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Date/Time: Monday 10th November 2025 11am – 12.30pm		      Venue:  Riverside Retford, Boardroom.

Team Members: Jo Mackenzie-Tomlinson (JMT) Jen Kirton (JK) (KH) (WQ) (KG) (MB) (LL) (SL).

Apologies:.

Minute Taker: Jo Mackenzie-Tomlinson.

	No.
	Minutes


	1. 1.
	Welcome
JMT welcomed everyone to the meeting, fresh introductions made by the group to welcome our two new members LL and SL.

	2. 2.
	 KH will chair today’s meeting.

Reviewed minutes from the last meeting everyone happy.

KH started the meeting with a group update on what is a PPG, this was in the format of a handout which was passe round, KH kindly asked the group to read it in their own time due to the meeting being time sensitive KH asked for the group to feedback with any questions, concerns via email or at the next meeting, everyone was happy and in agreeance with this approach.



KH asked if everyone understood the Anima system and how to use it, and if anyone has used it? WQ mentioned that her husband has used Anima and found it very efficient with a same day response, feedback was very positive, LL mentioned also had a very positive experience with a same day response. KG mentioned has experience of using Anima, however, feels the layout is not user friendly for IT illiterate people, KG advised we could do with a need guide in layman’s terms to explain it simply... KG also mentioned the sign off feels quite abrupt and feels some concern that if it says 3 days to get back to you, it may make patients feel anxious if their issue is more urgent, the group discussed this and advised that the system has already RAG rated the request and if problem is urgent the patient will be contacted on the same day.

KH went on to discuss that the first task for the group could be communicating to our patients on how to use Anima, several ideas were mentioned including, using a local community HUB for riverside pt’s we could maybe do a half-day session on how to use Anima, invite pt’s to a chosen location to do a training demo ‘’Anima Road Show’’. KG suggested using pictures in the form of screen shots so pts can see what they are supposed to do when using the system, could we do a step-by-step guide from beginning to end step 1. (photo of screen) Step 2. (photo of screen) etc.… this could be placed on a notice boards, TV screens showing as a demo, handouts that patients can take away.
MB mentioned that he has not used Anima App, it was explained that it isn’t an app, but a link to the Anima System, JK mentioned that you don’t have to download Anima you can go to website and click on link to access it, this could also be added as a demo?
WG mentioned that the TV screen is a very good platform to use for all advertising, KH will do a test through Anima… so can screen shot what it looks like for training guide the request will be titled ‘’TEST PPG’’.


KH discussed how everyone would like to receive the minutes & agenda, is email ok? SL advised that she doesn’t use email, and would it be ok if she could receive them through her daughter’s email account, it was agreed this breaches the confidentiality policy, therefore, WQ kindly offered to collect the minutes for SL in person at the surgery, everyone agreed this would be fine.

KH mentioned the patient triage side of Anima and how it works, KH distributes handout (Triage Tree) to the group which explains what happens once a patient submits their request... KH very keen to roll out the training to our patients, this could go alongside the step by step how to guide.



KH mentions she will add to the next agenda to start the planning for the Anima Road Show event.


MB mentioned complaints and if this is something that the PPG could support, MB issues a handout to the group:




MB mentioned could the PPG support patient complaints by being aware of the themes of complaints coming through, this could support improving the patient experience. 
Questions raised were, should the PPG be parts of the complaints process?
Patient complaints and staff complaints/grievance were mentioned, it was agreed by the group that staff complaints were separate and more private/confidential, however, non-clinical themed complaints could be used by the PPG for improvements.
MB clarified this is not promoting it but feels it should be considered.
KG mentioned that doesn’t feel the PPG needs to be directly involved in complaints but could take themes and see if there is anything we can take to support the practice.
JMT states we can review complaints over a 3-month period and pull-out themes that could be used in the PPG to improve patient experience, the group agrees this would be useful.

WQ mentioned her experiences with members of staff regarding customer service and how some patients don’t appreciate being called ‘’sweetheart’’ or ‘’love’’ etc... JMT advised there is a section in the reception training manual on customer service and using terms of endearment when engaging with patients and will reiterate to the team to be mindful.

KH confirmed that the for the next meeting the agenda will be shorter so we can discuss each topic more in depth, the group agreed with this approach.

SL mentioned if the group could meet in areas where we live rather than the more rural locations i.e. Misterton, Gringley? KH – we need to have a meeting in each of the surgeries so everyone is familiar with each location and gets a feel for each site, WQ mentions that some people are not happy to travel and this can impact on recruiting ne new members who want to join the group but don’t want to travel out of Retford, KH mentioned that we need to have meetings at all sites to create fairness in the group, WQ mentioned that we don’t need monthly meetings as it too much and every 3 months is sufficient, KH mentioned that monthly meetings are necessary while we are getting the PPG off the ground, KG responded with we need to keep our presence felt to recruit more members, JMT advised as the PPG grows and we have more members representing each site i.e. 6 from Misterton 4 from Harworth 10 from Retford.. then we will need to be flexible on locations to make it fair for everyone, also shall we plan the next meeting for December and then discuss further if we need a further meeting in January or go 3 monthly, The group all agreed that the next meeting will be in December at Retford and once the group is established and running with projects, we will plan 3 monthly meetings with potentially 1 in Harworth 1 in Misterton and 2 in Retford.

KH mentioned that we ideally, we need a larger group so on dates not everybody is there we still have a presence.


We discussed what future events the PPG would like to be involved in, the first project being the Anima training (Road Show).

EJK mentioned the events calendar and what is going on in Jan (Cervical Screening Month) Feb, March etc... do the PPG wish to assist to promote any events.

WQ mentioned the Zoe’s law campaign, which is close to her heart, the campaign was started in memory of Zoe Panayi who sadly passed away after a mole as removed but not tested leading to a delay in diagnosis. Zoe’s Law would look to propose change in the UK that would mandate the testing of all removed moles and skin lesions to check for melanoma, regardless of whether they are removed by the NHS, privately, or in a beauty setting. 
WQ also mentioned raising the awareness of eating disorders which isn’t covered enough.
LL mentioned if we had an Autism/ADHD lead in practice, who could talk to schools? JMT to look at possible external service.

JK suggested Anima training is a good one to start with and that pre summer could look at doing a campaign on raising awareness of moles/lesions in recognition of the Zoe’s law campaign. 

KG mentioned that she had noticed the practice notice boards in patient waiting areas were potentially being abused with the advertising of businesses, products, and services companies which shouldn’t be happening and that she had personally removed some from waiting rooms. JMT =advised that external services do come into the practice and leave leaflets/posters etc... on tables and notice boards and the team do their best to remove anything that has not been authorised. KG confirmed the PPG will remove any advertising from brans/services should they be seen.



	3. 4.
	Any Other Business

KG mentioned that the invitation/flyer to join the PPG meeting that the details are too small, it doesn’t say you’re invited, the QR code needs to be smaller with the information to join bigger, the group agreed to keep the patient voicing and join the conversation also the logo/colours are to be kept, the group are happy with all the info to the left side of the leaflet,  the right side make more about your invited, with the QR code at the bottom made smaller, and the invitation part at the top in bigger writing. KH confirmed she will re do the leaflet based on the agreed feedback.

LL asked for some confirmation for patient that are out of area following a conversation with an 84-yr old lady who joined Riverside surgery, the patient was told as an out of area patient you will not be qualified for some services which include a Home Visit. JMT confirmed this is correct due to the time it would take  clinician to travel to the patient conduct a safe consultation and return back to the practice, depending on location it could take several hours or more which impact the number of appointments for our patients, also it is safer for the patient to be registered with a GP surgery local to them.

KH mentioned that she had received feedback from one patient who is new to the Misterton area, and her previous surgery had an open bloods morning once a week for patients to just turn up, the group mentioned this would be difficult to facilitate and usually ends up with a heavy unmanageable footfall.

Actions

JMT > Previous meeting minutes send to Lorraine and Stella.
WQ > Collect printed minutes for Stella, JMT to inform when ready for collection.
JMT > Look at complaint themes that can be used to improve patient experience through the PPG.
KH > Create step by step guide on how to use Anima TV Screens, handouts.
JMT > Look at Autism external services.

	4. 
	Next Meeting

Tuesday 9th December 2025 @ 13.15pm – 14.15pm.
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