Bedminster Family Practice
Patient Participation Group Meeting Agenda

Date: Thursday 12th February
Time: 17:30 – 19:30

1. Welcome and Apologies
Present: Pauline, Sue, Cynthia, Lorna, Denise, Rosa


2. Agree Minutes of Meeting – 2nd October 2025
Agreed


3. Practice Update
· Presented by: RBM
· Patient list size: 14096.

New Triage Team / Process:
· Staffing: 4 new Patient Care Coordinators appointed; cover 8am–6:30pm daily.
· Work alongside existing GP Assistant team to manage patient requests efficiently.
· Total Triage model: all appointment requests (phone, reception, online) generate a Klinik form.
· January stats:
· 3,428 Klinik forms submitted
· 5,694 inbound calls handled
· Dedicated coordinators ensure requests are reviewed and directed promptly, improving response times and patient access.

Changes to Phone System:
· Updated to direct patients to the right team when the correct option is selected.
· Care Navigation team handles:
· Prescription queries
· Referral queries
· General enquiries
· Help completing Klinik forms
· Triage team handles follow-ups on existing Klinik forms (from 9am)
· Phone menu options:
1. Check or cancel an appointment
2. Prescription queries
3. Test results – NHS App reminder
4. Existing referrals
5. Triage team (from 9am)
6. Help completing a Klinik form
7. All other enquiries – Care Navigation team
· Selecting the correct option helps ensure faster response and keeps clinical lines free for urgent work.

Impact on Patient Access and Experience:
· Continuous coordinator coverage ensures Klinik requests are handled promptly.
· Improved call routing reduces wait times and frustration.
· DNAs are down by 40 this month – possible link with more clear appointment requests and offers. 

Discussion:
· Positive feedback from Pauline – forms are being responded to more quickly since introduction of triage team.
· Suggestion of explaining phone options more clearly on website, including the reason why patients may need to redial to speak to the correct team member – Rosa will write something for the website. 


4. Friends and Family Test Presentation
· Presented by: RBM
· Slides to go onto website imminently. 
· To summarise:
· Positive engagement.
· Primarily positive feedback.
· Low engagement in December (seasonal dip) followed by recovery in January.
· Data to be collated every 3 months going forwards. 


5. Dementia 
· Raised by: LA
· Issues of inclusivity – mention of Dementia group using BSL. 
· Unfortunately, challenges with interpreter made this difficult to discuss – Rosa to liaise with Lorna via email. 


6. Road Changes and Surgery Access
· Raised by: SM
· Impact of recent road changes – increased difficulty and cost of accessing the surgery – particularly for low income patients without vehicle access. 
· Buses are slower/less reliable – could result in patients being late for appointments. 
· Taxis are different journey lengths/different prices in different directions. 
· Also could affect visiting doctors. 
· Practice is looking into Big Lemon Bus - community Interest Company to provide affordable and environmentally-sustainable bus services in the local area.


7. Local Population Growth  (Bedminster High-Rise Developments)
· Raised by: SM
· Expected population increase.
· Capacity and appointment availability concerns.


8. Waiting Room Seating
· Raised by: SM
· Request for more chairs with arms.
· Accessibility concerns.
· Prior to issue being raised there were 3 chairs with arms available downstairs.
· Assistant Practice Manager who manages premises – chairs have been swapped out so more available downstairs. 
· Further chairs to be provided for upstairs waiting area. 

9. [bookmark: _Hlk221787197]Prescription Notifications 
· Raised by: SM
· Request that when the Pharmacy Department sends a batch prescription to the dispensing pharmacy, the patient is notified (by text or email) that it has been issued.
· At the moment, there is no way for us to automate a message each time a GP signs a prescription.
· We process thousands of prescriptions, so any notification would have to be sent manually.
· Sending manual texts at that volume would create a very large administrative burden and take staff away from patient care work.
· The best way for patients to check whether a prescription has been signed is through the NHS App, where prescription status is visible.
· Many pharmacies also offer their own text notification service when they receive and prepare prescriptions.

10. Any Other Business

Interpretation Services:
· Sign Solutions and Language Empire paid for by NHS. 
· They do not always provide a good service. BSL interpreters are often not confirmed until the day. 
· There is a lot of difficulty in getting F2F BSL interpreters – this is a problem as Teams not always appropriate e.g. intimate examination. 
· Often long wait on language line which results in clinics running late. 

Premises update from Denise: 
· Hearing loop being fitted to aid accessibility.
· Drilling some holes into Perspex and front desk as both patients and staff find hearing difficult there. 
· We are not willing to cut it/take it down due to issues of safety. 
· Security guard left in November – no further funding for this. 
· We have received confirmation today of the grant for more clinical rooms to be built into our vacant space. 
· 5 more rooms which are downstairs and accessible. 
· More rooms will facilitate more collaborative working in the PCN. 
· BT have agreed to move the telephone box. 

Management:
· Denise has been away from work 7 weeks. 
· Assistant Practice Manager, Jessie and Patient Services Manager, Rosa left in charge. 
· Challenging but things have gone to plan including staff changes and cover over festive period – glad to have Denise back. 

Website:
· Request for PPG member to look at website and assess how easy it is to find information – give feedback to Rosa.
· Currently members do not feel they need to use it often.

PPG update:
· Denise to pull away from PPG to aid recovery and take over other responsibilities – may still pop in but responsibilities to be handed to Rosa. 

11. Date and Time of Next Meeting
· Poll to be sent around – choice of 23rd or 30th April.
