	
	
	Chair: RM
Minutes: RD



EDITH CAVELL SURGERY

Patient Participation Group (PPG) Meeting

Date: Tuesday 1st April 2025
Staff Present: Dr EO, KC, RM, JT, BB, RD
Patients Present: PS, HR, JG, CK, HK

Staff Apologies: 
Patient Apologies: CA

	
Agenda item

	
Discussion
	
Action
	
Completed?
(To be ticked at next meeting)

	Welcome and Introductions
	
	
	

	ECS Practice Pharmacist Kelvin (Questions/Updates)
	· No new pharmacy updates
· The NHS Pharmacy First scheme is ongoing, this link explains more: https://www.selondonics.org/in-your-area/lambeth/lambeth-pharmacy-first-scheme/  
	
· N/A
	
· N/A

	Any pending actions from previous PPG Minutes
	· PPG members asked if Evergreen could allow patients to submit online consultations via computer. They feel some patients may find it easier to operate a computer instead of a smartphone, and it may be more accessible/easier to read. 

	
· Good News: Following PPG Meeting feedback the practice has spoken to our Regional Medical Director who passed this request onto Evergreen. Evergreen helpfully confirmed that they are already aware of the need for this functionality. They have been working on it and are hoping to make computer accessibility live within the next few weeks.
	
· At next PPG meeting update the members on whether computer Online Consultations has successfully been rolled out yet.

	Evergreen Update
	· PPG Members asked whether patients who cannot use smartphones to submit their own Evergreen requests will end up with poorer health outcomes: The practice confirmed that GPs triage consultations the same way whether they are received from patients submitting their own requests in the app or received from reception submitting a request into the app on a patient’s behalf. So patients who are unable to submit their own online consultations are not put at a disadvantage.
· PPG Members asked whether patients can request a preferred doctor: Yes, a patient can specify in their Evergreen online consultation (or during their call to receptionist) which clinician they would like to be booked with.
· PPG Members asked whether patients can book doctor appointments in advance: Currently the practice is doing On-The-Day bookings only. This is to minimise the number of Did Not Attend appointments. In the past the GP found that appointments booked in advance were more likely to not be attended than appointments booked on the same day. Edith Cavell advises patients that it is always best to raise their Evergreen requests on the same day that they are available for an appointment. Only Nurses and Healthcare Assistant appointments can be booked in advance. PPG Members provided feedback that they found it helpful previously being able to schedule doctor appointments days/weeks in advance. Edith Cavell Surgery confirmed they are monitoring the outcome of On-The-Day Bookings and will review its success in the future.
· Does Evergreen Close: Yes eventually, but only after the practice has reached full capacity (i.e. all of the clinicians working that day have a patient’s name booked into all of their appointment slots). The time of day that this happens can vary.
· What options are available when Evergreen is closed: Patients will either be signposted to appropriate services (i.e. Local Pharmacy, Lambeth Hub appointments, A&E/Urgent Care Centre, NHS 111), or on the rare occasions when none of these options are appropriate the reception team can sometimes still submit a request into Evergreen for a clinician to decide whether the symptoms are urgent.
· At the last PPG meeting the practice had just recently rolled out Evergreen; since then the reception team have found solutions for the vast majority of Evergreen sign up queries. Reception team are now more confident resolving these queries, both over the phone and at the front desk. Easiest way for a patient to sign up to the Evergreen app is still by asking reception to generate a Linkage Key.
	
· Reminder for admin team: patients can submit appointment requests asking to be seen the following morning (as long as the appointment is for before 10am and there is availability). 
	
· N/A

	South East London Cancer Alliance
	· Edith Cavell Surgery and Streatham High Practice are running a Womens Health Cancer Screening event on Saturday 12th April 10am – 1pm Gracefield gardens.
· Aim is to increase the uptake of patients doing their screenings (breast screening, cervical screening, bowel screening)
· PPG members enquired how practice will be reaching out to the relevant groups: Practice trying to utilise different mediums to make patients aware (posters, leaflets, graphics on calling screening, word of mouth, and text message to patients overdue screening. 
· Other than the Womens Health event, the practices are also trying to increase cancer screening updates across all groups, include PSA blood tests for males over 50.
· Admin team are on board, so at the front desk they can also offer PSA blood tests to males over 50.
· PPG Members discussed some of the barriers patients may experience: Fear of the procedure, fear of the result, being unaware of the symptoms to look out for, being unaware of the potential consequences of late diagnosis.

	
· N/A
	
· Practice to update PPG members on how the event went

	Fire Exits being replaced
	· Edith Cavell Surgery is currently having their fire exit stairs upgraded. We are expecting this work to be completed this month.
	· N/A
	· N/A

	DNA Statistics

	· The practice shared current DNA statistics
· PPG members asked: Is there an easy process in place allowing patients to cancel appointments? PPG members helpfully suggested that if patients can simply text back “Cancel” this may decrease the DNA rates. PPG members said that their hospital appointments typically allow them to text back cancel.
· Currently most DNAs seem to be with our Healthcare Assistant and Nurse appointments (e.g. on rare occasions in a clinic of 20 slots a HCA may only have 4-6 patients actually arrive). Potentially this may be because HCA and Nurse appointments are still able to be booked in advance.
	
· PPG members asked the practice whether patients can cancel appointments by texting back “Cancel”. The PPG members explained that some patients may find this easier than clicking a website link to cancel appointments. Edith Cavell Surgery reached out to the company providing text messaging services for South East London ICB, they confirmed that patients must click the secure link in their appointment reminder text if they want to cancel their appointment on the GP’s system. They confirmed that patients cannot text back “Cancel” because the appointment reminder texts are sent from a No-Reply system, not from a phone number – this removes the need for practices to monitor a separate inbox and cancel appointments one by one. Instead, when a patient clicks cancel on that link it immediately cancels the appointment on the GP system, making it instantly available for another patient. They explained that they use this No-Reply secure-link-only system because it also allows patients to respond back to GP messages (e.g. to submit blood pressure readings) & allows patients to attach sensitive information/documents and send health images directly to their doctor (e.g. pictures of skin conditions). To keep the process as simple as possible for patients, the link typically only asks for date of birth and reason for cancellation.
· ECS Needs to promote all the ways patients can cancel their appointments so that patients can choose the one that works for them. A good way to do this would be utilising the waiting area screen. 
	
· GP to create a notice for the patient calling screen confirming all the ways patients can cancel their appointments.

	Staff Update
	· Mental Health Practitioner Poppy has unfortunately finished her time with our PCN (Primary Care Network). Both staff and patients had positive feedback for the mental health practitioner role and Poppy’s contribution to the practice.
	
· N/A
	
· N/A

	AOB
	· Faulty seats in reception: Management confirmed they are aware and are trying to source new seats that still fit the specific health and safety criteria
· Commendation for Khai: PPG member said that she found Khai to be very helpful and always proactive. When he promises he will call he does call, and he goes above and beyond to ensure issues are resolved. Edith Cavell Surgery agrees and Khai is a valued member of the team, which is why he has recently been promoted to Practice Administrator. The positive feedback from the PPG team is appreciated.
· LED Notices: LED notices have now been put up for (1) Asking patients to avoid having loud phone conversations in the waiting area (2) asking patients to consider wearing a face mask if they have a cough in the waiting area (3) asking patients to be respectful to staff.
· Major works scheduled for Streatham Hill: A/23 roadworks along Streatham Hill starting in the summer. The roadworks, as well as the resulting changes, will have an impact on patients and staff members’ journey to and from the practice. PPG members advised that if the practice or patients have any objections to the proposed plans their deadline to submit objections is 18 April 2025

Press Release from TfL:
https://tfl.gov.uk/info-for/media/press-releases/2025/march/construction-work-on-major-scheme-to-transform-a23-streatham-hill-to-begin-in-summer

TFL Public Notice:
https://londonnewsonline.co.uk/wp-content/uploads/2025/03/TFL-GLA-ROADS-A23-Streatham-Hill-and-Brixton-Hill-London-Borough-of-Lambeth.pdf

Next PPG Meeting will be Tuesday 8th July 2025 at 7pm

	
· Practice to continue trying to source new seats for the waiting area
	
· Update PPG members on progress of sourcing new seats for waiting area.



Patients can join future PPG meetings by sending an email to: lamccg.ecs@nhs.net
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