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PATIENT PARTICIPATION GROUP MINUTES
(Practice colleagues and PPG members joint meeting)
Friday 17 July 2026 @ 2.00PM
Venue: Sydenham House Medical Centre

Attendees - Sydenham House Group; Dr Shah, Natasha Carter (Practice Manager) and Alison Stacey (Service Delivery Manager),
Attendees – PPG Member; John May (Chair), Carol Boorman (Secretary), Colin Hulland-Kemp, Delene Alouane, Heather and Charles Slater, Jenny Carroll, Michael French and Roberto Geonzon.
Apologies Practice Member; Dr Chinni (GP Partner).
Apologies PPG Member; Terry Bush and Adrienne Lowing.

1. Welcome and Introductions; John May welcomed attendees and introductions were made.

2. Apologies as above.

3. Minutes of meeting on 17 July 2026 discussed and agreed. 

4. Sojan Joseph Q & A. John informed the meeting that Sojan Joseph had sent his apologies, as he is unable to attend this meeting, however, hopes to attend the next one in October.

5. Update of Practice Website – Colin Hulland-Kemp.

a. Colin noted that the ‘missed appointments’ figures were published on the 13 April however, May and June data was missing and the figure published on 6 July, obviously did not include July’s numbers.  
Action: Natasha to chase updated figures.
b. Data Protection policy review date should read April 2028 and not 2026.  As at 17.8.26 it reads correctly.
c. The website includes the fax number as a method of communication (which is obsolete) and does not mention electronic communication.
Action: Natasha to address removal of fax machine details from the website. 
d. The practice is not taking part in the Covid campaign however details on the website can be found regarding vaccinations.
Natasha reported that a new website provider for the practice is being sought, however errors currently on the website, will be addressed by the provider in situ.
Action:  Natasha will continue to liaise with Colin regarding any website errors and address these with the web provider.

6. Practice Update - Dr Shah and Natasha, Practice Manager.

Natasha (PM) and Dr Shah informed the meeting of the following.

a. Clarification requested regarding the practice’s former statement that no complaints were received since October 2025 with reference to patients not able to access appointments.
Members reiterated this is surprising as many patients prefer a face-to-face consultation.  Natasha said that any patients the clinicians feel they need to see face to face after receiving their e-consult will be seen.  Natasha also advised that any patient who is unable to do an e-consult can ring or present themselves at the front desk and the receptionist/care navigator will complete their e-consult form on their behalf.
Natasha reported that as of 1 June the practice received 1,098 calls and the longest wait time was 16 minutes.  The meeting agreed this was a vast improvement on previous months.  The majority of patients now use e-consult to contact the practice.

b. Natasha informed the meeting that the practice is considering stopping the monthly Saturday Clinics, due to lack of attendance.

Members accepted that if the Saturday clinic was not being utilised, it is a waste of resources however, it is hoped that if the decision is made to stop running them for the time being, they will be reinstated during the winter months when patient need is increased. There were also discussions regarding patients not always being made aware that attending a monthly Saturday clinic would be an option.  Members suggested that a recorded message on the telephone system would be 
helpful for those patients that do not have access to the website.

It was also suggested that front of house (reception/care navigators) should share the dates of the Saturday clinics when speaking to patients.

Action: Natasha to investigate the possibility of having a recorded message on the telephone regarding the Saturday clinic and to advise receptionists/care navigators to inform patients of the clinic dates.

Dr Shah commented that when he and other clinicians are not seeing patients in clinic, they are still exceptionally busy, i.e. dealing with correspondence received from acute services (Hospital and Urgent Treatment Centres) regarding patient attendance, as well as checking and addressing test results, contacting patients when required etc. 

A patient member shared that they had requested (via e-consult) a GP call back and specifically asked that the call would be at the end of their working day and this was not done.  Natasha said she would investigate.

Action: Natasha to investigate the call back issue with the patient.


c. Members asked if there is any indication of how many of the practice patients attended the acute services (hospitals and UTCs) and would there be a method of collating numbers, as there are concerns that patients are attending the urgent care facilities because they are unable to see their GP. 
Natasha and Dr Shah said that the acute services and the practice do not have the resources to collate the data.  
Natasha advised the meeting that a ‘Veno’ machine has been purchased by the practice to support the health of their asthma patients.

7. Update of the Training Workshop for patients – John May
John reported that the First Aid Awareness training was a great success.  There were six attendees and two trainers.
Future training events will be held on a Friday afternoon (dates to be agreed) which will include subjects such as ‘Time to think and future care planning’ (Pilgrims Hospice – end of life), Mental Health, support with diabetes, asthma etc.  
8. Any Other Business
John shared that he had recently attended the local collective PPG meeting of Chairpersons and the Chair of the meeting (Chair of the New Hayesbank Surgery PPG) offered to support the NHS IT Lead. It is not clear if the IT Lead has accepted the offer (at the time of these minutes being typed).

Venue, Date and Time of next PPG Meetings;

Patient only PPG meeting (for agenda setting)
Sydenham House Practice, Friday 2 October 2026 @ 2pm.
PPG (Practice and PPG members) 
Sydenham House Practice, Friday 16 October 2026 @ 2pm.
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