driven so any ideas or suggestions they have they can send NH an email any time and she will add it to the agenda.
Date of next meeting 
TBC Jan 2026
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Results from the 2025 survey

Https://Gp-Patient.Co.Uk/Patientexperience/Results?Code=B82044

						Very Good		Fairly Good

		National		70%		39%		31%

		ICS		72%		43%		29%



						Very Easy		Fairly Easy

		National		53%		21%		32%

		ICS		56%		23%		32%



						Very Easy		Fairly Easy

		National		51%		23%		28%

		ICS		57%		26%		31%



						Very Helpful		Fairly Helpful

		National		83%		42%		41%

		ICS		85%		45%		40%



		National		83%		Yes, knew next step

		ICS		86%		Yes, knew next step



		National		93%		Yes, knew within two days

		ICS		93%		Yes, knew within two days



						Very Good		Fairly Good

		National		75%		44%		31%

		ICS		77%		47%		30%
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Good overall experience of this GP practice
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Practice code

Comparisons with National results or those of the ICS (Integrated Care System) are indicative only, and may not be statistically significant.













Accessing the practice



Data by Ipsos

https://gp-patient.co.uk/PatientExperiences?practicecode=H81062

1



data	





very good	fairly good	blank	0.73	0.2	0.08	label	0	-2.5	endpoints	0.2	2.5	-3	-1.5	0.2	2.5	-3	-1.5	0.2	2.5	-5.5	-5.5	-6	-6	-6	-6	-5.95	-5.9	-6	-6	

data	





very good	fairly good	blank	0.67	0.25	0.08	label	0	-2.5	endpoints	

data	





very easy	fairly easy	blank	0.43	0.43	0.14000000000000001	label	0	-2.5	endpoints	0.2	2.5	-3	-1.5	0.2	2.5	-3	-1.5	0.2	2.5	-5.5	-5.5	-6	-6	-6	-6	-5.95	-5.9	-6	-6	

data	very easy
[VALUE]

fairly easy
[VALUE]



very helpful	fairly helpful	blank	0.55000000000000004	0.33	0.13	label	0	-2.5	endpoints	0.2	2.5	-3	-1.5	0.2	2.5	-3	-1.5	0.2	2.5	-5.5	-5.5	-6	-6	-6	-6	-5.95	-5.9	-6	-6	

data	very helpful
[VALUE]

fairly helpful
[VALUE]



very satisfied	fairly satisfied	blank	0.63	0.35	0.03	label	0	-2.5	endpoints	0.2	2.5	-3	-1.5	0.2	2.5	-3	-1.5	0.2	2.5	-5.5	-5.5	-6	-6	-6	-6	-5.95	-5.9	-6	-6	

data	very good	fairly good	blank	0.96	0.04	label	0	-2.5	endpoints	0.2	2.5	-3	-1.5	0.2	2.5	-3	-1.5	0.2	2.5	-5.5	-5.5	-6	-6	-6	-6	-5.95	-5.9	-6	-6	

data	very good	fairly good	blank	0.95	0.05	label	0	-2.5	endpoints	0.2	2.5	-3	-1.5	0.2	2.5	-3	-1.5	0.2	2.5	-5.5	-5.5	-6	-6	-6	-6	-5.95	-5.9	-6	-6	

The patient’s needs were met

The patient had confidence and trust in the healthcare professional they saw or spoke to

The patient was involved as much as they wanted to be in decisions about their care and treatment

The healthcare professional was good at treating the patient with care and concern

The healthcare professional was good at listening to the patient

The healthcare professional had all the information they needed about the patient

Results from the 2025 survey
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Https://Gp-Patient.Co.Uk/Patientexperience/Results?Code=B82044

						Definitely		To some extent

		National		92%		57%		34%

		ICS		92%		58%		34%
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		National		87%		62%		25%
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		National		91%		62%		30%

		ICS		91%		64%		27%



						Definitely		To some extent

		National		93%		64%		29%

		ICS		93%		66%		27%



						Definitely		To some extent

		National		90%		57%		33%

		ICS		90%		58%		32%



						Very Good		Fairly Good

		National		75%		44%		31%

		ICS		77%		47%		30%
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Accessing the practice



Data by Ipsos

https://gp-patient.co.uk/PatientExperiences?practicecode=H81062

2



data	





very good	fairly good	blank	0.73	0.2	0.08	label	0	-2.5	endpoints	0.2	2.5	-3	-1.5	0.2	2.5	-3	-1.5	0.2	2.5	-5.5	-5.5	-6	-6	-6	-6	-5.95	-5.9	-6	-6	

data	definitely
[VALUE]

to some extent
[VALUE]



very good	good	blank	0.77	0.21	0.01	label	0	-2.5	endpoints	0.2	2.5	-3	-1.5	0.2	2.5	-3	-1.5	0.2	2.5	-5.5	-5.5	-6	-6	-6	-6	-5.95	-5.9	-6	-6	

data	

fairly [CATEGORY NAME]
[VALUE]



very good	good	blank	0.76	0.2	0.04	label	0	-2.5	endpoints	0.2	2.5	-3	-1.5	0.2	2.5	-3	-1.5	0.2	2.5	-5.5	-5.5	-6	-6	-6	-6	-5.95	-5.9	-6	-6	

data	

fairly [CATEGORY NAME]
[VALUE]



very good	good	blank	0.81	0.15	0.05	label	0	-2.5	endpoints	0.2	2.5	-3	-1.5	0.2	2.5	-3	-1.5	0.2	2.5	-5.5	-5.5	-6	-6	-6	-6	-5.95	-5.9	-6	-6	

data	





definitely	to some extent	blank	0.78	0.19	0.03	label	0	-2.5	endpoints	0.2	2.5	-3	-1.5	0.2	2.5	-3	-1.5	0.2	2.5	-5.5	-5.5	-6	-6	-6	-6	-5.95	-5.9	-6	-6	

data	





definitely	to some extent	blank	0.82	0.17	0.01	label	0	-2.5	endpoints	0.2	2.5	-3	-1.5	0.2	2.5	-3	-1.5	0.2	2.5	-5.5	-5.5	-6	-6	-6	-6	-5.95	-5.9	-6	-6	

data	





definitely	to some extent	blank	0.7	0.24	0.06	label	0	-2.5	endpoints	0.2	2.5	-3	-1.5	0.2	2.5	-3	-1.5	0.2	2.5	-5.5	-5.5	-6	-6	-6	-6	-5.95	-5.9	-6	-6	
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Monthly Telephone Data



		Month

		Answered Calls

		Average Wait (s)

		Dropped Calls



		Dec 24

		4569

		54

		93



		Jan 25

		5588

		56

		102



		Feb 25

		4826

		61

		125



		Mar 25

		5097

		60

		108



		Apr 25

		5237

		104

		173



		May 25

		4747

		79

		131



		June 25

		5010

		83

		126



		July 25

		5346

		75

		154



		Aug 25

		4844

		83

		137



		Sept 25

		5569

		85

		161









Daily Telephone Data

		Day / Month

		Calls All day

		Calls 8-8.10am

		Calls 8-9am



		Mon – Dec 24

		367

		93

		131



		Mon -Feb 25

		349

		93

		124



		Mon – Apr 25

		389

		130

		161



		Mon – May 25

		301

		89

		113



		Mon – July 25

		383

		73

		113



		Mon – Sep 25

		361

		70

		99



		

		

		

		



		Fri – Dec 24

		286

		69

		85



		Fri – Feb 25

		250

		68

		81



		Fri – Apr 25

		297

		86

		102



		Fri – May 25

		290

		80

		97



		Fri – July 25

		284

		43

		58



		Fri -  Sep 25

		289

		45

		66







Appointment Data

		Month

		Total Number of Appointments



		Dec 24

		6343



		Jan 25

		7731



		Feb 25

		6840



		Mar 25

		6876



		Apr 25

		7588



		May 25

		6106



		June 25

		6679



		July 25

		6523



		Aug 25

		6127



		Sep 25

		6562

















Appointment Breakdown

		Month

		GP

		ANP/PA

		Nurse/HCA

		Physio

		Mental Health

		Pharmacist

		Social Prescriber



		Dec 24

		2803

		620

		1645

		168

		-

		1038

		64



		

		

		

		

		

		

		

		



		Mar 25

		3187

		741

		1703

		198

		59

		877

		54



		

		

		

		

		

		

		

		



		May 25

		2780

		456

		1510

		191

		53

		1008

		44



		

		

		

		

		

		

		

		



		July 25

		2786

		498

		1769

		138

		54

		1142

		51



		

		

		

		

		

		

		

		



		Sep 25

		2917

		296

		1750

		215

		52

		1177

		18
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