
Patient Group 7/3/23

MINUTES



Attendance 

• 7 pts present

• Plus Camilla Hawkes from the practice





Focus group – we discussed the focus group 
which had taken place on 30/1/23 (& the 2nd

one is  due on 13/3/23)
3 people present today had been part of it 
(Camilla + 2 pts) and feedback was positive. 
Good thing to do, even if there is no clear way 
to solving any of the intractable issues



Broad themes from focus group

• The role of/importance of continuity and the dissatisfaction of both staff and patients with the current 
offer of predominantly same day appointments [including difficulty calling practice in morning during 
commute/school run times and the pressure this places on staff]

• Vulnerable patients who cannot use the systems as well as others were discussed, and it was noted that the 
online interface through e-consult was not a great fit for all patients [would like opportunity to free text 
more, frustrations with being told to ring practice after filling it out]. 

• It was recognised that it can be difficult for patients and staff to fully appreciate the pressures that each 
other are experiencing, and that the language used in interactions can have a powerful effect.



Some suggestions for action included

• Explore pros and cons of named/preferred GP

• Learn from other practices doing it differently- ie with named lists or 
other systems

• Engage in proactive work around frailty and other groups with unmet 
health needs.

Since the 1st focus group, the practice has engaged in an exercise to 
review all the Gp appt systems we have used since 2013. See next few 
slides











After a period of 
technical issues, we 
have recently re-
started getting 
regular data about 
our "performance" 
answering calls. We 
will use it a basis for 
improvement.
At the meeting we
discussed getting 
data which is broken 
down by hour of the 
day, as the 8am-9am 
period is likely always 
to be a longer wait 
than later on.



Discussion points raised

• If we accept that some queueing to be 
answered is inevitable, then is there 
anything we can do to improve the pt 
experience while queuing? [EG the 
length of welcome message before 
being moved in to the queue/ or told 
that the queue is in fact full].

• The tone of the SMP messages tend 
to be pleasant.

• "Mass texts" warning that the practice 
is full / reduced capacity: recently we 
have sent several of these. Camilla 
asked the group how it felt receiving 
them. On one hand: we wish to be 
transparent about current pressures; 
on the other hand it does add to the 
"day's bad news" for 95% of our pts 
who would not have contacted us 
anyway. The group could see both 
sides of the issue. It was felt that a 
period of sending such texts is not a 
bad idea, but does not have to be for 
always (could have a period when you 
then don’t send such texts, as the 
point is made).



PATCHS ONLINE SYSTEM
This is replacing eConsult and other software which we use for texting to patients, 
from 1/4/23









Possible benefits & drawbacks

✓Real time translation of written text 

✓The online form is just a few free text questions, not LOADS of
questions as currently

✓Currently we use 3 different methods to send texts to patients.
This is confusing to receive as they show  as 3 different 
"conversations" on the phone. 
PATCHS means there will be fewer methods in use.

x We believe that a login is needed to receive messages. However it
may be that you can use the NHS login as part of the NHS App. We 
are encouraging people to use the NHS app anyhow eg for ordering 
repeat prescriptions it is the safest way with the clearest "interface".



Recruitment & staffing update

• Advanced Clinical Practice staff funded by Primary Care Network
• What is an ACP?

• Paramedic, weekly on a Friday

• "Winter clinic" – 30 appts per week till end of May

• Salaried GP vacancy – agreement ! To be in post Aug 2023

• Patient Support team: Clare, Kim, Dawn, Nicola now in role

• Nurse placement is providing us additional capacity in nurse team

• [Camilla on sabbatical May to July]



Any other business - Online records access

• From 12.2.2 –patients can see all their own GP held records created since 
12.2.23 in the NHS App even if they have not previously asked us for / been
granted, online access

• We have offered full access since 2016 (using a formal request process)
• Only 1200 practices nationally have "turned on" this function, the rest are 

taking longer.
• SMP is committed to transparency. We are a custodian of the records on 

behalf of patients. The records belong to the patient.
• Records of some patients who may be vulnerable, have not been opened 

up in this way. Because for these patients there is a higher risk of  there 
being 3rd party or distressing references. However if the patient request us 
then we will do a detailed records review & then we may be able to open 
up the access.



Date of 2023 meetings

• 13th June 2023 2pm – 3pm ** time may change – Dr Gordon to lead

• 19th Sept 2023 5 pm – 6pm

• 12th December 2pm – 3pm 

• Discussion re if face to face or on zoom. Attendance has been higher with 
zoom but NB if we are sticking with zoom even partially then practice to 
reach out to pts who may welcome support with their tech.

• Request for next meeting to focus on 2023/24 GP contract and how the
practice is feeling in the midst of the wider NHS changes / maelstrom


