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Patient Group Meeting
Monday 6th July 5.30 pm – 7:00 pm via Microsoft Teams
Attendees:
· Shelby Preston Morris (SPM) – Practice Manager 
· Dr Suzanne Redfern (SR) – GP Partner
· Core Members – DP, JT, JC, MW, JT, SS, SEH
· Apologies – KA, BC, WR, 


	Actions from 23rd March 2026

	Minutes

	Promotion of the PPG group 

	The group discussed ways to improve communication and promote the PPG more effectively. It was agreed that the current PPG noticeboard within the practice needs improvement, as it does not clearly reflect the group’s role or activity.

For the next meeting, it was agreed that “PPG promotion ideas” will be added to the agenda for further discussion. In addition, opportunities to include PPG input in the practice newsletter will be explored.

	Members discussed ways to encourage more patients to join the PPG. 

Suggestions included: 
· Promoting the group in the patient newsletter. 
· Creating a new PPG noticeboard within the practice. 
· Encouraging clinicians and reception staff to mention the PPG during appointments. 
· Considering a mix of face-to-face and Microsoft Teams meetings to improve accessibility. 

SPM will draft promotional material for review before the next meeting.


	Patient survey results 
	PPG members reviewed and discussed survey questions. 

Key outcomes: 
· Retain consistency in questions where possible for comparison over time. 
· Remove or revise irrelevant questions (e.g. telephone booking question). 
· Clarify wording around online triage vs receptionist-assisted forms. 
· Split complex/multi-part questions into simpler ones. 
· Include both yes/no responses and optional comment boxes. 

SPM to: 
· Update survey questions. 

Circulate draft to PPG members via email for feedback before finalisation. 

	


A total of 747 responses were received, almost double the previous year's participation. 
Overall feedback remained very positive, with high satisfaction reported for: 
· Access to appointments. 
· Clinical care. 
· Being listened to and involved in decisions. 

Members suggested adding an optional comments section for patients selecting "Poor" or "Very Poor" responses to better understand areas for improvement.

Agreed to add this to the next patient survey. SPM to explore providers that can accommodate this feature. 


	

	Agenda Item

	Discussion points  
	Minutes/Actions 

	Pauline 
	Pauline has decided to step down from the PPG group due to personal circumstances 

	The group thanked her for her contribution and wished her well. 




	Patient Newsletter Suggestions 
	· Patient Survey Results 
· New starters & current staff
· PPG Group
· GP Registrars 

	The next patient newsletter will include:
· Patient survey results. 
· Introduction to new staff. 
· Information about the PPG and how patients can get involved. 
· Members also suggested including information for carers and updates on practice developments.

Action:
· SS to create a small blurb on how being a carer has affected her, and the useful services that have helped.



	New Starters 
	Rebecca Gilbert – Advanced Nurse Practitioner 
Started 29th June 

Dr Heath – Salaried GP
Starts 10th August 

	The group discussed the new starters. Rebecca is settling into her role well. Dr Heath will join the practice on 10th August, working six sessions per week.

	GP Registrars 
	Two new ST1 starting in August 2026 


	SPM advised the group that the practice had only just been informed that two ST1 GP Registrars will be joining the practice in August 2026. 

MW asked whether patients would be informed that they are ST1 trainees. SPM confirmed they will be introduced to patients as GP Registrars, rather than using the term ST1.


	SEAs
	1. Incorrect inhaler prescribed 
2. Patient collapsed at the bus stop 
3. Child fell over in the waiting room
4. Fridge door unlocked 
5. Docman workflow error
6. Text sent to the wrong patient 
7. Blood pressure flow chart 
8. Urgent radiology 
9. Incorrect information saved 
10. Incorrect number on records

	We had a trend where incorrect information was being saved to the wrong patient's notes. Following this, we implemented a ‘two forms of ID’ process. This applies to all staff. 

SPM carried out an audit 

Audit Summary
· Total records audited: 18 
· Compliant (two forms of ID confirmed): 10/18 (55.6%) 
· Non-compliant (only one identifier confirmed): 8/18 (44.4%) 

By staff group:
· Clinical staff: 12 records reviewed 
· Compliant: 4/12 (33.3%) 
· Non-compliant: 8/12 (66.7%) 

· Non-clinical staff: 6 records reviewed 
· Compliant: 6/6 (100%)

SPM will carry out another audit in two weeks to check if compliance has improved and to make sure the correct process is being followed consistently.


	 


AOB
	Oakley Grange would like to host our next PPG. What are everyone's thoughts? 

	Members agreed to explore holding the next PPG meeting at Oakley Grange. SPM to arrange.

	
	Hand Dryers  

 
	Hand dryers will be installed in practice toilets to reduce maintenance issues and paper towel waste.

	
	Next meeting Monday 28th September?

SPM is on annual leave, can members do 21st instead? 
	Agreed to do a poll for suggested dates in October. SPM to organise.
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Warwick Gates Family Health Centre 



Annual Patient Survey 2026



747 Responses 























				Percentage 		Number  of responses 

		Very Easy		24.12%		179

		Easy		31.40%		233

		Satisfactory 		29.25%		217

		Poor		10.65%		79

		Very 		4.58%		34

















				Percentage 		Number  of responses 

		Very Easy		27.98%		204

		Easy		34.16%		249

		Satisfactory 		28.81%		210

		Poor		7.54%		55

		Very 		2.33%		17

















				Percentage 		Number  of responses 

		Within 30 minutes		9.33%		65

		Within 1 hour		30.70%		214

		Within 3 hours 		19.66%		137

		Same day		32.86%		229

		Next day 		3.87%		27

		No response 		3.59%		25

















				Percentage 		Number  of responses 

		I prefer to complete the form myself online		74.86%		554

		I prefer to telephone reception and have them complete the form for me		25.14%		186

















				Percentage 		Number  of responses 

		YES		88.33%		651

		NO		11.67%		86

















				Percentage 		Number  of responses 

		YES		62.18%		462

		NO		3.63%		27

		SOMETIMES		34.19%		254

















				Percentage 		Number  of responses 

		Always		48.52%		360

		Most of the time		34.50%		256

		Sometimes		13.75%		102

		Rarely		2.29%		17

		Never 		0.94%		7

















				Percentage 		Number  of responses 

		Strongly agree		43.76%		326

		Agree		36.91%		275

		Neither agree nor disagree		11.54%		86

		Disagree		6.98%		52

		Strongly disagree		1.21%		9

















				Percentage 		Number  of responses 

		Always		48.52%		361

		Most of the time		35.48%		264

		Sometimes		12.63%		94

		Rarely		2.42%		18

		Never 		0.94%		7

















				Percentage 		Number  of responses 

		1 – Outstanding		29.26%		218

		2 – Good		46.98%		350

		3 Satisfactory 		15.97%		119

		4 – Poor		5.64%		42

		5 – Inadequate 		2.15%		16







Overall Summary 

Access to the Practice

55.5% of patients found it easy or very easy to contact the practice. 

29.3% rated their experience as satisfactory. 

15.2% found it poor or very poor. 

 

Booking Appointments

62.1% found it easy or very easy to book an appointment. 

28.8% rated the process as satisfactory. 

9.9% reported it was poor or very poor. 

 

Appointment Request Response Times

92.6% received a response on the same day

3.9% received a response the next day

3.6% reported receiving no response 



Online Access

74.9% prefer to complete the online consultation form themselves. 

25.1% would prefer to contact reception by telephone for assistance. 

 

Patient Experience

88.3% said their needs were met. 

83.0% said they are treated with kindness and respect always or most of the time. 

80.7% agreed or strongly agreed that they feel listened to and involved in decisions about their care. 

Overall Rating

76.2% rated their overall experience as Outstanding or Good. 

16.0% rated it as satisfactory. 

7.8% rated it as poor or inadequate. 

A total of 747 patients completed the Annual Patient Survey, providing valuable feedback on their experiences of accessing and using our services. 

Overall, the survey demonstrates high levels of patient satisfaction while identifying areas where we can continue to improve.





Points for Discussion


Do these findings reflect the experiences of patients you speak to? 

What do you think should be the practice's priorities for improving access? 

Are there any barriers that make contacting the practice or booking appointments more difficult? 

How can we continue to support patients who prefer telephone access while expanding digital services? 

Are there any other themes or improvements you think we should focus on over the coming year?
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