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Patient Participation Group Meeting Minutes
4.30pm - 5.30pm Wednesday 1 July 2026
In Person and Online (Teams)


	Present:

	Luke Lloyd
	LL
	PPG Chair and Patient Representative

	Vivienne Appell
	VA
	Patient Representative

	Charlotte Davis
	CD
	Patient Representative

	Gabriela Francis
	GF
	Patient Representative

	Michele Joseph
	MJ
	Patient Representative

	Bernard Silver
	BS
	Patient Representative

	Dr Saral Anand
	SA
	GP Partner 

	Tamsin Dart
	TD
	Practice Manager and Minute Taker

	Isabelle Bolton
	IB
	Receptionist and Patient Liaison

	
Apologies:

	Katy Silver
	KS
	Patient Representative

	Anamaria Parsons
	AP
	Patient Representative

	Monica Shah
	MS
	Patient Representative

	Tom Curtin
	TC
	Patient Representative




	No
	Item
	Actions

	1
	Welcome and introductions

Introductions and welcome.  TD introduced our new team member, IB, who is our Patient Liaison contact and Receptionist.  IB will be supporting work on patient engagement and patient feedback, as well as working with the reception team.

	

	
	Minutes and matters arising

Minutes agreed.

BS raised the suggestion of having a letterbox outside the practice so that patients can drop off letters at a time convenient to them, outside of opening hours.  This has been previously discussed and the practice had agreed that it is better for items to be dropped directly with the reception team.  At our previous site we had samples dropped off which had to be repeated because they were not in the correct sterile pot, not labelled or they had expired (samples need to be sent off within appropriate timings and stored in the correct conditions).  There is also the risk that a patient drops off communication which should be dealt with immediately.

The group discussed the importance of digital inclusion and making sure that no patients are disadvantaged.

We discussed communication between hospitals and who patients talk to regarding referrals.  The practice spends a huge proportion of time chasing up hospitals and we discussed how it is helpful when patients help with this.  Unfortunately, GP practices do not have faster access to hospitals – we use the same numbers that patients do.


	

	
	Access / New Appointment System

There was feedback from the group that the Total Triage Protocol TD was not helpful and was difficult to understand.  SA and TD explained that this was sent out for full transparency of the new system and to show everything that had been considered including clinical safety measures.  

The practice team summarised how the new appointments system will work; with requests made by patients (or our reception team on patients behalf) through AccuRx.  The duty doctor will review the request and the patient will be contacted that day or the following day.

We hope that this will improve patient experience and access as patients will not be told to phone back; we will deal with the request on the day.  All requests will be clinically reviewed so urgency of appointment will be appropriate.

Continuity of care was raised and we discussed the importance of this, for both patients and GPs.  Patients can request a specific GP and we will do our best to accommodate this; although if someone is not available it is best to book with another doctor, so they are clinically reviewed within an appropriate timeframe.

Doctors also have their own continuity slots to book patients in to if they need to see them for a follow up.

Initial feedback has been positive and patients prefer AccuRx to PATCHS.  It is easier to use and does not require a login.  Our reception team can help any patients who need assistance.

The group agreed to review the patient communication from the practice about the change.

	




































TD to send out patient comms to PPG for review.


	
	Improving Patient Engagement

New staff member IB supporting this piece of work.

We discussed setting up a Cavendish Whatsapp Community group.  This would be a one-way communication stream out to patients.  There was a mixed response to this with some PPG members saying they do not use Whatsapp, whilst others thought this might be a good idea.

We discussed how there is not a one size fits all with communication but that this might be a useful communication tool to reach some patients.  We would still continue to add information to our website and Google profile.

	

	
	AOB

GF noted that there is still some information on the patient screen which is out of date, and some which is not readable.  

TD reminded the group about our Primary Care Network PPG meeting next week Tuesday 7 July, with Marylebone Health Centre and Crawford Street Surgery.  Items discussed at these meetings will be things that affect all patients locally; not practice specific items.  No one present was able to attend.

	

TD to ask colleague JPC to check again.



TD has also emailed the reminder to the whole group – please contact TD if you would like to attend.



Next meeting: 4.30pm Wednesday 30 September 2026
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