PATIENT PARTICIPATION GROUP

Minutes – Meeting Thursday 9th April 2026
4:00 pm to 5:00 pm

Present
PPG Members:
Tommy Taylor (Chair)
Susan Page
Chris Dugmore
David Simpkins
Alan Grubb

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

1. [bookmark: _Hlk206137660]Apologies for absence/ Welcome New Members:
Sue Gardner. 

2. Minutes of last meeting:
Nothing arising. Agreed all ok. 

3. Action points carried over/feedback 
a. Ryan informed the group that we finished the financial year with only 62 complaints. This is down a lot compared to the audit from the past 2 years. Last year was 120 plus. 

Taz explained a little how the complaints procedure works. 
Acknowledgement is sent within 3 working days, gives time for investigation and then a response is sent within 21 working days.
We then review all the complaints yearly and make sure that we have learnt from them and then a yearly submission is made to NHS England in September. 

4. Matters Arising 
a. EMMA – Ryan informed the group that we had a delay with our start date due to issues with telecoms. 
Our go-live date is now Friday 17th April at 1pm for half an hour and we then increase by 1 hour each day. We will be having a review with the system provider after day 1 to see how it went.

Tommy asked how the Highlands practice have been getting on with Emma. 
Vicki‘s feedback:
· The feedback from the patients was mixed. 
· There are generic themes for improvement. However Pall Mall patients will most probably want different things compared to other practices. 
· Many patients simply don’t like AI. 
Vicki said that she is the digital lead but personally she also does not like using AI at times herself. 
Vicki told us that QuantumLoopAi is working closely with GP practices to constantly improve the system and that it must work for everyone - the system, surgery and the patients. 
The system has been live in London for over 2 years; however 95% of these practices have never provided feedback. QLA are happy that Highlands practice is now providing some as this is vital to improve the system. 

Changes may be needed to EMMA, and we will tailor it to the needs of our practice. Vicki mentioned that it would be possible to have a customised version of EMMA to meet individual practice needs. However, the provider would then have to implement updates on an individual basis rather than simply rolling out updates across the board for the standard version. This may be more costly for the provider and possibly delay updates for the practice.

Alan stated that he doesn’t want specialists to rely on EMMA too much.
Taz reminded the group that EMMA will not be doing any clinical decision-making, that her role is as a receptionist/care navigator. She will take down all information and pass to triage team in the format of an E-consult. Additionally, she can refer to patients to other services to save time, - such as Pharmacy First and Minor Eye Conditions Service. 

Tommy was concerned that after 2 years EMMA has not been developed more.
Vicki said that data compliance has changed a lot since EMMA first went live; for example not all practices used to do total online triage but it is now a requirement of our GP Contract. 
Taz expanded on this. He said that online triage was a national change, and we had no choice and that the ICB and CCG’s used digital telephone data to measure performance of practices and, when this started to happen, the Pall Mall surgery were one of the bottom practices, nationally, regarding the delay in answering our telephone calls. We are now hoping that Emma will fix this for us. 

b. Practice policy for test results and communication with patients. 
Tommy wasn’t sure why we were discussing this again. 
He informed Ryan that this was discussed last year. 
Ryan stated that when emailed out to the group to ask for agenda items, one of the members requested to discuss and see this policy. 
Taz explained what kind of results are reviewed and by whom. He mentioned that some clinical staff err on the side of making follow-up appointments, and this is not always the right thing to do clinically and can take up a lot of our limited appointment capacity. 
Taz went on to explain how he is now doing a big QI project around appointments including appointment management and follow ups. 
He informed everyone how the GP Practice is only funded for around 1-3 appointments per patient per year. 

Taz is going to arrange a review meeting with the relevant people to fully update and review the SOP for test results. 
Taz asked for around 8 weeks to get this done and then asked that the group be involved in the review of this, and a Teams meeting will be arranged. 
5. AOB
· Tommy requested minutes etc written in larger texts for Alan.  If documents can be sent out via email beforehand, Alan has a reader installed on his email that will read documents to him.
· Alan raised the issue of postal delays in Southend and asked that Pall Mall should not send things out via post.  Taz said we very rarely send out letters; it is currently mainly hospitals that do this. 
· Tommy congratulated Vicki and her team on the Social Prescriber event. Vicki summarised the event which she felt was very successful and she is trying to obtain a recorded session to disseminate to the PPG members
· Chris asked about the practice newsletter as we’ve not had one since June 2025. Could include a plea for new PPG members? Also asked that we post it on the website and/or send it via email to patients and not just use social media. Chris informed Ryan she used to proofread this for Ellie and make amendments, and she is still happy to do this.
· Chris also asked what progress there had been to make access to the PPG info on the website more easily accessible from the main menu, rather than under “Useful Links”. Vicki said that they were reviewing several issues on the website and will look into it.
· Chris mentioned that she had sent re-drafted Terms of Reference for the PPG to Ryan, Tommy and Vicki and was awaiting comments/approval so that they can be linked to the PPG info on the website
· Alan raised his concerns about the proposed re-siting of Southend Hospital to the East side of the town and noted transport difficulties for those who live further away. 
· Alan recommended the Just One Thing TV series, based on Michael Moseley’s health tips.
· Chris asked if any progress on monitoring traffic to website. Vicki suggested technically difficult and Ryan suggested we can use Google reviews.
· 
Summary of actions
	Topic/action
	By whom
	By when

	Test results policy - meeting to be arranged
	Taz Syed
	After July 2026 when TS‘s QI project completed

	Large text for Alan Grubb
	Ryan Hills
	On all written comms

	The Pall Mall Surgery Newsletter
	Ryan Hills/ Chris to proofread
	June 2026

	Share recording of Social Prescriber event
	Vicki
	Before next meeting in June

	Explore moving PPG to main menu on website
	Vicki
	With website review

	Agree updated Terms of reference for PPG group 
	Tommy, Ryan,?PPG
Then Vicki for posting on website
	Before June meeting



Next Meeting: Thursday 4th June at 4pm. 
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