Meeting Date: Monday 12t April 2023

%' Kingston Health Patient Participation Group (PPG)

Meeting Minutes

Chair: Sarah Muncie (SM) Minute Taker: Jenni Dobson (JAD)

Attendees: (PM) (FM) (JC)

Apologies: (GM)

1. Minutes from previous meeting

Sue the practice nurse has retired at the end of March. Hayley — lead practice nurse
recruit. Changes made to how appointments run and how we get people in for reviews.

We have had positive feedback from one deaf/hard of hearing patient that we deal well
with them but there are gaps in how we could better communicate with these patients.
Previously suggested that some staff learn BSL. Patient expressed she missed being
able to have a proper conversation. Practice is looking into different ways of achieving
this.

Texts are sent to patients post appointments with an online questionnaire for feedback.
We collate our feedback through this. 90.7% in January positive and February was
92.7%.

Care navigation tool explained. Receptionists will ask patients a lot more questions when
ringing for an appointment. This was brought in by SM. They have an A-Z on the screen
and will use this system as a step-by-step guide of who to signpost to for the best
treatment. It does work better; it's giving them more knowledge and power of how to treat
patients initially. Feedback has been good so far.

Patients are now getting used to it. SM changed the message on the phone, it is a lot
longer before you can speak to reception, but it will explain the system.

Taken on quite a few more patients as one of the practices in Park has closed but the
practice is still around 9700 patients.

PCN - Health and Wellbeing Coaches

JAD explained the role of the health and wellbeing coaches, which coach is assigned to
Kingston Health and how to be referred to them.

3. PCN Update
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% JAD explained the staff and the roles that we now have in the PCN and what they

4.

can do for patients. Explained what PCNs are and their main purpose in GP practices
and which practices we cover, including total patient population.

JAD informed that the PCN are currently looking for a Physician’s Associate and
another paramedic possibly in the future.

Open Days mentioned and what services we have on offer. JAD explained there is
one most months this year and will be held in different locations in the city to
accommodate the patients in different practices.

Members encouraged to like the surgery’s Facebook page and confirmed that HASP
have a Facebook page also.

AOB

PM — confused when booking an appointment with a nurse online, who can take bloods
etc.

HCAs cannot give injections, but all nurses can do phlebotomy. Hayley can do all
reviews; Tracey cannot do asthma but is undergoing training.

JAD to speak to PCN manager to let her know issues with last covid clinics brought up
by JC.

PW — | booked an appointment online between 3:15 and 3:20, the doctor called me
around 12pm is it not specific online?

SM — | have changed the online appointment bookings to say that appointments are not
time specific, and a GP can call you anytime. | have put several notices on there so
people should notice when booking.

PW — Can the addresses to which these minutes be Bcc'd in future.
JAD - yes, no problem.

PM — Took an Expert Patient course a few years ago which trained me to ask GP
appropriate questions about my long-term conditions. It’s free and could help reeducate
other patients.

JAD to investigate.

SM — Kingston Health have just recruited a Nurse Prescriber, she will be in practice
every Thursday and there will be more GP appointments available as a result. Kingston
Health will also be employing a physician’s associate, which can see patients like a GP
but can’t prescribe. More staff in general are being recruited and we aim to reeducate
patients so they will be happy to see a nurse instead.



