PATIENT PARTICIPATION GROUP

Minutes – Meeting Thursday 26th February 2026
4:00 pm to 5:00 pm

Present
PPG Members:
Tommy Taylor (Chair)
Susan Page
Chris Dugmore
David Simpkins
Sue Gardner
Julie Nevell


The Pall Mall Surgery:                
Ryan Hills - Operations Manager (Minutes)
Vicki Oakwell – Digital and Transformation Lead – SS9 South PCN
Sarah Bowhay – Patient Experience Lead 

1. [bookmark: _Hlk206137660]Apologies for absence/ Welcome New Members:
Dr Taz Syed apologies, family emergency unable to attend. 

2. Minutes of last meeting:
Nothing to go over. Agreed all ok. 

3. Action points carried over/feedback 
a. Discussed minute taking – agreed that Ryan will continue taking them, taking over from Ellie. Chris ok to go over minutes and check them before sent out to the whole group. 

b. Ideas for new event:
Child Vaccinations/Immunisations. 
Posters displayed in the waiting room 
Discussion how the practice advertises / chases patients to get children immunised. 
Chris mentioned about Oxford vaccination group, how they share success, the resources they use. Mentioned how there is an increase in measles in London. 
Vicki mentioned that language barriers can cause an issue as they do not understand the importance also that maybe an education session can be done targeting declined groups, possibly a nurse can do a talk on the importance. 
Susan P suggested maybe a group meeting. 
Chris suggested emails to patients. 
Vicki agreed to do some research around this and come back to the group at the next meeting. 

4. Matters Arising 
a. Ryan introduced EMMA – The new AI receptionist, Audio was played so the group could get more of an understanding how EMMA works. 
Vicki informed the group that there is EMMA and her “sisters” - Nina who is a chatbot on line and Sophia who is a call- back service for calls that get cut off and who also can send messages via WhatsApp to get the patient back on the phone. 
· EMMA is an acronym for Enhanced Medical Management Assistant. 
· Calls are archived and are stored for 30 days – this helps with complaints etc. 
· Is in line with Informational Governance rules. 
· EMMA will start gradually, first day will go live for 1 hour and then increase by an hour per day and after week 1 it will be fully live all day, during practice opening hours. 
· EMMA works by turning patient calls into e-Consults for the team to triage, this will help with patients that struggle with IT and to fill out the forms. 
· EMMA will also give directions to the practice and other services, refer to pharmacy, guide patients on how to use the NHS app and much more. 
· EMMA is able to handle unlimited calls simultaneously and the system is intended to prevent patients having to wait in queues when phoning the practice at peak times.
b. Complaints Audit: 
Ryan went through the complaints audit and summarised the complaints so far for 2025-2026. The group felt that the number and types of complaint reflected well on the practice, given the low number of complaints relative to the total patient catchment.
Chris asked why the complaints audit is not published on the website. 
Ryan and Sarah did not agree and mutually the rest of the group did not too. 
Ryan explained how we do a yearly complaints submission. 

c. PCN PPG:
Ryan asked if anyone would be interested in joining the PCN (Primary Care Network) PPG. 
Vicki explained how there are only 2 practices in our PCN which are Pall Mall and Highlands Surgery and that PCNs should have their own PPG as well as each practice having their own. 
The meeting will be every other month. 
Chris said to forward the information/invite to her once it is set up but that she only wishes to attend if the meeting was available on Teams. 
Tommy also said to inform, and he will see if can attend, depending on dates and times. 

d. PPG section on the website:
Chris said that the PPG information on the website is currently under ‘’Useful links’’ so is difficult to find and thinks that it should be moved and be on the main drop-down menu on the home page. 
Vicki informed the group that herself, Freya and Ryan are currently updating the whole website. 
Chris agreed to re-write the PPG section of the website and share with the practice for approval. 
New PPG posters – Chris also agreed to put something together for Ryan/Vicki to design. Ryan and Sarah would then put them up around the practice. 
Recruitment for more members was discussed and Ryan suggested that maybe clinicians can help with this. Ryan will ask the team in a practice meeting. 

e. Minute Taking: discussed at beginning of the meeting. Ryan will continue to take them. 	Comment by Chris Dugmore: Is that OK with you Ryan? 	Comment by HILLS, Ryan (THE PALL MALL SURGERY): yes

5. AOB
a. Google Reviews: 
Ryan told the group that we are trying to boost our Google ratings/reviews. 
Any help with this would be great, including the group doing a review for the practice. 

b. Social Prescribers Event: Vicki informed the group about a social prescriber’s event that would be happening soon and asked if anyone would like to attend. It is not an event for patients to attend but could get access for some PPG member if they were interested. Let Vicki know if any interest and she can refer.
c. Chris asked if traffic to the website was monitored in any way. E.g. what pages visited and how long people looked at pages? Vicki said she would investigate


Next Meeting agreed for Thursday 9th April, 4pm
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