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Patient Participation Group (PPG) Meeting Minutes
Date: 16th June 2026
Chair: Judith Worthington (PPG Member)
Minutes: Helen Morris (Operations Manager)

1. Apologies
· Barbara and Alice sent apologies
2. Acceptance of Previous Minutes and Matters Arising
The notes from the meeting held on 10th March 2026 were accepted as an accurate record.
Matters Arising
Members asked for an update regarding the Queen Charlotte Street site (BS1).
Tom advised that:
· The site is not in use due to staffing challenges, poor working conditions, and concerns regarding the suitability of the premises.
· BVM continues discussions with the landlord regarding
terminating the contract on the building.
3. Practice Manager briefing – Tom Clarke
Appointment Activity
Tom presented quarterly activity data covering March to May 2026.
Key highlights included:
· 43,311 appointments offered over the three-month period.
· An average of 640 appointments per day.
· 39,817 appointments booked.
· DNA rate remained stable at 5.5%.
Tom advised that compared with the previous financial year, BVM had delivered approximately 10,000 additional appointments, representing a significant increase in capacity.
Telephone Performance
During the period:
· 31,213 telephone calls were received.
· 18,496 calls were answered.
· 12,717 calls were abandoned.
· Average wait time was 7 minutes 5 seconds.
· 
Members discussed the increase in call waiting times compared with previous years. Tom explained that whilst call volumes have remained relatively stable, the significant increase in Klinik submissions has changed how Care Coordinator time is utilised.
Appointment Booking Methods
Members noted:
· 85% of appointments continue to be requested through Klinik.
· 15% are booked by telephone or at reception.
· 29,018 Klinik submissions were received during the reporting period.
· Patient satisfaction with Klinik remains high at 86%.
A discussion took place regarding digital inclusion and whether the high proportion of online requests accurately reflected the whole patient population.
Members highlighted the importance of ensuring patients who are less confident with technology continue to have alternative routes into the practice.
Suggestions included:
· Further promotion of digital support sessions.
· Working with local organisations such as the Tobacco Factory digital inclusion project.
· Exploring opportunities for patient education and support around accessing services online.
Friends and Family Feedback
Feedback remained consistently positive:
· 82% of respondents rated their experience as "Very Good".
· 10–11% rated their experience as "Good".
Tom reminded members that Friends and Family feedback relates primarily to patients' experiences following appointments rather than access to appointments.
Complaints
The practice received 36 complaints during the quarter, identical to the same period last year.
Breakdown:
· 11 upheld
· 9 partially upheld
· 17 not upheld
· 
Tom highlighted those overall complaints for the full year had reduced significantly from 158 complaints in 2024/25 to 121 complaints in 2025/26.

Members discussed complaint themes, with access continuing to be a key area, although complaints relating to access had reduced considerably compared with the previous year.
Premises Improvements
Tom updated members on ongoing estate developments.
Marksbury Road
· Additional clinical rooms created during the previous financial year are now fully operational.
· Further expansion plans remain under consideration but are dependent on securing funding.
Reception Redesign Programme
The practice is reviewing reception layouts across all sites to improve efficiency and patient flow.
Proposals include:
· Dedicated reception staff for face-to-face enquiries.
· Separate workspace for staff handling telephone calls and Klinik submissions.
· Improved privacy for patients.
· Better use of existing space.
Members particularly welcomed proposals to improve privacy at Southville, where conversations at reception can currently be overheard from the waiting area.
Staffing Update
Tom reported:
Nursing Team
· One permanent nurse due to start at the end of June.
· One fixed-term nurse due to start in September to support maternity leave cover.
· Recruitment continues following a further nursing resignation.
GP Workforce
· Four GPs have joined since the previous meeting.
· However, further departures and maternity leave will result in approximately 13 GP sessions being lost.
· This equates to approximately 260 appointments.
Tom explained that GP recruitment remains challenging nationally and that newly qualified GPs often experience a significant adjustment when moving from training into substantive roles.
Additional Clinical Roles
Members discussed the increasing role of:
· Clinical pharmacists
· Advanced practitioners
· Paramedics
Tom advised that these roles help manage urgent and minor illness demand, allowing GPs to focus on increasingly complex clinical work.
Spring COVID Booster Programme
The practice delivered approximately 1,500 vaccinations during the spring campaign.
Tom reported this represented a strong outcome despite lower uptake nationally.

4. AOB
Staff Satisfaction Survey
Pat raised the possibility of the PPG supporting a staff satisfaction survey. She highlighted the link between staff wellbeing and patient experience and suggested that understanding staff views could help identify opportunities for improvement.
Tom confirmed that staff surveys are undertaken by the practice and welcomed input from the PPG regarding potential questions or areas of focus. Barbara agreed to share some draft ideas for consideration, which will be reviewed and discussed further at a future meeting.
Klinik Review and User Experience
Members referred to discussions from a previous meeting regarding the usability of Klinik and suggested that a dedicated future session would be beneficial.
Members felt there had been considerable discussion previously around:
· The language used within Klinik forms.
· Accessibility for different patient groups.
· Women's health pathways.
· Ease of navigation.
· Overall patient experience.

It was agreed that obtaining patient feedback on the language and usability of Klinik would be valuable and could help inform future developments and improvements.
Tom welcomed the suggestion and agreed that a future agenda item focusing specifically on the patient experience of Klinik would be worthwhile.
Future PPG Chair Arrangements
Members briefly discussed the ongoing need to appoint a substantive PPG Chair.
Judith reminded members that whilst arrangements were currently working well, consideration should be given to the longer-term leadership of the group.
It was agreed that the role of Chair would be included as a discussion item at a future meeting to allow members to consider options for succession planning and ongoing governance arrangements.
Future Meeting Times
Members discussed attendance at PPG meetings and whether current meeting times were accessible to the widest possible range of members.
Views were mixed, with some members preferring evening meetings due to work commitments and others finding daytime meetings easier to attend.
It was agreed that a short survey would be circulated alongside the minutes to gather feedback on preferred meeting times. This information would be used to help plan future meetings and maximise participation.



5. Patient Facing and Digital Proposals – James Ingham
James presented an overview of several major digital transformation projects being considered by the practice.
AI Telephone support
James outlined proposals to enhance the existing telephone system with an NHS-accredited AI-supported platform.
Potential benefits include:
· Calls answered immediately.
· Integration with EMIS.
· Automated appointment management.
· Translation into multiple languages.
· Improved accessibility.
· Reduced waiting times.
Members asked a number of questions regarding:
· Patient safety.
· Vulnerable patients.
· Learning disabilities.
· Mental health concerns.
· Responsibility and liability.
· Ability to speak to a real person.
James explained that:
· The system is NHS accredited.
· Patients can request a human operator.
· Vulnerable patients can be bypassed directly to staff.
· Additional safeguards are built into the platform.
Several members expressed cautious support but requested opportunities to test the system before implementation.
James agreed to explore creating a demonstration environment for PPG members.
James confirmed that he will reach out directly to a practices already using the technology, and discuss how it was going, especially for patients. There is recognition that providers are less commercially motivated to share such insights.

Future Online Consultation Platform
James outlined plans to review alternatives to Klinik when the current contract expires.
The leading option is currently Accurx.
Potential advantages include:
· Better integration with EMIS.
· Improved image handling.
· Reduced duplication.
· Simpler patient forms.
· Enhanced communication functionality.
Members stressed the importance of:
· Ease of use.
· Accessibility.
· Staggering major changes to avoid overwhelming patients.
· Ensuring adequate support and communication during implementation.
Reception Model Changes
James explained proposals to redesign reception services across BVM sites.
The aim is to:
· Improve telephone access.
· Increase efficiency.
· Ensure staff resources are directed to the areas of greatest demand.
Members generally supported the proposals while emphasising the importance of maintaining a visible and welcoming reception service.
Google Reviews and Patient Feedback
James briefly discussed plans to improve BVM's online presence and encourage greater use of Google Reviews as a feedback mechanism.
Members recognised that online reviews do not always reflect the wider patient experience and welcomed efforts to present a more balanced picture.


6. Forward Dates of meetings
Tuesday 8th September 2026
Tuesday 8th December 2026
 

7. Meeting Close
The meeting closed with thanks to all attendees for their contributions.

· 
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