PPG Meeting Summary - Friday 19th September 2025
Introductions
Emma Simpson (ES) opened the meeting and welcomed attendees, including Dr Balachandran (PB), GP Partner, and Anabel Slater (AS), PPG Lead. It was noted that meetings are informal, open, and intended to encourage constructive criticism in a supportive environment. Serious complaints should continue to be submitted via email in line with the practice complaints process.
Attendees were provided with copies of the PPG action plan and surgery assist data. ES reminded members to ensure that car registration details had been recorded.
Purpose of the PPG
ES outlined the group’s purpose: to provide updates from the practice, agree an action plan, and hold the practice accountable. While not all actions can always be delivered, reasons will always be shared. The aim is to demonstrate that feedback is valued and acted upon.
In addition to these quarterly meetings, the coffee group hosted by PPG Chair Jane Harbour before and after each session continues to generate ideas, many of which are added to the practice action list. Momentum is building, and the PPG is increasingly branching out into wider community initiatives.
Practice Updates
· New staff: Dr Rosie Green has joined as a salaried GP (Monday, Wednesday, Friday). Dr George Williams joins as a GP trainee (all days except Thursday). Olivia joins as medical secretary, and Fran as receptionist.
· Staff changes: Rebecca Hall (phlebotomist) has left to train as a midwife but remains on the bank. Tina (receptionist) has moved on. Jane will retire in November and will be succeeded by Donna Boarer as healthcare assistant.
· These changes reflect colleagues pursuing new opportunities rather than issues within the practice.
The practice mailing list reaches around 450 patients with updates linking to the website.
System Connect – Digital Access
The practice has now replaced eConsult with Systm Connect, a more integrated and user-friendly portal linked to SystmOne. Through this, patients can request medication, seek administrative support, or raise routine/non-urgent health queries. Urgent matters must still be phoned through.
· Medication requests are available 24/7.
· Other requests can be submitted Monday–Friday, 8am–6:30pm.
The NHS App is being promoted for test results and medical record access. Digital tools aim to reduce the morning phone rush, leaving phone lines clearer for those who most need them.
The practice also now uses Olive, a digital assistant on the website that signposts patients to online support and is being developed into an interactive tool. Early feedback shows it has already saved around one day of workload.
Community Support – Citizens Advice
The Citizens Advice Energy Team will be in the waiting room on 27th October, 9:30am–1pm, offering free advice on bills, meters, carbon monoxide awareness, and supplier complaints, with onward referral to specialists for complex cases.
Patient Feedback
The national GP Patient Survey ranked Orchid House in the top five practices in Dorset, with 94% positive responses. While recognising the challenges and pressures of daily practice, staff are pleased that patient experiences reflect the team’s efforts. Full results will be shared with these minutes.
Communication and Mail
Due to reduced use of second-class post, the practice is moving towards digital communication where possible. Patients are encouraged to ensure contact details (mobile and email) are up to date to avoid missed appointment notifications.
PPG Name
At the last meeting, patients were asked if they would prefer a new name for the group. Feedback strongly supported retaining the term Patient Participation Group (PPG), as it is now well recognised. The name will remain unchanged unless future feedback suggests otherwise.
Receptionist Calls and Results
ES shared feedback from the coffee group regarding the role of receptionists in communicating results or messages from clinicians. While feedback was largely positive, some patients had questions about why receptionists, rather than doctors, deliver clinical information.
Key points explained:
· Seven clinicians at the surgery each request blood tests or other investigations for different reasons (routine medication reviews, special tests, or in-consultation findings).
· Clinicians handle results differently:
· Urgent or concerning results – patient is contacted directly by the clinician.
· Borderline results – receptionists may contact patients to book a repeat test.
· Positive results for infections or minor abnormalities – receptionists may relay instructions, such as starting antibiotics.
· Normal results – patients can view via the NHS App or phone the surgery if desired for routine appointments.
· Cholesterol or similar routine results may be communicated via reception, with routine follow-up discussion with a GP if requested.
· Patients who are uncomfortable or have concerns about any result received from a receptionist are encouraged to book a routine call or appointment with a GP directly.
Volunteer Driver Scheme
Updates were provided on the practice’s volunteer driver service:
· The scheme is running smoothly, with positive patient feedback.
· Ana, the coordinator, manages calls and WhatsApp messages from patients, organizes trips, and contributes significantly to the scheme’s operation.
· Recruitment of additional drivers continues to meet increasing demand. New promotional banners and materials will be installed in the practice to attract more drivers.
Community Engagement and Local Support Services
The PPG is exploring ways to expand into the wider community and develop a directory of local services for patient signposting. Recent collaboration with Hannah Hobbs, a Ferndown counsellor, highlighted the breadth of available support:
· Baby Bank: Free clothing and equipment up to age three.
· Benefit Support: Assistance with PIP, attendance allowance, blue badge applications, and housing.
· Medication Bank: Over-the-counter items for financially struggling patients.
· Food Bank: Open twice weekly without vouchers.
· Community Volunteer Opportunities: Assistance needed for food collection (Friday and Saturday), shopping services, and befriending schemes for isolated individuals.
Hannah also coordinates Christmas Centre Sacks for children in local schools and seeks donations or sponsorship from local businesses.
The PPG aims to build a symbiotic relationship with these community services:
· Patients interested in volunteering or community support can be signposted to Hannah.
· The PPG may participate in community events and host information stalls to share practice services and promote patient involvement.
For more information on the Ferndown Community Services please visit: www.ferndowncommunitysupport.org.uk or get in touch by emailing: info@ferndowncommunitysupport.org.uk or calling 01202 936121
The location is: 
Rear of Ferndown Day Centre
Library Road
Ferndown, Dorset BH22 9JP

PPG Coffee Group Update
The coffee groups were launched in March, initially with three participants, and the fourth meeting was held this week (Tuesday). Fourteen people had indicated they would attend, but due to roadworks in Ferndown, nine participants were able to join. The group continues to be a comfortable, vibrant, and enthusiastic space, with engagement improving over time.
Future meetings are open to all. Interested participants can leave their email on slips of paper provided, and invitations will be sent out for the next session, scheduled for 14th October. The social prescriber will also be attending this session, enhancing the support available.
PPG Board in the Surgery
The PPG board, now installed in the waiting area, is updated shortly before each PPG meeting to provide up-to-date information while remaining accessible as a hard copy. This has been popular with both staff and patients. One notable example of impact: a patient saw information on the board about help with blue badge applications and successfully accessed support through the local library, which reported positively on the effectiveness of this communication.
Patients are encouraged to submit questions or suggestions for the board via email to ES or Anabel, ensuring ongoing community engagement and information sharing.
Focus of the Recent Coffee Group
The main topic at the recent meeting was loneliness and isolation. The discussion explored:
· How the surgery identifies patients experiencing loneliness or isolation.
· How the practice and social prescriber can provide support.
· Ways in which the PPG and coffee group can share information and ensure patients are aware of available resources.
David, a member of the coffee group, facilitated the discussion and guided participants through the conversation.
Discussion: Carers and Loneliness
The discussion highlighted how much support is available to non-professional carers and individuals experiencing loneliness, which is often not widely known.
Support for Carers
· The Carers section on the surgery website provides information for non-professional carers—people caring for family members or friends. This includes:
· Names and contact details of relevant agencies.
· Dorset Carer’s Handbook and local support groups (e.g., Oakley Friends, Dorset Carer’s Support Group).
· Carers are encouraged to complete a form at the surgery or contact agencies directly to access support.
· Recognition and emotional support are vital; carers benefit from encouragement from friends, neighbours, or professionals.
Case Examples
· A friend of the speaker, aged 85, was caring for his wife with dementia and nearly required external care. Support from family, neighbours, and the GP was crucial in providing respite and guidance.
· Another example discussed was of an older woman living alone after moving to the area, highlighting the challenges of isolation for people not currently caring for anyone.
Carers Clinics and Proactive Support
· New carers, whether paid or unpaid, are identified through registration forms.
· The practice’s carers lead sends out information packs and liaises with Carer Support Dorset to arrange carers clinics.
· Clinics include a “carer MOT,” reviewing what support the individual needs.
Support for New Patients
· All new patients are contacted via text or phone call to offer:
· A routine GP appointment within six months.
· Record review for outstanding immunisations.
· Lifestyle support (e.g., weight management, smoking cessation, alcohol reduction).
· These appointments are currently being offered within a few weeks for new patients.
Addressing Loneliness Beyond Carers
· Many people live alone and do not have caregiving responsibilities; these individuals can be harder to reach.
· The PPG aims to identify ways to connect with socially isolated patients, including building a directory of local support services in both hard copy and digital formats.
· Community collaboration (e.g., with social prescribers, counsellors, and volunteer networks) will help ensure awareness and access to resources.
Key Points from Discussion
· Men and others may be reluctant to admit when they need help.
· Support can be practical (respite, advice) or emotional (recognition, companionship).
· Proactive identification and clear communication are essential in ensuring carers and socially isolated individuals receive the support they need.
Practice Approach
· GPs monitor patients for signs of isolation and mental health concerns and refer to social prescribers (e.g., Chris or Claire) when appropriate.
· Social prescribers can:
· Conduct home visits.
· Connect patients with local clubs, social groups, or hobbies based on individual interests.
· Provide up to one hour of dedicated support, allowing more personalised guidance than the limited time in a GP consultation.
Community Initiatives
· Coffee mornings and social activities are available at various local venues, including:
· King’s Park
· Hyacinth House
· Parley Place
· Heathlands Care Home 
· Seasonal initiatives, such as free Christmas dinners, are also promoted.
· Information about these opportunities is shared via:
· Surgery social media channels
· Reception team briefings, allowing staff to signpost patients when they call the surgery.
Digital Tools: Olive AI and NHS App
The discussion focused on patient experiences with the practice’s digital tools, including the Olive AI assistant and the NHS App.
Olive AI
· One patient noted that Olive can feel intrusive and that the tool’s efficiency depends on the user learning its “language” to ask questions effectively.
· The technology is recognised as work in progress, with the need for patient patience and adjustment while the system continues to develop.
NHS App
· Currently, 62% of patients are registered for the NHS App, with a target of 75%, indicating room for improvement.
· Younger patients are less likely to engage with the app as they rarely attend the surgery and may be reluctant to install another app.
· Strategies discussed to increase uptake include:
· Displaying information on TV screens in the waiting area.
· Using vaccination clinics (e.g., COVID or flu) as opportunities to encourage patients to download the NHS while they are waiting for a single service.
· It was emphasised that education and awareness are key to helping patients use digital tools effectively, which can save doctors’ time and improve patient access to their health information.

PPG Action Plan Updates- please see the action plan attached to the email. 

Closing Remarks
· The Chair thanked attendees for their time and contributions.
· Patients are encouraged to continue providing feedback via email, in person, or through the PPG channels.
· The meeting emphasised the ongoing commitment of the surgery and PPG to listen, act on feedback, and improve patient services.
