Minutes of PPG Meeting held on Friday 6th March 2026

Attending: Sinead Malloy-Walsh Practice Manager manager) Julia Hall (reception Manager), Dr Kristina, Alan, Loretta, Chris, Rhonda
Apologies – Rosemary, Shelagh

Last minutes distributed with no issues raised other than to explain the purpose of the PPG, how it works, who’s who and a general overview. A special welcome to a new member Loretta and Dr Kristen 
 
1) Amina - the online consultation app offered by the surgery was discussed and its usefulness explained. It was noted that the surgery runs several systems in terms of contacting Queensway (all about giving the patients choice)  and that Anima was probably suited more to those patients who were computer literate, had wifi at home etc. Its benefits: the information provided by the patient expedites a clearer and more informed response. It’s managed by Admin but the onus is on the GP. It’s a good example of Admin working together with the GP to offer an improved and improving service for the patient. 
 
2) EMMA - a new AI system being introduced gradually as from 12th March onwards, initially for a short period to monitor how, what, where, why, ie: ironing out any glitches. Emma is a telephone system that has the ability to answer unlimited calls, respond and provide a way forward for the patient. It should eliminate long queues on the phone. NB - there will be a need for volunteers to evaluate and gather patient thoughts on how they are finding EMMA, using a question and answer type questionnaire. Potential date for this is towards the end of April 
 
3) One question from the group was why are there so many systems in place and the simple answer is that the patient has to have choice to determine what best meets their needs and dropping into the surgery will still be an option 
 
4) Blood tests - the NHS app or the surgery’s system online can be accessed to find the results of your blood test without a need to phone the surgery. However if there is a need to follow up a result the patient will get a text or phone call. If unsure always get in touch with the surgery 
 
5) Missed appts - a major concern as it’s wasting every ones time and preventing  someone who needs an appt to miss out and wasting the valuable time of the GP  A letter now goes out to anyone missing 3 appts warning them that they can be removed from the practice should this be repeated.The surgery also recognised the need to take stock and look at how it manages cancellations ie: how easy is it for the patient to cancel and is it always picked up by Admin in time. 
 
6) Chris asked if Healthwatch could come in to the surgery and it was agreed that yes that would be really good. Chris to give them Julia’s email. 
 
            Thanks to all who attended 
 
 
 
 
 
 
