Boothstown Medical Centre 
Patients Participation Group (PPG)

Minutes of the meeting held on Monday, 19 May 2025 in the Conference Room, Parr Bridge Health and Wellbeing Centre.

Present: CD (Chairman), SR, MO, MS, Sharon Schofield (Practice Manager), Simon Carr (TABA PCN - Tyldesley, Atherton, Boothstown and Astley Primary Care Network), Stephanie (Receptionist), Guests: JJ, BJ, BR, CF, BF.
Guests who wish to become members are required to sign the Practice/PPG confidentiality form prior to participating further and this can be undertaken at the beginning of the next meeting.

Apologies: MS, JP.

Welcome: CD welcomed everyone and introduced the PPG members, Sharon, Simon and Stephanie to the guests.

Stephanie introduced herself and then informed the group of a new development.  This was how she had set up a Facebook page so that patients could become aware of Practice and PPG news and updates. (No comments are allowed). This initiative, over time could have a profound impact on informing patients about the ‘bank’ of opportunities available that help enhance patients’ physical, mental, psychological and social wealth. The Practice has also uploaded a video to help patients to understand triage and that the Doctors decide how patients are attended to according to clinical need.

The minutes of the meeting held on Monday, 19 May 2025 were approved and seconded.

AGENDA 

CD provided written additional information regarding the issues that the patients had raised, explanations and suggested solutions concerning the Patient Surgeries on 4 April 2025 and 2 May 2025. Kindly note that we observe strict confidentiality rules regarding individual patients and therefore the issues discussed were relevant to the general patient population. The Patient Surgery held on 4 April 2025 was a general meeting in the waiting room when approximately 25 patients were in attendance together and a further 6 patients were seen individually in the interview room.

To enable the meeting to run smoothly and to keep to time, CD emphasised the need for questions and solution discussions to take place at the end. This request was to avoid attendees losing the thread of the items under discussion as a result of potential digressions and interruptions. Furthermore, we wish to support an understanding of ‘the whole picture’ and not just isolated aspects of the patient situation.

🟢 We discussed the Health & Safety issue relating to the location of the wall mounted sanitizing gel that had always been accessible next to the check-in machine in the waiting room.

🟢  The following issue concerned the availability of appointments and patient understanding of the way that Practice income affects the clinical staffing ratio. Additionally, patient awareness, education and acceptance of nursing staff and PCN affiliated support staff, as alternatives to seeing the doctor, were identified as significant aspects.

Simon explained the reasoning behind these points and was able to reassure  the attendees that trust in all our healthcare professionals could be developed through familiarity and patients meeting with them.

Practical Solutions & Action: 

Sharon and Simon would organise their staff to meet the PPG on a regular basis to explain their roles.
PCN staff would be available at the upcoming Carers Engagement Event on 10 June 2025 in the Conference Room, Parr Bridge Health and Well-being Centre.

Practical Solutions & Action: 

Sharon to contact Sara (Paramedic) and Shona (Community Link Worker) re: attendance at the next PPG meeting.

🟢 Patient understanding and emphasis on preventative measures, self-care and participation of social activities.

Practical Solutions & Action: 

Stephanie is responsible for the Practice’s Facebook page and uploading information regarding prevention, self-care and local social activities (including those that stimulate physical and mental wealth and aim to reduce social isolation).

🟢 Regarding the issue of patients wanting to see the same Doctor: continuity is recognised as being extremely important for the well-being of patients. However, this depends on the Patient’s clinical and social needs as opposed to their wants. It is a fairer system if all patients are considered and prioritised according to their actual needs.

Practical Solutions & Action: 

As above, there is significant need for developing trust in all the clinical staff and PCN support staff at the surgery and their work as a team.
Simon and Sharon to continue to be instrumental in encouraging greater familiarity and patient knowledge about their respective team members.

🟢 Obtaining reliable information about Covid injections from within the practice and importantly a trusted source according to patients’ needs.

Practical Solutions & Action: 

The practice to encourage patients to be proactive and ask via AskmyGP (this will hopefully be replaced in the not too distant future by a more user-friendly system) or at Reception for assistance, resulting in the patient being directed to the most suitable person within the Practice.

🟢 Some guests stated that they did not fully understand or feel comfortable using the TRIAGE system that the practice operates. 

Practical Solutions & Action: 

Simon is to explain how the triage system works including the role of Care Navigators at the next meeting. He will also organise an activity session to aid understanding of the procedures that the practice utilises.

🟢 Patient waiting times in reception.

Practical Solutions & Action:

Sharon has displayed signs on the screens in waiting room to advise patients to check in at the reception desk if they have not been called after 20 minutes.

🟢 Receptionist issues.

Practical Solutions & Action:

Sharon will continue to address any receptionist issues.
An ethos of helpfulness and empathy is recognised as essential to ensure the  smooth working of reception, gain the trust and meet the needs of patients.

🟢 Patient difficulty using the current AskmyGp system.

Practical Solutions & Action:

Simon explained that the PCN is intending to acquire the contract for a different, more user-friendly system that will resolve many of the current issues. It is hoped that one system will be used PCN wide.

At the next meeting, Simon will explain how the NHS app works. 

🟢 Phones and  other communication issues.

Practical Solutions & Action:

Sharon or Louise will always investigate any phone or communication issues as they arise. Acknowledgements should be sent to the patients by the phone or computer systems as routine. It is helpful to Sharon and Louise to be informed of as much information ie time, date and problem etc so that issues can be resolved promptly.

🟢 Raising issues with the practice.

Practical Solutions & Action:

Patients should be aware that issues can be resolved by direct contact with the surgery via email:
                       gp-p92605@nhs.net

Alternatively, patients may attend our confidential monthly Patient Surgeries led on a voluntary basis by the PPG (Patient Participation Group) in the Conference Room on the ground floor.
Issues raised by patients are immediately passed onto the Practice for solutions to be identified. All information is strictly confidential.

A third way of resolving issues is to participate in our bi-monthly PPG meetings in the Conference Room. A confidentiality form must be signed prior to participation. It is importantly to be aware that we do not discuss individual medical issues and only engage in issues that we are able to contribute towards positive changes and impact. We do not engage in areas where we have no control over change.

Please be aware that we are unable to hold these meetings in the evening as the centre is closed then. We would like to be as inclusive as possible and gain insights into all patients’ views and opinions so if it is more convenient one can always get in touch with the Practice directly.

Information from the practice is regularly sent out by text, via Facebook (no comments are allowed) and the screens in the waiting room.

🟢 Mental Health Issues & Anxiety in the Waiting Room

Practical Solutions & Action:

Magazines for patients are not allowed to be kept in the waiting room because of the risk of infection (after Covid) but patients are able to bring their own books/magazines and earphones & calming music. The practice does play music but some obligatory recording fees are high and unaffordable.

The practice Community Link Worker may be able to advise on Mindfulness sessions in the local area that may be helpful.

🟢 issues arising from living alone with no nearby family.

Practical Solutions & Action:

A lack of social interaction can have a negative effect on our health at any age and particularly as we become older.

The Practice Community Link Worker and Age UK can advise on relevant and nearby assistance that is available, such as the local walking group that caters for different mobility capabilities and offers socialising opportunities plus the Mosley Common Historical Walks and Talks that are available for all. The Practice Facebook page also supports the dissemination of information about social activities as mentioned above.

🟢 Elderly and vulnerable patients

The Practice recognises that elderly patients may not have access to the internet or be able to travel far to receive health treatment at different venues. 

Practical Solutions & Actions:

Patients may be offered assistance in a quieter environment in the Interview Room adjacent to Reception to discuss their needs. If available, patients may be offered in-house bloods rather than travelling to Leigh. Higher levels of patience and empathy may be required so that their needs can be addressed.

Looking forward:

Further constructive discussion is needed but ultimately it is the Practice that has responsibility for deciding on best practice for all patients and especially those requiring extra care. Access to the Doctors will depend on clinical and social need and not necessarily be automatic for every patient. Many aspects will need to be considered.

JP has submitted a Vulnerabilities Questionaire. This requires further discussion taking into consideration the points below.

It is important to be aware that not all vulnerable patients are elderly and young babies are just as vulnerable as older people but in different ways.

Previously, PPG members have found the Practice demographics to be interesting and particularly the ratio of different age groups to each other.

Awareness that not everyone is vulnerable all of the time too, is helpful.  Some patients do have prolonged periods or permanent care needs when extra care is required continuously.  However, others may be vulnerable for much shorter lengths of time. In these latter and temporary cases, the need for extra care may simply coincide with episodes of poor health.

The ways that are available for the clinicians to treat these patients is vast and individual in many cases. The situation is further implicated as not all patients are happy to be referred to as ‘vulnerable’. Some are resilient and wish to be considered as independent individuals as far as possible.

AOB

There were no other items to discuss.

Date and time of the next meeting:
CD thanked everyone for attending, especially our guests and hoped that they had found it helpful in understanding how the Practice and PPG worked.
It was confirmed that the next meeting would be held on Monday, 14 July 2025 at 1.30pm in the Conference Room, Ground Floor, Parr Bridge Health and Well-being Centre.
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