PATIENT PARTICIPATION GROUP

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

Present
PPG Members:
Tommy Taylor (Chair)
Susan Page
Susan Gardner 
Julie Nevill 
Chris Dugmore
David Simpkins
Alan Grubb
Beth Hooper (New member)

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

1. [bookmark: _Hlk206137660]Apologies for Absence/Welcome New Members:
Welcome to new member Beth Hooper. 
Beth works with people with Learning Disabilities (LD), was recently a Southend City councillor and is currently caring for her Mum who has dementia. 

2. Minutes of last meeting:
Minutes accepted. No need to go over or action to take. 

3. Action points carried over/feedback 
a. QI project – Taz is currently doing a project. 
i. GPs unblocking appointments for the following day – causing a knock-on effect.  
b. Alan is happy with his agenda and documents in large text. 
c. Practice newsletter – This is currently being worked on. 
d. Social media – Reviews on ‘’Nextdoor’’ app were brought up. Ryan said, we do not really want to go down this route, as it means it is another platform that we will need to be on top of and monitor. 
e. Website headings – Chris would like a separate heading for PPG. 
Vicki updated – We’ve investigated it, but we currently have too much on the homepage and are struggling to reduce headings to do so. -  To be reviewed at website review meeting. (Maybe change “Useful Links” heading to a heading suggesting it is for patient support ? e.g. “For Patients”). - ACTION RYAN, VICKI & FREYA.
f. Alan attends a ‘’living well’’ meeting monthly – gave Taz a leaflet of services they can provide to patients and said maybe an idea to find out when the next meeting is. (www.livewellsouthend.com)
g. Not discussed at meeting: PPG Terms of Reference action point. To be carried forward to the next meeting.

4. Matters Arising 
a. Emma Update by Sarah. 
· This week EMMA is back from suspension!
· She has been switched on 9am – 3pm. 
· Sarah explained the statistics. Explained a lot of calls still do get transferred to clinical navigators but this was expected as we currently do not have a set up for booking appointments with nurses, so the CNs need to allocate these. The management team are currently looking at rotas and appointment allocation to see if there is an easier way to manage these appointments via booking links, so we can also remove these callers. 
We also have not seen any vast increase in e-Consults being issued by EMMA; again this was expected as our patients are now more used to submitting e-consults online. 
· Sarah explained the roles of EMMA and Sofia – Sofia is there in case calls drop, and she will call them back or have a conversation with the patient via text message. 
· The e-Consults that Emma is producing now we are not really having any issues with, only a few teething issues. 
· Only a few minor complaints currently. 
Emma can be slow. 
Emma can go around the houses. 
Can get diverted to CNs when no need to. 
Issue with understanding the area postal code – We believe this is resolved now. 
· Tommy asked what happens when the call is redirected. Sarah explained that the call then goes back to the original main options of selecting what option you want and if you want to speak to reception you then must wait in a queue for your call to be answered. 
· Vicki stated that we would like to get e-Consult numbers up and hopefully when Nina the online chatbot is up and running this will hopefully work. 
· Taz explained how we are not entirely happy as a practice that we are having to go down this route and cannot just operate a normal telephone service. However, the NHS requires that we need to operate a digital front door/triage service, as we were failing at answering the telephone promptly. We were in the bottom 25 in the country. 
We are trying to do our best by everyone with the contract that we have been given. 
· Vicki said if the people that can use EMMA do so, then that will free up the care navigators to deal with the patients that can’t and do need more attention. 
· Sarah said she personally is more confident now, we just need time and feedback to make the service more beneficial.
· Chris said, from knowledge of patient experience, if a call is dropped by EMMA and referred to Sofia, the patient is having to repeat data, i.e. name, address, and DOB which is time-consuming and annoying!
Chris was informed that we are working at getting an update of EMMA, that means patients will not have to do this. 
Also, Sofia is repeating data, it is currently too lengthy.
· Alan used EMMA, he found it very good but asked why we cannot just employ additional staff. 
· Lee gave positive feedback on AI. 
· Beth said that she thinks it could be a struggle for vulnerable patients. 
Gave a good suggestion to do a project like secret shoppers, she supports people with LD, some of whom are Pall Mall patients, and they would be more than happy to assist with this and test the call, and we could possibly do a ‘’press release’’ on this, ‘’we did ... this happened’’. 
Ryan & Sarah thought this was a brilliant idea, Ryan will contact Beth separately to arrange it. - ACTION RYAN.
b. Zero Tolerance Policy: 
· Chris thought it was a very well put together policy. 
· The group thought that rather than display the whole policy in the practice, would it be possible to summarise it. – ACTION RYAN.
· All agreed with the policy and said it’s a shame the practice must have such a thing. 
· Tommy asked that acronyms be written in full at the beginning of any correspondence 
c. Update in GP Contract: 
· Taz gave an update. 
· BMA – The local medical committee. (Taz explained what this is). 
The practice is not happy about data being shared or information sharing. 
· Taz discussed the hiring of staff. Not GPs but ARRS roles. (Note: These are under the Additional Roles Reimbursement Scheme which provides Primary Care Networks (PCNs) with funding to recruit and employ a diverse range of specialist healthcare professionals, expanding the multidisciplinary team to relieve pressure on GPs and improve patient access). 
· Alan brought up about a new housing development and how all those new residents are going to be provided with NHS services. 
5. AOB: 
· Buses, change of service. 
Alan informed everyone that local bus routes are changing, and the practice should be speaking to the bus company about this as patients access the surgery. 
Taz said that as PPG, he was happy for Alan to do this on behalf of the practice. 
· A new blood test service slowly being introduced that does not use needles.
Ryan to forward information to the group - ACTION RYAN.
· Taz did a local tutorial yesterday for GP registrars about LD patients. 
· Taz explained that the GP Partners are looking at costings for a new building. The partners were still in discussion about moving to different premises. The current rental cost of the GP floor at the Leigh Primary Care Centre is £12K a week and is unsustainable.
· Ryan wanted regular items agreed upon for agendas going forwards. 
The group agreed with this.
Next meeting we will discuss regular items as well as: 
· PPG terms of reference including action plans. 
· Men’s health update. 
· Vicki mentioned the joint Primary Care Network PPG meetings – not yet organised but likely to be only 4 a year.

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 is completed

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

	Share the recording of Social Prescriber event
	Vicki
	Vicki to explore again. May only be possible for meeting attendees? Before the next meeting in July

	Explore moving PPG to the main menu on website or renaming the Useful Links heading to “For Patients”?
	Vicki, Ryan, Freya
	With website review – before the July meeting

	Agree to updated terms of reference for the PPG group 
	Tommy, Ryan,?PPG
Then Vicki for posting on website
	Before the July meeting

	Men’s Health Forum 2nd session
	Ryan
	Put on the agenda for the July meeting

	New blood service to take samples without needles (Sensio). Info to be circulated to PPG
	Ryan to research 
	Before the July meeting

	Summarise the Zero Tolerance Policy, giving website links, for display on noticeboards in practice
	Ryan 
	Before the July meeting

	Set up Mystery Shopper EMMA “live” experience for people with LD
	Ryan, Sarah, Beth
	Before the July meeting




Next Meeting agreed for: Thursday 9th July 2026 
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