Kingston Health Patient Participation Group Meeting
Wednesday 15" May 2024

Chair: Tracey Barker (TB) Sarah Muncie (SM)
Minute Taker: Jenni Dobson (JD)

Attendees VH, IC, PM, CS

1) Terms of Reference

Terms of reference signed for those who had not previously. JD will scan on for our
records.

2) Friends and Family Tests and “You Said, We Did” feedback.

TB explained that the feedback we received at the previous West site meeting, it was
useful to speak about what content can be shown in the practice as not everyone has
social media.

The Friends and Family tests are now available in practice in paper form as well as
through text message, which gets monitored each month.

We’'re going to create a “you said we did” poster where we take suggestions and
implement them in practice e.g. appointment times available.

All comments are taken on board, both positive and negative. Negative comments are
passed onto the GPs in monthly meetings to see if there’s anything that can be done to
address the issues raised. All responses are also reported to NHS England each month.

TB has asked patients, that if there is something that is really frustrating you and you
want them to look into it, contact the surgery. We appreciate all feedback and try our
best to accommodate so if there is a real complaint, please contact the practice with
specific information.

3) DNA Statistics April

JD gave DNA statistics for April 2024.

PM — Do you think there’s something wrong with the system, that patients maybe don’t
bother coming as they can’t get an appointment when they want?

TB — we’re only allowed to have two weeks of appointments open for the doctor, which is
an NHS England decision, not in house. We also only have 4 weeks of appointment for
other clinicians open at any time. We have had them open longer but we had more
patients failing to turn up to appointments. Patients get text reminders; we’re currently
not allowed to remove patients who continue to fail to attend.



Staff contact other patients who we know are waiting for an appointment when we have
a cancellation and they’re on the ball with this. Online patients will book up appointments
and not cancel the ones they don’t need, from experience.

4) AOB

VH - | know the reason you don’t see GPs very often is because its easier for phone
calls. Why do we do telephone calls when you know it's something that will need to be
seen, so you end up using two appointments.

TB - that’s not the pathway we would normally use, we would invite patients in if it's
something that cannot be done over the phone. The receptionists follow the care
navigation tool, and they have a vast directory which gives a pathway of what they need
to do with the particular issue.

If the issue is something like a rash, they’ll ask for a photo and the patient will be sent a
link to reply with a photo. We do offer lots of face-to-face appointments and this way, it is
to save appointments for those that actually need to be seen. Care navigation has been
going for just short of a year and due to this staff re-education, they're better at
signposting now.

Would it be better that patients know this as well?

TB — we have put this on the phone message when patients call but we haven't
advertised it otherwise.

IC - How do we get round the system for issues that are not part of another condition, i.e.
ingrown toenails etc. can you have a list of qualified people online to give them?

TB - we can’t legally recommend anyone that isn’t an NHS service to patients.
Guidelines change frequently on qualifications of practitioners etc. so we cannot be held
responsible for recommending someone or a service.

PM - How often do you get your medication reviewed by a GP?

JD - you should have one once a year depending on your long-term condition or
medication in question

PM - why are medications changed sometimes without patients knowing?

TB - some manufacturers will charge less than others so the guidelines from the NHS
will change to different brands of medication.

CS - Can | ask the pharmacist to prescribe an alternative?

TB - yes, just contact reception to ask them to message the pharmacist to look at the
medication and most of the time they can give you an alternative.

Next Meeting: Wednesday 18" September 2pm



