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PCS 
Agenda of the Patient Participation Group Meeting
held on 
Monday 27th April 
	Present:
	

	Zoe HAGUE
	Support Manager

	
	




	
	ITEM 
	Action

	1.
	Welcome and Apologies 

	
	
ZH – to introduce and welcome new members.

ZH – Explained purpose of PPG.

	



	2.
	Previous Minutes and Actions

	
	
Phone data – shared with the group the changes we have made in reception to decrease wait times on the phones back in February.
Increase by 5% in March and 9% in April. Meaning we are answering 89% of incoming calls.

Appointments reminders – Anima links to NHS app so you can view all your appointments together.
The link was shared in the previous meeting minutes that can be found on our website.
Reminder: Anima is only available to be viewed for daily appointments to ensure that on the day appointments are available.

DNA’s (did not attend) - The practice noticed that our physio has a large amount of DNA’s due to many appointments being booked in advance. We now regularly text patients to remind them of the appointment, and we have seen an increase in attendance.  

Communication – the Highgate Surgery Facebook page is a great platform to see regular updates – you can follow by searching: Highgate Surgery’ on Facebook.
We have tidied up the waiting room posters to ensure there is relevant information and not outdated information. We are regularly updating this as/when we receive more.


	






ZH – look at ways to remind patients of their appointments for other clinics to decrease DNA’s.










Highgate – to increase awareness of FB page to increase followers and engage with more patients.

	3.
	Practice Update

	
	
· 2 new starters on reception will be joining the team.

· Dr Farell will be returning at the beginning of May at Highgate.

· Reminder that the prescriptions will be actioned within 48 hours. Urgent prescriptions will only be actioned on the day. The list of urgent medications has been shared with reception.

What has been implemented in the practice recently?
· Regular practice meetings are held with clinical and reception staff to ensure clear and consistent communication across all teams.
· New standard operating procedures have been implemented for staff to follow, with the aim of reducing administrative errors, and to align with other PCS practices. 
· There has been a reduction in patient complaints, as reception staff are effectively managing feedback and resolving issues independently.
· Patient information within the waiting room has been reorganised. The digital display screen is currently pending.
· New office equipment has been provided to ensure all staff are working as efficiently as possible. 
· Additional training opportunities have been provided for all teams, along with protected study leave for GPs, to ensure clinical knowledge remains up to date and to support the delivery of a high-quality, well-rounded service.
· PCS Darnall Wellbeing has won the Move More Inclusive Champion of the Year 2026 award – recognising all the hard work that has been put in and welcomed a total of 576 people.  

Friends and family feedback for March:
Very good = 39
Good = 5
Neither good nor poor = 4
Poor = 1
Very Poor = 6
Don't know = 2

Total responses = 57

	


	4.
	Items Raised by Patients

	
	
· DNA’s (Did Not Attends): Increase the use of text message reminders to help reduce missed appointments.
· Appointments: Improve the appointment system to prevent and reduce errors such as duplicated bookings.
· Online Record Access: Many patients are unable to view key information within their online medical records; access and visibility need to be improved.
· Anima Queries: A request for a representative from Anima to attend a future PPG meeting to answer questions and provide guidance.
	

ZH – to action and organise


	5.
	Confirm Process for Meetings and Sharing Information

	
	Process:
· ZH to write minutes and take any required practice actions to bring to the next PPG.

Sharing information:

· Practice website, patients may also access information via our website https://highgatesurgerytinsley.co.uk . Prescriptions can be ordered online or via the NHS App. You can also see your test results and records through the NHS APP.

· Darnall wellbeing Page – https://darnallwellbeing.org.uk/ 

· For Medical Emergencies - If you have chest pain, severe breathing difficulty or signs of stroke, call 999 immediately. 

· Out Of Hours Contact Details - Please call 111 for urgent medical advice and access to Out of Hours care - NHS 111 is available 24 hours a day, 7 days a week.

	






	6.
	AOB

	
	


N/A



	


	7.
	Date of Next Meeting

	
	
TBC
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