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PPG MEETING AGENDA 

SATURDAY 27TH OCTOBER 2018  

12PM – 1:30PM 

NO: TOPIC PRESENTER TIME 

1. Coordinate My Care (CMC) palliative care ICM Dr Shamtir  

2. e-Consultation Amal Shantir  

3. Patient’s On-line Access for Appointments/Prescriptions Amal Shantir  

4. Arrival Kiosk Amal Shantir 
and Dr Shantir 

 

5. Practice Patient Survey – Results Discussed Amal Shantir 
and Dr Shantir 

 

 END   
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WHAT IS THE ROLE OF THE PATIENT PARTICIPATION GROUP? 
 
The patient participation group consists of patients 
who wish to be involved in the local practice whilst 
taking an active role in developing local health 
services. 
 
The purpose of the group is to facilitate patients 
and the practice staff working together to share 
ideas, to help improve the services offered at the 
practice in addition to sourcing out any local 
community services that would help enhance 
aspects of the patient's lives. 

 

The group will also have the responsibility of helping patients to take more accountability for 
their own health, the group also offers an avenue for patients to have a say in how services 
are planned, developed and evaluated to foster a good working relationship with the 
practice staff and GP's. 

WHAT DOES A PATIENT PARTICIPATION GROUP DO? 
 

 Helps improve on the experience of attending the surgery 

 Helps the practice decide on overall service priorities 

 Helps bring the attention of practice staff, the practice perspective of the level and 

standard of the services provided 

 Acts as a channel is communicating to patients 

o How changes in the NHS will affect service provision  

o Information on the help available, support groups and networks 

 Helps patients understand more about the medical conditions/problems 

 Helps improve patients overall experience of the practice 

WHY SET UP A PPG? 
Research tells us that effective engagement with patients; 

 Improves quality of care and patient satisfaction 
 Encourages patients as proactive partners rather than passive recipients of care 
 Improves concordance with treatment 
 Improves health outcomes 
 Informs effective targeting of resources, saving time and money 
 Is rewarding for professionals and improves relationships. 
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WHO ARE THE MEMBERS OF THE PATIENT PARTICIPATION 

GROUP? 
The group will comprise of; 

 Chair Person 

 Secretary 

 Treasurer (if fundraising is involved) 

 Carer (s) 

 Group members (patients from across the surgery representing the practice 

population)  

 GP 

 Practice Manager 

 Nurse 

WHAT THE PATIENT PARTICIPATION GROUP IS NOT ABOUT 
The group will not deal with personal medical issues of individual patient complaints as there 

is already an existing procedure to handle such matters. 

WHAT CAN ALL PATIENTS DO TO HELP THE PATIENT 

PARTICIPATION GROUP? 
The patient participation group's effectiveness is engineering the mutual working together of 

both patients and the practice staff to achieve a common goal in the provision of the best 

possible service. 

To achieve this end will require patients communicating with the group and practice staff as 

a whole. 

ABOUT THE PRACTICE 
The practice is family run with; 

 5 doctors (Dr D Shantir, Dr P Khanna, Dr Choudary; Dr Shazia Rafiq; Dr Prediba 

 1 Community Pharmacist (Aaron Binning) 

 1 Practice Manager (Amal Shantir) 

 1 Health Care Assistant (J Kelneryte) 

 2 nurses (J Chavenesse; Miss Roberts) 

 5 receptionists  

  



PPG MEETING OCTOBER 2018 
 

Dr Shantir’s Practice Page 5 of 12 
 

PRACTICE PERFORMANCE 
Every practice in the UK has to produce a report based on patient feedback; this feedback is 

collected in a number of ways; 

PATIENT QUESTIONNAIRES 
Once a year, each practice produces a questionnaire and this questionnaire is used to 

measure patient feedback.  At this practice, the questionnaires are collated and inputted into 

an online survey service called Survey Monkey, which is only accessible by the practice 

manager and website developer.  

The results of the survey are then transferred into table and graph form and form part of a 

contractual requirement set by NHS England. 

From one week in October, the practice manager and reception staff handed out 

approximately 60 questionnaires to their patients, a total of 26 were returned. The results 

are as follows; 
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DR SHANTIR PRACTICE 
FOREST ROAD MEDICAL CENTER 

WALTHAMSTOW, LONDON  
E17 5JL 

PATIENT PARTICIPATION GROUP (PPG) MEETING MINUTES 

 

SATURDAY 27TH OCTOBER 2018 
FROM 12PM – 1:30PM 

 
HOSTS: 

 Dr D Shantir (Principle General Practitioner) 
 Mrs A. Shantir (Practice Manager) 
 Saima Ahmedzai Admin/Receptionist) 

 
NO. PRESENT NO. APOLOGIES 

1 Charles Chute 1 Grace Fagan 

2 Everette Peter 2 G. Georgieva 

3 Peters Stanton 3 Janet Anderson 

4 Linda Stanton 4 David Anderson 

5 Zahoor Hussain 5 Abdelkrim Sekkar 

6 Nissa Hussain  6 Norman Blackwood 

7 Mia Gitay 7 Zahid Ali 

8 Carole Edwards   

9 Arthur Edwards   

10 Yusef Shantir   
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MEETING AGENDA:  

 Coordinate My Care (CMC) Palliative Care ICM 
 E-Consultation 
 Patient on-line access for appointments & order prescriptions  

 Arrival Kiosk 
 Practice Patients survey 

 

1. COORDINATE MY CARE (CMC) PALLIATIVE CARE ICM 

Dr. Shantir explained to the group the role of the practice to identify patients who are 
under this category. The care involves multidisciplinary services; D/N, social services, 
physiotherapy & ICM. Some patients were not aware of the ICM service and this was 
explained in detail. It was suggested by the Health Analytics that there are 195 patients 
with features to be under the care of ICM services. The practice identifies only 16 
patients who should be considered for the ICM services, the rest are unsuitable. 

2. E-CONSULTATION  
This is a new system in which the patient can direct queries to the practice GP on line 
and a GP will respond with the appropriate advice on line; answer the queries, suggest 
medication, or to make an appointment to see the GP or Nurse, or reassure with 
explanation. The software is planned to be installed in our computer by November. The 
patients will be informed in due course.  

3. PATIENTS ONLINE ACCESS FOR APPOINTMENT & ORDER 

PRESCRIPTIONS 
The 1st part (booking appointments online) has been active for some time but under 
used, the patients were encouraged to use this service. 

The 2nd part is new (order prescription online). This service should be used to avoid the 
pharmacists routine orders for prescriptions regardless of the patients need for some 
items on not, consequently the patients will have piles of some medications they don’t 
need or use.  

4. ARRIVAL KIOSK  
The practice has applied for the 3rd time to have this box installed or adding our practice 
name to the kiosk box in the medical centre which belong to the other practice. The box 
will make it easier for patients to arrive themselves rather than waiting to see the 
receptionists to inform them about arrival. This will save time for patients.  

  



PPG MEETING OCTOBER 2018 
 

Dr Shantir’s Practice Page 8 of 12 
 

5. PRACTICE PATIENTS SURVEY  

We conducted the patient satisfaction survey during the last week of September 2018. 
This questionnaire was given to sixty patients and the feedback was received from 26 
patients only. The result of the questionnaire was given to the PPG group in the meeting 
who were in agreement with the results of the practice and happy with the report. 

Some of the members have highlighted the comments written by some of the patients 
for example; they were happy with the staff as they are equipped with the knowledge to 
help with their needs, especially the receptionist is first point of contact.  Some people 
even said “Staff listen to any queries and always have a solution for it” and ‘Thank you 
for providing a choice of doctors – male/female”. 

Also the services we provide such as, the new respiratory and diabetic reviews, NHS 
health checks, CKD reviews as well as, the good cooperation with the integrated care 
team (ICM) as part of hospital avoidance scheme.  

There are other options available to the patients such as the patient online services, as 
patients have said the “Appointment booking system is organised”. Another option is the 
out of hour’s service for covering the weekends 8am to 8pm and Thursday afternoon 
from 12:30pm.  

A few patients have added that “we obtain appointments when we need one’, this is just 
a few of the comments that patients have said about this practice, as a conclusion it has 
been agreed there is an overall improvement in the different services as the PPG 
members noted. 

ACTION PLAN: 

 Some older patients have highlighted their doubt about accessing services online 
such as blood test, appointments, prescription on My GP App.  We have assured 
them that staffs have been instructed to give full support and written instruction will 
be given to them. 

 Some patients have said that they prefer the old way of walking in and taking a 
ticket for one’s appointment.  As we have changed our service to no longer taking 
walk-ins we try and help with any query they need and also have other options 
available such as, the Out of Hours Service, nominating their pharmacies to order 
and collect their prescriptions for them to save time and make it more convenient, 
also we still have the walk in service to book appointments. 

 We have increased the number of staff who answers the telephones at peak times 
like early morning from 8:00am – 10:00am and 3:00pm-5:00pm to give patients 
better access. 

 The surgery has joined the new program called Quickstart aiming to re-organise and 
improve performance in our practice to free people to be able to process activities in 
a faster and more prompt way. 

 Practice manager to contact the CCG IT department to facilitate the providing of the 
arrival kiosk, of the practice for quicker access for patients arrivals to free 
receptionist to answer more phones and serve more patients promptly.  
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PRACTICE PATIENT SURVEY – RESULTS DISCUSSED 
 

 

 

 

 

 

0 5 10 15 20 25 

Less than 6 month 

1 year 

More than 1 year 

When did you last attend you GP 
surgery? 

When did you last attend 
you GP surgery? 

0 5 10 15 20 

Male 

Female 

Transgender 

What gender best describes you? 

What gender best 
describes you? 

0 2 4 6 8 10 

0-15 Years 

16-24 Years 

25-34 Years 

35-44 Years 

45-54 Years 

55-64 Years 

65-74 Years 

75 Years and over 

What age group are you? 

What age group are you? 
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0 5 10 15 20 25 

1-3 Days 
1 Week 

More than 1 week 

How long do you have to wait for non 
urgent appoinment? 

How long do you have to 
wait for non urgent 
appoinment? 

0 5 10 15 20 25 

Yes 

No 

Don’t know 

Are you aware of patient online 
services? 

Are you aware of patient 
online services? 

0 5 10 15 20 25 

Yes 

Don’t know 

Are you aware of the availability of 
out of hours services? 

Are you aware of the 
availability of out of hours 
services? 

0 5 10 15 20 

Excellent  

Good 

Fair 

Poor 

what are your impressions of our 
nursing services? 

what are your impressions 
of our nursing services? 
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0 5 10 15 20 

Excellent  

Good 

Fair 

Poor 

What are your impressions of our GP 
services? 

What are your impressions 
of our GP services? 

0 5 10 15 

Excellent  

Fair 

What is your feedback, from personal 
experiences, of our reception and 

staff? 

What is your feedback, 
from personal 
experiences, of our 
reception and staff? 
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PUBLICATION OF PPG AND OTHER DOCUMENTS  
Both the practice and the patient are able to access PPG and other documents via the 

website, our NHS Choices page and information from our notice boards. 

 

IMPORTANT LINKS 
 Our practice website - http://www.drshantirpractice.co.uk/ 

 Our NHS Choices profile page 

http://www.nhs.uk/Services/GP/Overview/DefaultView.aspx?id=44750 
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