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Date/Time: 28.08.2025 1:30pm – 3pm.		      Venue:  Board Room, Riverside Retford

Riverside Attendees: Alison Johnson (AJ), Dr Michael Ho (MTH), Jo Mackenzie-Tomlinson (JMT) Jade Marsh (JM) Jennifer Kirton (JK)
PPG Attendees: (WQ), (KG), (DW), (KH) & (EM). 

Apologies: N/A

Minute Taker: Jade Marsh

	No.
	Minutes

	1. 1.
	Welcome & Introductions
MH opened the meeting by welcoming all attendees and invited introductions from Riverside staff: 

· JMT: Practice Operations Manager
· JK: Senior Receptionist
· JM: Practice Development Manager 
· Dr MTH: Managing GP Partner 
· AJ: Group Practice Manager

PPG members also introduced themselves, sharing their skills and experience.

	2. Practice Update
	Practice Overview
MH provided an overview of the current staffing levels at Riverside, including the number of clinicians and ongoing recruitment efforts for additional GPs. He also discussed some of the broader challenges faced in general practice, particularly the complexities of operating across multiple sites, unlike other practices in Bassetlaw that operate from single locations. As a result, team building has been a major focus for Riverside and has taken years to achieve. MH praised the current team, describing it as the best team he’s ever worked with.

MH reflected on the impact of COVID-19, noting the lasting effects such as increased demand, staff demoralisation, and the departure of many from the NHS. While adapting to new technologies and encouraging patients to use online services has presented challenges, it has also led to greater productivity.

MH also mentioned the strain caused by government proposals, including the recently released 10-year plan, which adds further pressure to keep up with evolving expectations.

Despite these challenges, MH highlighted several positive developments:
· Complaints have significantly reduced over the years. While some still occur, the volume is much lower.
· Routine appointment waits times have improved from six weeks to two weeks.
· Patients with acute needs are seen on the same day.

PPG member queried the roles of the 90 staff members and asked what each person does. AJ mentioned she can provide the PPG with an organogram for them to understand the nature of the practice and how many people it takes to run our services across 4 sites.  

AJ then provided further insight into the structure and operations of the practice:

· The practice serves nearly 24,000 patients across four sites.
· Patient demographics vary across locations, influencing service delivery and staffing needs

PCN
AJ explained what PCNs are – Primary Care Network. 

5 years ago, practices were asked to work together with a combining patient total of 30,000 to deliver additional services to patients. Our PCN is called Retford and Villages Primary Care Network. We are one of 5 along with: 

· Kingfisher Family Practice
· Crown House Surgery
· Tuxford Medical Centre
· North Leverton Surgery

In Bassetlaw there are 2 other PCNs: Larwood and Newgate (each have 30,000 or more patients which is why they are their own PCN.)

Within our PCN we have a range of additional roles including Social Prescribers, Care Coordinators, Cancer Care Support Services, Pharmacists etc. 

Front-Line Team Challenges
JM as operations looks after our front-line team along with its difficulties across 4 sites, last week we had 2 sickness and 2 on annual leave, but we still must carry out our services the best we can.

AJ highlighted the critical role of the front-line team, noting:
· They manage complex patient needs without formal medical training.
· Their depth of knowledge and responsiveness is vital to the practice.

Unfortunately, a minority of patients do not understand the pressures faced by these staff, which has led to some leaving the NHS due to stress.

Clinical Investment
To support demand and improve care:
· The practice has invested in additional doctors.
· There are five Advanced Nurse Practitioners (ANPs) who many focus on same-day and acute care, all holding Master’s degrees. The practice does not employ ANPs below this qualification level.
· We currently have an issue with space with the more clinicians we recruit. We do hope to create a new room at Retford to generate more nursing space. However, the rest of the sites are at full capacity. 

Digital Transformation
· The partners proactively invested in Online Triage before government funding was available.
· Although implementation was quick, it took well over a year for us to settle into this and since then we have significantly improved efficiency and has been an amazing transformation.
· From October, Online Triage will become a mandatory requirement under the new GP contract.
· EM asked if we have good contact with developers. JLM assists with this and will work with developers to get the most out of our systems and provide feedback. There is only so much we can alter on the system ourselves. 
· EM also queried why the service could not be switched on 24/7. JLM/AJ advised it is not safe to do so should an urgent/life-threatening query come through. As soon a request comes in the practice becomes liable. 
· PPG Member asked about IT services. JM answered to say that we do have an outsourced IT provider. We have an engineer assigned to us who we have a good relationship with. There are certain quick fixes Riverside can do but ultimately our IT have the full control. 


DNAs (Did Not Attend)
· EM queried about DNAs and what do we do with the data. AJ confirmed that DNA data is tracked monthly and presented to the partners via a Data Dashboard to discuss strategies going forward.
· Other PPG members agreed that this topic may be suitable for future meetings. 

	3. 2.
	Aims & Objectives of the PPG
AJ outlined the purpose along with the aims and objectives of the PPG.

· Explained this is not a forum for individual complaints (these should be directed to the practice).
· A good PPG will enhance patient experience. This is purely a platform to support practice development, health campaigns, and patient education.

Recruitment
· Ideal PPG size should be between 40–50 members with the size of our practice, though recruitment remains challenging.
· We particularly struggle to recruit younger population. We have tried various methods - virtual groups, reaching out to schools/6th forms but still not joy.
· Ideas are welcome to get more patients to join. 

Meeting Structure
· PPG member asked about what the commitments from the members are from them. AJ explained they have the freedom to decide how these meetings will run. The previous PPG held meetings quarterly, however, it may be beneficial to have them monthly. AJ explained eventually you will create the agendas and invite Riverside members of staff to the meeting. 
· Riverside can take the meeting minutes with advanced notice. This can also be the role of the PPG secretary.

Ideas for Discussions and support from PPG
· Breast Cancer Awareness Event
· Ideas for promoting health education and outreach.
· Potentially explore what other roles could we look at for our patient population? Alongside our Social Prescribers, Care Coordinators, Cancer Care Specialists etc.
· DNAs
· How we can utilise more of our Health Bus. 
· Flu/COVID campaigns

	4. 
	Election of PPG Meeting Chair / Vice Chair
· KH was nominated as Chair by two members.
· EM was nominated as Vice Chair by one member.

· However, final decisions to be confirmed after a few meetings.

	5. 
	Ground Rules
· JMT introduced the information pack and all the contents inside. 
· Lanyards will be required to be worn whilst on site and members must sign in either at the front desk or using the QR code that’s located in on the front desk or in the board room. 
· Members were asked to review and sign the confidentiality form. AJ stressed the importance of confidentiality. Some information may be shared externally, while other details must remain within the practice.

	6. 
	Any Other Business
None raised.

	7. 
	Next Meeting
Date: Monday, 29th September 2025
Time: 1:30 PM – 3:15 PM

Meeting Locations
Meetings can be held at Harworth and Misterton (subject to group size). Gringley is not suitable due to space constraints.
A few members of the Riverside team are happy to car share with PPG members to other sites if needed.

Communication
All members confirmed email as the preferred method of communication rather than WhatsApp.
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