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Mendip Vale Medical Group
Your Health, Your Care, Your Medical Group


	MENDIP VALE MEDICAL GROUP PATIENT PARTICIPATION GROUP MEETING
Wednesday 10th December 2025, 1:30pm


	
PPG Attendees
	
Mary Adams    
Sandra Dunkley
Janet Beckett
Linda Brimecome
Sheila Williams
Geoff Matthews
John Gowar
Ruth Crick
Heather Pitch
Diane Haynes
Alan Hunt
Barry Blakley
 
	
Chair
PPG Member (Riverbank/St Georges)
PPG Member (Riverbank/St Georges)
PPG Member (Riverbank/St Georges)
PPG Member (Riverbank/St Georges)
PPG Member (PPL)
PPG Member (PPL)
PPG Member (PPL)
PPG Vice Chair and Virtual Chair (PPL Member)
PPG Member (Yatton and Congresbury)
PPG Member (Yatton and Congresbury)
PPG Member (Yatton and Congresbury)


	
MVMG Attendees
	
Dr Joanne King
Lois Reed 

	
North Somerset Divisional Director
Comms and Engagement Manager 


	
Apologies
	
David Clark
Leigh Vowles
Georgie Bigg
David Gent
Maureen Hutchinson
Clive Harper
Joe Norman
Tim Evans

	
Managing Partner
North Somerset Divisional Director
PPG Member (PPL)
PPG Member (PPL)
PPG Member (PPL
PPG Member (Yatton and Congresbury)
PPG Member (Yatton and Congresbury)
PPG Member (Riverbank/St Georges)




Action Points Summary

	Item
	Action Taken By

	Action Description
	Completion Note

	
	LR/MA 
	eConsult to remain on future agendas
	

	
	AD
	Telephone monthly updates to be circulated
	

	
	DC
	Updates on Congresbury 
	

	
	LR 
	Virtual meeting on next agenda
	

	
	SP
	eConsult Feedback
	

	
	LR/ DG 
	Review text sent to patients
	

	
	LR
	Reinstate three-day reminder for Virtual Meeting
Confidentiality rules in email
	Continuous

	
	LR/MA
	Add the processing of Death Certificates to agenda in Feb
	

	
	LR
	Volunteer Driver Article in Patient Newsletter
	

	
	LR 
	Item on MVMG KPIs
	

	
	LR
	Dashboard amendments
	




Minutes:

	Item


	Description
	Action

	1
	Apologies
David Clark, Leigh Vowles, David Gent, Maureen Hutchinson, Clive Harper, Joe Norman, Tim Evans

	

	3
	Virtual PPG Updates – 26th November 2025
Heather Pitch gave an overview on the latest virtual PPG meeting held on the 26th  November. Heather noted that there were15 attendees with a couple new members which was great to see. 

· Public sessions at Congresbury: It was noted that public drop-in sessions have recently taken place at the Congresbury site. Feedback gathered will contribute to ongoing discussions about the site's future.
· Future of the Congresbury surgery site: An update was provided on the recent consultation meetings. Transport concerns were raised by attendees. Impact assessments will be reviewed by the HOSC Scrutiny Panel on 11 December, with a final decision expected in early 2026. The possibility of using the Congresbury site as a Community Hub was positively received.
· Access to personal records: Progress has been made on improving access to personal medical records. Clarification was provided that Patient Coordinators do have access to patient records, but only within tightly controlled permissions. Certain areas are restricted, and any attempt to access information beyond their role triggers an alert and may lead to disciplinary action.
· Confidentiality Agreement: The final version of the Confidentiality Agreement was presented for signature by both PPG members and Mendip Vale. Several Virtual PPG members reported they had not yet received their copy.
· eConsult use for admin queries: Members raised concerns about the clarity of the first page of eConsult and difficulties submitting simple administrative requests. It was suggested that a straightforward admin-issue form would help. 
· Communication from Mendip Vale: Good communication was highlighted as essential. The group suggested regular PPG oversight of communication, particularly around the three ways to book appointments and the differences between routine and urgent requests.
Further discussion took place during the in-person meeting, focusing on the definition of routine and urgent appointments. Diane Haynes suggested that it may be beneficial to amend the terminology to ‘medically urgent’ and to incorporate this distinction into the patient survey report.
· AI telephone system: An update was provided on the exploration of an AI telephone system. This remains at a very early stage and is not yet in use at other surgeries. The Digital Team will share updates with the PPG as the work progresses.
· Monitoring admin response times: A question was asked about whether admin enquiry responses are monitored in the same way as appointment requests. It was proposed that this indicator be added to regular PPG reporting. David Clark confirmed that MVMG monitors more than 100 KPIs, including administrative turnaround times, correspondence processing and insurance forms. He is happy to share these spreadsheets with the PPG.
Dr King queried which KPIs the group wished to monitor, noting that the practice tracks over 200 KPIs across both clinical and administrative functions. The group agreed to focus on operational KPIs relating to key administrative areas, including prescriptions, reports, records, telephone services, eConsult, and secretarial functions which Lois Reed will add to a future meeting.
· Congresbury Carers transport support: Congresbury Carers have requested help with publicity for volunteer drivers. MVMG has not yet been formally approached, and strict regulations may limit the assistance that can be provided.
· Annual patient survey: Strong progress was noted, with over 3,000 responses received in October. A results review meeting is scheduled for 9 December.
· Complaints report: Surgeries are preparing individual complaints reports. So far in 2025, 74 complaints have been logged, with 34 upheld.
· Future of HealthWatch: A query was raised about whether HealthWatch is being abolished. It was confirmed that its national structure is being wound down, with local services now provided through the Healthcare Forum.
· Waiting room usage and appointments: Members noted that waiting rooms often appear empty despite difficulties securing appointments. It was explained that empty waiting rooms typically indicate clinics are running to time.
· Self-check-in at Langford: Langford remains the only surgery where the self-check-in system is not functioning and is currently awaiting an upgrade. Other sites are operating normally. 
Dr King provided an update on the software on behalf of Andy Carpenter, advising that the practice is currently awaiting a confirmed delivery date. As this is a brand-new product, approval from the clinical system EMIS was required before access could be granted; this approval has now been completed. To help expedite implementation, the practice will be undertaking the installation in-house.
· Continuity of care: Concerns were raised regarding continuity for patients with long-term conditions. The PPG expressed the importance of addressing this and will explore options, such as allowing patients to indicate on eConsult if they wish to see their usual doctor.
· Request for future presentation: Members suggested inviting the Severnside Integrated Urgent Care Service to present at an upcoming PPG meeting.
Feedback following the virtual meeting raised concerns regarding the confidentiality of patient discussions when members are in shared spaces where conversations could be overheard by members of the public. Heather Pitch suggested that a clause should be included in the confidentiality agreement signed by both in-person and virtual members stating to wear headphones if sharing a room with others and to also state this in the meeting emails. 
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	4
	Minutes of Previous Meeting 22nd October Accuracy
Minutes of previous meeting were approved as an accurate reflection of the discussion which took place.  Nothing to note from previous meeting.

	

	5
	Congresbury Surgery
 Lois Reed explained that on 10 November, the HOSC panel held an initial virtual meeting with members of the ICB, herself, and David. This meeting provided an opportunity for councillors to raise questions regarding the impact of the temporary closure on patients and the wider community, including concerns relating specifically to transport.
The practice is now awaiting a follow-up meeting with ICB representatives in order to produce a written report addressing the outstanding questions. Once this has been submitted, it will be confirmed whether a further HOSC meeting, open to the public, is required before progressing to PCOG for a final decision.

Mary Adams noted that Public HOSC meetings are a valuable opportunity for members of the community to ask questions and raise concerns directly.

	












	6. 
	PPG Satisfaction Survey
Ruth Crick provided an update on the patient satisfaction survey, which closed on 3 November. A total of 3,005 surveys were completed, including approximately 1,500 free-text responses. Lois Reed reviewed the quantitative data, while Ruth explained that an AI tool was used to analyse a sample of free-text responses from Question 19. This analysis helped generate an initial understanding of key themes and illustrative patient examples, as outlined in Appendix 1.

Ruth further explained that the subgroup met on 25th November to discuss the proposed next steps. The group agreed that additional time was needed to interpret the data fully and proposed holding an off-site workshop to agree the findings, review progress since last year, and compare results across surgeries, prior to the next PPG meeting.

Ruth went on to explain that the next step would be to analyse the feedback and translate it into actions, identifying how the PPG can support both the practice and patients. This was highlighted as a collaborative process.

John Gowar was pleased to note that the initial results included complimentary feedback for teams and individuals and felt that this should also be reflected within the final report.
 
It was agreed that an article should be included in the patient newsletter to thank all participants and outline the next steps in the process. Ruth Crick agreed to draft the proposed content.

The following results across the years in reflective of the areas the group monitor include: 

	
	2023
	2024
	2025

	Reponses

	1,031 
	946
	3,005

	Response Time: contacted within 3 working days

	38%
	63%
	66%

	Follow Up: patients who did not need to follow up after three working days 

	47%
	66%
	Question not asked

	Quality of Care
	59% 
	64%
	82.98% 

	Level of satisfaction to book an appointment

	28% good or above
	40% good or above
	Question not asked

	Reception service

	38% good or above
	55% good or above
	85% good or above

	Communication

	44% good or above
	55% good or above
	Question not asked




	

	7
	Action Plan update
Lois Reed outlined the main points from the dashboard documents (Appendix 2). Overall trends show that telephone statistics decreased from October (15,213) to November (13,259), which is reflected in call answer times remaining within three minutes. Lois highlighted that the greatest test for the phone system will be over the next eight weeks, particularly in January, when demand is expected to increase and we can make comparison on how well we have done within the last year as we make comparisons to 2025.  
The eConsult levels are a replication trend on what is happening with the telephone data, with less Consult and more by patients than on the patient’s behalf. We received an average 1,193 eConsults in November, with the majority of eConsults submitted on a Monday.
The group noted that they would like the dashboard to have consistent sorting and to have the previous months on display for the DNA, telephone appointments, face to face appointments and total duty appointments. Lois Reed will feed this back to the digital team and make the necessary adjustments.  
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	8
	PPG Member Review
Mary Adams advised that each December the group reviews the Terms of Reference and membership status. She confirmed that over the past few weeks she has been contacting members to ask whether they wish to continue or step down from the PPG.

Mary provided updates on members who have confirmed they would like to step down from the in-person group due to other commitments: Joe Norman, David Miller, and Roger Daniels. The group expressed thanks for their contribution during 2025 and welcomed them to attend the virtual meetings should they wish to remain involved.

Mary explained that, as the majority of those stepping down are Sunnyside representatives, a recruitment drive may be required to ensure balanced representation across all sites.

The group reviewed and agreed the Terms of Reference. They also agreed to continue with the current day and time for both the in-person and virtual meetings.

The group elected Mary Adams to continue as Chair for 2026.

The group discussed proposals to further promote the PPG, including advertising on waiting room TV screens.

Lois Reed asked for feedback on whether Bristol members could be invited to the virtual meetings. Due to the number of members on the Bristol PPG and low uptake of the Friday lunchtime virtual meetings, engagement has been challenging. Combining the virtual groups was suggested as an opportunity to increase participation and capture views from across the MVMG patch. 
The group would like to reflect on this before deciding at the next meeting. 

For those who haven’t signed a confidentiality agreement to please sign and hand back the form to Lois Reed. Lois Reed confirmed that she would create a digital confidentiality agreement for Virtual and in-person Members to sign. 
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	7.
	Any Other Business:

a. How to use eConsult Communications 
Ruth Crick wanted clarification on resources available to support patients to use eConsult. Ruth Crick confirmed that she would be happy to create some supportive communications for Patients Supporting Patients in a regular newsletter article. 

b. X-On Phone Demonstration 
Dr King requested whether it would be possible to arrange a demonstration as on one of the groups to go through the new proposed telephone updates which uses Surgery Assistant AI to support patient enquiries. The group agreed they would like to add this to the agenda and invite them to the group. 

c. Wrington Healthcare Engagement Event
Geoff Matthews provided an update on the Wrington Healthcare Event, held in collaboration with Mendip Vale, Wrington Pharmacy, and All Saints Church, which offered patients an opportunity to ask questions about local services. Geoff noted that the event was successful and provided valuable learning from the sessions. Due to the limited capacity of the church, attendance was restricted, but with volunteers serving tea and coffee, the event also served as a social gathering for the community. Geoff Matthews expressed his thanks to David Gent and the volunteers at All Saints Church for their hospitality.

Mary Adams has proposed hosting a similar event in Congresbury at St Andrews Church, following the same model as the Wrington Healthcare Event.
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	8.
	Date of next PPG and Virtual Meetings

· Date of next Virtual Meeting: 21st January 2026 
· Date of next In-Person Meeting: 11th February 2026

2026 Meeting Dates: 

	Virtual Meetings
	In person meetings

	· 18th March 
· 20th May 
· 15th July 
· 16th September 
· 18th November
	· 22nd April 
· 17th June 
· 19th August 
· 21st October 
· 16th December
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