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	Patient Participation Group (PPG)
Meeting Minutes
3rd March 2025


Attending
From RMP							PPG
Julie Walsh (Practice Manager)				Caroline Morrice (Chair)
Dr Agata Piotrowska (GP)					Anne Cunningham
Joanne Callow (PN) 						Tony Cable
								Glenys Sanders
								Bernie Harrison
								Judith Fryer
								Diana Scott-Cross											
Apologies: Tony Rose  							
Agenda
· Welcome
· Minutes of last meeting 
· ANIMA 
· Update from the Practice – funding services
· Practice/PPG drop in sessions
· Date of Next Meeting



Minutes 

CM opened the meeting and started with the minutes of the last meeting, they were agreed by all attendees. 

Welcomed Mr Harrison and each member of the PPG did a short introduction.

ANIMA – JW updated the Practice is aware there are some concerns from the patients regarding using the online portal ANIMA.  As a practice, they are looking at what can be improved, how to support patients using the platform and how to gain a better understanding of the issues/hurdles for the patients.   

Dr A and JW updated on why the Practice changed to ANIMA from Ask My GP and why it is important where possible that patients use the service themselves rather than ringing patient services (especially when we are aware of their previous engagement using AMGP, not sure why so many are shying away from the new system) 

Update on the hours ANIMA is live for patient requests – 6.30pm to 9am (exceptions are Monday morning the system goes online at 7am and Friday afternoon the system stops at 9am) 

Some admin forms such as fit note requests and simple patient queries relating to referrals, test results etc are available 24/7 – however, please note these requests are monitored after the morning MDT ad hoc so if urgent medical query PLEASE DO NOT USE but ring the practice.

Why it is better for the patient/carer/NOK to enter their own contact when needing support/input from the practice: 

· When a patient is unable to record own contact/request the call goes to the patient navigator team, who will in turn ask the same questions that ANIMA prompts patients to ask – this can take time and block the phone lines preventing patients making contact for urgent matters.
· Patients sometimes do not want to explain their conditions/symptoms/concerns to a patient navigator (all confidential) – however without this essential information the clinical team are unable to appropriately triage.  
· Direct quick response from the clinical triage team with a plan.
· If appointment indicated, patient will be send a link to pre-book on a date/time best for them (for those who don’t submit own request, the patient navigator team will ring to book – however dependant on other work priorities this may not be timely) 
· Time for patient requests are limited as only able to contact the practice between 8-9am (online contacting is from 6.30pm – 9am) 

Dr A updated, each morning at 9am all the patient contacts/requests are clinically triaged with a Multidisciplinary Team (MDT) approach – all clinical staff in attendance that morning, review and assesses the workload and patients are clinically assigned to the most appropriate member of the team, this could be a GP, Advanced Nurse Practitioner (ANP), Advanced Clinical Practitioner (ACP – Paramedic), Urgent Care Practitioner, Paramedic, Clinical Pharmacist, MSK First Contact Practitioner, Mental Health Practitioner or signposted to outside agencies such as Community Pharmacist, A & E/Urgent Treatment Centre or given advice. 

Dr A updated on why it is so important and helpful for patients to complete the questionnaires, this enables the clinical team to gather as much information as possible, to discuss the case within the MDT meeting and ensure the patient gets the best, safest quality care.

Reminder that the Practice is not an emergency service, and although it is understood to the patient may feel like an urgent matter, some things are not high priority and may be asked to wait for review. All contacts are clinically triaged and dealt with in order of clinical priority. 

The Practice would like the support from the PPG to gather patient feedback and concerns over using ANIMA with a short 5 answer questionnaire – both online and in paper form for patients without internet access.  This data will be shared with ANIMA to help improve the system, JW to send out the questions the clinical team thought helpful to get a patient view and constructive feedback.  JW updated, the practice had also sent surveys to the practice team, as they have also had some difficulties with the new system.  

JW updated there is a planned meeting with ANIMA to address some of these recurrent concerns from both staff, patients, and their carers (long winded, too many questions/forms, not relevant questions etc) 

PPG feedback
AC updated on the recent visit from JW, Dr A and Jayne (Office Manager) to the Ruskington WI – the evening was a great success and feedback has been very positive.  JW and Dr A updated how well and positive the evening went, with lots of great feedback and the overwhelming theme that once systems, funding, processes explained the ladies understood some of the issues faced by the Practice.  Some ladies could access the ANIMA or NHS App and had since come into the practice where the patient service team helped, talked them through the systems and they are now using the services.  
Proactive discussion on how we can turn negative feedback via social media into positive, agreed lots of misunderstanding and limits on what the practice can respond without breaching confidentiality.  It was agreed, social media reaches a very small proportion of our population – what can we do differently?  
Agreed, those who want to engage ask the questions – but unfortunately there is a pocket of the community that will not engage, rather post derogatory hurtful comments on social media – update from the practice, all the social media posts are seen by the whole practice team, can be very hurtful to the whole practice team who try their best to deliver safe, quality care. 
Informing people what we do and we do it – how do we get this over to the patient population? 
· Drop in sessions to support and educate patients – much like at the WI meeting.  
· Break down barriers to accessing systems, support to help set patients up with the online systems such as ANIMA, NHS app, Airmed. 
· Explain the roles within the practice – ‘a day in the life of……’ ‘who does what?’ 
· Update PPG notice board in waiting room. 
· Practice attendance at village events – Ladies club, craft markets etc 
· 21st June – Patient engagement stall @ Winchelsea Centre 9-12 

Practice Update/Discussion
As of 3rd March: 
7975 patients registered at Ruskington Medical Practice 
5116 patients registered to use the ANIMA system 
Dr Agata updated on her new website, asked for help and support from the PPG on what information they would like to see on the site ‘Friends of Ruskington Practice’ ideas for articles, meet the teams etc (PPG photo taken for the website)  
JF updated, how helpful and useful the posts from Dr A had been – message from your GP.
The practice is very keen to get engagement from patients, their feedback both good and bad helps drive change. 
Practice update: 
One You Lincolnshire are coming into the practice 4th March, delivering smoking cessation advice and free support to those wanting to quit smoking.  
Flu vaccines still available until 31st March 2025, although disappointing update this winter season.
Spring Covid Boosters come in on 1st April 2025 – current eligible criteria patients aged over 75 and those classed as clinically extremely vulnerable (normally diagnosed by consultant care – certain cancer patients and those patients who have low immunity due to immunosuppressant treatments.  If in doubt, ask at reception.   
First spring covid clinic is planned for 5th April in the morning, agreed great 1st opportunity to hold patient drop in session – with PPG and practice members, maybe cake/coffee – 10am – 12pm.  
JW updated AMGP and ANIMA lean towards on the day service, however we are aware some things are not urgent and people would prefer some flexibility to book a routine appointment on a day/time to suit them – therefore Dr Agata, Dr Wiseman, Kiara ANP and our clinical pharmacists are trialing a new routine pre-booked service.  Following the MDT meeting, if not urgent patients will be sent a link to book their own routine appointment within two weeks – this could be either telephone or face to face to suit. 
NEXT MEETING – 30th June 2025
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