
 

PATIENT PARTICIPATION GROUP (PPG) 
 

Notes of the Meeting held on Thursday 23 July 2026 at 15.00 (Beeston Hill) 
 
In attendance:   Mick (Chair); Shabana; Elvis (Patients);  
   Jenny Firn (Operations Manager); Sophie Brown (Patient Care Team Manager) 

1. Welcome & Introductions 
 

The meeting opened with a welcome, introductions were made and thanks expressed to everyone for 
attending. 
 

2. Practice Update  

The following staffing updates were shared: 
• Sophie Brown has been promoted to Patient Care Team Manager. 
• Angela Frost has been promoted to Nurse Manager. 
• Anouar Amine (Advanced Clinical Practitioner) is the Practice’s Health Inequalities Champion. This 

includes the introduction of a clinical system template to help staff keep up to date with local 
services and support available to patients. The aim is to provide more relevant signposting, 
encourage patients to take greater ownership of their care, and enable direct access to appropriate 
services where suitable. The practice is also focusing on optimising the 5 As of Access: 
Approachability, Acceptability, Availability, Affordability, and Appropriateness. Shabana happy to 
assist and support.  

• The Practice Matron will reduce their working hours from three days to two days per week from 
October. Recruitment is underway.  

• Dr Lauren Day, a former GP trainee and locum at the Practice, will join us as a permanent GP in 
August. 

3. Appointments  

Waiting Times 
Routine GP appointments are currently available in approximately four weeks for both face-to-face and 
telephone consultations. While this remains longer than desired, waiting times have improved 
compared with previous months. 
The Practice continues to review appointment capacity, recruit additional staff where possible, and 
utilise locum GPs during periods of annual leave to help reduce waiting times. 
Patients with urgent clinical needs continue to be prioritised through the clinical triage process, 
ensuring appointments are allocated according to clinical need. 
 
Did Not Attend (DNA) Appointments 
DNA figures were shared: 

• May 2026: 373 missed appointments 
• June 2026: 459 missed appointments 

 



The highest number of missed appointments in a single day was: 
• 33 appointments in May 2026 
• 28 appointments in June 2026 

The Practice's DNA policy was explained. Members noted that every missed appointment represents an 
opportunity lost for another patient and contributes to longer waiting times. 

 
4. Complaints Procedure and Annual Summary (2025) 

The Practice Complaints Policy is due for its routine review, with no significant changes anticipated. 
The current complaints process remains: 

• Acknowledgement within 3 working days 

• Full response within 28 days 

During 2025, the Practice received 24 formal complaints. 
Complaints are thoroughly investigated, with apologies offered where appropriate and learning 
identified to improve services. Regular reviews are undertaken to monitor trends. 
Most complaints were received from patients aged 20–59 years and there were no recurring themes or 
patient safety concerns. 

 
5. Patient Feedback 

NHS Friends and Family Test (FFT) 
For the second quarter of 2026 (April to June), 93.6% of patients rated the Practice as "Very Good" or 
"Good." 
It was agreed that these consistently high ratings reflect the hard work, professionalism and dedication 
of the Practice team. 

 
GP Patient Survey 2026 
The GP Patient Survey is an independent survey conducted by Ipsos on behalf of NHS England. It 
provides information on patients' experiences of general practice. 
The Practice strives to continuously improve and will continue to monitor patient feedback through the 
Friends and Family Test, Google reviews and complaints. 
It was noted that the survey response rate was relatively small. 
 
Key results included: 

Measure Practice National ICB 

Overall experience rated as "Good" 80% 77% 76% 

Helpfulness of reception and administrative team 90% 85% 84% 

Confidence and trust in healthcare professional 96% 93% 92% 

 
These measures are reviewed by the Care Quality Commission (CQC) and help the Practice understand 
where it is performing well and where further improvements can be made. 

 
6. Any Other Business 

i. The number of PPG meeting was discussed – the group is happy that they are arranged as and 
when necessary (usually twice per year). 

ii. Discussion over Practice-pharmacy communications / instructions.  

The Chair thanked everyone for their attendance, continued support and valuable contribution to the 
Patient Participation Group. 
 
The meeting ended at 17.45. 


