MINUTES OF CROSS KEYS SURGERY PATIENTS’ PARTICIPATION GROUP (PPG) MEETING HELD ON THURSDAY 3 JULY 2025 AT 1200 NOON 
In attendance: Denys Williams (Chair), Rachel Gray (Practice Manager (PM)), Ann Lucas (Practice Manager (PM)), Dr Lucy Guest (Partner), Evelyn Daley, Marian Purdy, Maggie Kaye, Anita Templar, Stephen Reading, Carol Sloots-Majumdar
[bookmark: _Hlk97899273]Apologies: Rose Williams, Nick Oakley, Judith Young, Jane Padwick, Deb Dobson, Belinda Devine, Alison Harrison, Paul Woodward-Court, Valliane Bell, Elaine Blyth
1. Introduction 

Denys welcomed everyone to the meeting. 

2. Minutes of last meeting - Agreed.

3. Matters Arising
· Touch Screen: A new touch screen has been installed.
· HEIDI: Positive feedback from the doctors using HEIDI. It can be used during face-to-face and telephone appointments.
· Chinnor Pharmacy: The pharmacist has offered to speak at a future meeting.
· Novus: Providing a good service in Princes Risborough.
· Pharmacy First: Can do pill checks and give advice and prescribe antibiotics for seven conditions:
· Acute otitis media – 1 to 17 years
· Impetigo – 1 year and over
· Infected insect bites – 1 year and over
· Shingles – 18 years and over
· Sinusitis – 12 years and over
· Sore throat – 5 years and over
· Uncomplicated UTIs – Women 16 to 64 years
4. Routine Practice Matters
· There are a number of staff changes as follows:
· Dr Hayley Parkes returned as a salaried GP on 23rd June.
· Dr Sultana joined as a salaried GP in May.
· Dr. Amy Wheelwright is the current locum.
· Dr Keran will be leaving on 8th August (covering Dr Spanswick’s maternity leave). Dr Rajapaksa will be covering for the rest of the year
· Dr Elisabeth Wilson will be covering Dr. Margesson’s maternity leave.
· Dr Hughes will be back from paternity leave on 6th July but leaving on 4th August.
· Nurse Brenda Michaels is retiring on 11th September.
· Nurse Sophia will be joining on 8th September. She has a respiratory background.
· Dr Lucy mentioned that there are more and better GP candidates to choose from so recruitment has been much easier.
· Anne shared some of the comments/feedback from the ‘Families and Friends’ survey sent out in May 2025. (See Attachment). Patients are encouraged to include their name so that action can be taken if required. A matter of patient confidentiality has been addressed by making sure that the radio is playing in all areas. Current rate of response to feedback requests is between 9-13% but it is important that people respond so that matters can be addressed. Positive feedback is always welcome as it is good for team morale.
5. Appointments
· Ask First will be replaced by a new system called Klinik.  For further info see Online Triage Software | Klinik Healthcare Solutions. An on-boarding meeting was held last Monday with Klinik and it is hoped to go live in September 2025. Klinik is an AI based, triage system and will ask the same questions whether patients are completing the form online or the receptionist is completing it on their behalf from a visit to reception or a phone call. It is anticipated that the system will be available from 7:30am to 4:30pm each day. The duty doctor will review the triage. Patients who are unable to access online services, will still be able to telephone reception or visit the surgeries. There will be no pre-bookable appointments for a short period to ‘clear the decks’ to allow the introduction of Knink. Pre-bookable appointments will restart once Kilink is introduced. There will still be the full team of receptionists.to support appointment requests and patient queries. Training and further information will be provided by the Practice before the system goes live.
· Did not attend (DNA). Anne provided figures for the last three quarters: Sep24 to Nov24 = 529, Dec24 to Feb25 = 424, Mar25 to May25 = 414. There has been some improvement but still high and many are nurse appointments. There is an option on the telephone to cancel an appointment without speaking to reception and it is hoped that the new triage system will reduce the number of DNAs.
· Action: Chair to write a piece for on DNA next newsletter and on Facebook. 
6. Primary Care Network Update
· A new PCN Manager has been appointed and is providing a good service.
· The appointment system has improved.
· Tais, the PCN health and Wellbeing Coach, will be giving a talk in the Princes Risborough Library on 15 July at 1200 on ‘Nutrition and Mindful Eating’. All welcome to attend and adverts etc will be put out.


7. Chinnor Matters 
· Marion asked about prescriptions as a patient’s script had not included a new item and this had caused some difficulty. Patients can contact the prescription team, Maggie and Karen via reception and can they deal with any prescription queries. A patient’s usual doctor will sign the prescription unless away when another doctor will.
· Marion commented that the notice board listing the doctors is too small and not up to date.
· Action: The PMs will review the Notice Board doctor list.

8. AOB
· The toilet door in PR has a loose handle and the signage (vacant/engaged) needs to be improved. Action. PMs to review and fix.
· The Cryotherapy service will no longer be provided. Ann said it was not part of the NHS Contract and was done by the Practice as an unfunded extra. Members expressed regret as it was a welcome service. 
· Stephen raised the issue of having to go to High Wycombe for a blood test that could not be done at the surgery. The test required something not available to the Practice.  He could have had all of the tests done at the hospital so he felt there was an element of disconnect as his doctor had ordered the test
· There are issues with having the meeting on a Thursday due to a lack of parking because of the market. 
· Action: Denys to poll members of the PPG about having the meeting on a Monday.
· There are limited physiotherapy appointments available at the surgery until September due to a changeover of provider. Patients can self-refer to musculoskeletal via the website.  MSK referral process in Buckinghamshire - Practice Plus Group MSK & Diagnostics
· Healthwatch, which has been very supportive of PPGs, is to be scrapped and moved to the ICB and local authority.
· Anita is leaving the PPG due to employment commitments. Denys thanked her for her contribution.
· Marian proposed a vote of thanks to the doctors and staff at Cross Keys. Members were very happy to support this.

9. Date of next meeting. To be advised. Clare Holland, the Clinical Pharmacist, will speak to the group to explain more about her role.

Attachment Friends and Family Feedback May 2025
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Friends and family feedback - May 2025

Good
Dr **** was thorough and explained everything well and next course of treatment — name given

The receptionists are always lovely and helpful. This includes when | need appointments to see
someone. We are lucky to have them and | think they should be used as a model for patient care
throughout the country — Name given

Neither good nor poor

| was contacted half an hour before the appointment that | could not bring my baby for his jabs -
no name

Except for booking a blood test. | am still unwise to what is happening now — name given
Poor

No problem with the dr but | was very uncomfortable discussing my problems with her due to
the fact anyone waiting outside consulting room could hear our conversation. Whilst | was
waiting for my consultation | could clearly hear everything the patient in with the Dr was saying
and the Dr’s comments. | think this is disgraceful, no patient confidentiality whatsoever. Surely
background musician be played around the waiting areas - no name

| don’t understand why at 08.40 in the morning you were already running 15 min behind
schedule for a blood test - name given

Very poor

| was supposed to receive a call on Friday 9" May at 10.54am. At the time of writing this on 10™
May 11.11am | have still not received a call - name given

What is the point of an online appointment system if you can’t book an appoint on

oooooooo

........ given
Don’t know
No, I’ll tell the doctor ~ name given
Good but negative feedback attached

Excellent consultation - very thoughtful, thorough and informative appointment. My only little
disappointment was having been asked to make an appointment for a blood test and the front
desk was clased at 5.35 so | couldn’t - name given

On time, very pleasant and ****** got the job done but | have had a really painful and bruised
arm since — name given




