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


	MENDIP VALE MEDICAL GROUP PATIENT PARTICIPATION GROUP MEETING 
Wednesday 22nd April 2026, 1:30pm 


	
PPG Attendees
	
Mary Adams     
Janet Beckett 
Linda Brimecome
Sheila Williams
Geoff Matthews 
John Gowar 
Georgie Bigg 
Ruth Crick
Maureen Hutchinson 
Geoff Richardson
Diane Haynes
Richard Hamilton-James 
Sally Burrell
	
Chair 
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 Member (PPL)
PPG Member (PPL)  
PPG Member (PPL)  
PPG Member (Yatton and Congresbury) 
PPG Member (Sunnyside) 
PPG Member (Sunnyside)


	
MVMG Attendees
	
Dr Joanne King
Leigh Vowles 
Andy Carpenter 
Alice Dance
	
GP Partner
North Somerset Divisional Director
Digital Director 
Digital Projects Lead


	
Apologies
	
David Clark
Lois Reed
David Gent
Heather Pitch
Alan Hunt 
Heather Pitch 
Sandra Dunkley 
Clive Harper 
Jane Clarke
	
Managing Partner
Comms and Engagement Manager
PPG Member (PPL) 
PPG Member (PPL) 
PPG Member (PPL) 
PPG Vice Chair & Virtual Chair (PPL Member) 
PPG Member (Riverbank/St Georges) 
PPG Member (Yatton and Congresbury) 
PPG Member (Yatton and Congresbury) 




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/MA 
	Add the processing of Death Certificates to agenda (on pause)
	 

	
	LR 
	Volunteer Driver Article in Patient Newsletter 
	 Complete

	
	LR 
	Dashboard amendments 
	 Complete

	4
	LR
	Arrange meeting with Subgroup and DC and JK
	

	5
	LR
	Email PPG for Digital Subgroup invites
	

	8C
	LR
	The new NHS Contract to be added to the next Agenda
	

	8D
	LR
	Update the complaints and compliments leaflet
	


Minutes:

	Item


	Description
	Action

	1
	Welcome and Minutes of Previous Meeting
· The group welcomed Sally Burrell as new a new member representing Sunnyside surgery
· Apologies from David Clark, Lois Reed, David Gent, Heather Pitch, Alan Hunt, Heather Pitch, Sandra Dunkley, Clive Harper and Jane Clarke
· Minutes of previous meeting were approved as an accurate reflection of the discussion which took place.  Nothing to note from previous meeting.

	

	2 
	Congresbury Surgery 
· HOSC Meeting (12 March): The Health Overview Scrutiny Committee (HOSC) met, and councillors supported the proposed decision to close Congresbury Surgery. 
· PCOG Meeting (14 April): Following HOSC engagement, the proposal progressed to the Primary Care Operations Group (PCOG). Lois Reed is awaiting the outcome on whether the closure will be approved. 
· Latest Update: PCOG raised several queries requiring further clarification. In response, MVMG submitted a summary paper on 6 May. Lois Reed is currently awaiting the final decision.

	

	3
	MVMG Partnership Organisational Structure 
· The PPG subgroup (Patient Survey) requested, as members were unclear about the organisation’s structure. 
· Leigh Vowles delivered a presentation outlining the organisational structure, including the Partnership, Executive Board, Clinical and Functional Leads, and the Partners Operations Team. 
· All Partners within MVMG share equal overall responsibility, while also having designated areas of work or specific surgeries they focus on. 
· Back-office functions, including finance and HR, are overseen by David Clark, Managing Partner and Katie Drew, Operations Director 

	

	4
	MVMG PPG Survey Updates
· On behalf of the PPG Subgroup (Patient Survey), Ruth Crick presented the findings and provided an overview of the report. 
·  AI tools were used to support analysis of survey data. 
· Feedback indicated patients generally report a good standard of care, particularly in clinician appointments. 
· The group identified six key areas for feedback and improvement: 
1. Access to timely and reliable care 
2. Safe and transparent triage 
3. Continuity of care 
4. Digital barriers 
5. Communication
6. Closing the loop
· Next steps: The group will present the report to Dr King and David Clark to support collaborative improvements on patient experience.

	












LR

	5
	Presentation from X-On 
· Andy Carpenter outlined Digital Team work exploring Artificial Intelligence (AI) tools to improve patient access, care navigation, and administration across website and telephone systems.
· Ongoing collaboration with X-on Health is supporting AI-assisted completion of eConsults.
· PPG feedback will be sought to inform implementation of digital developments. 
· X-on Health demonstrated the Surgery Assist system, with attendees trialling a demo version on their own devices.
· Feedback included consideration of the avatar design, tone, and patient perception.
· Next steps: establish a PPG subgroup to support the development and implementation of digital technology initiatives. Please keep an eye out on an email from Lois Reed with further information. 

	








LR


	6
	Virtual PPG Updates – 18th March 2026 
· The meeting was attended by 14 participants, including Jo King, Lois Reed, and Andy Carpenter from MVMG. 
· Surgery Connect/Surgery Assist demonstration formed a key part of the session.
·  A query was raised regarding the complaints policy, with attendees seeking clarification on how complaints are managed and escalated within the organisation. 
· Discussion included concerns regarding meningitis outbreak response and patient safety measures.

	

	7
	2024 Action Plan updates: Dashboard – Telephone and eConsults

Telephone Data: 
· Leigh Vowels outlined the PPG dashboard for telephone, eConsult and Appointment data as seen in Appendix 1. 
· In March patients were left waiting for 2minutes 32 seconds, below the target to answer within 3 minutes. It’s important to note that this includes the preamble message. 
· There was a total of 15, 314 calls made and out of those 12, 984 calls were answered 
· 1,137 patients requested a call back, of which 1,135 were successful. 
· One member reported receiving a callback; however, the phone did not ring long enough for her to answer, and no further contact was made by the surgery. Leigh Vowles confirmed that if a Patient Co-Ordinator is unable to reach a patient, a voicemail message should be left. The reason for the short call could not be confirmed, but possible explanations include connection issues or the call not being allowed to ring for sufficient time.

EConsults:
· It was noted that data presented at the previous meeting covered one week rather than a full month; this has now been corrected.
· In March, a total of 7,129 eConsults were submitted in North Somerset, which was in line with expectations given increased winter pressures. 
· Of these, 99.86% were successfully actioned with an attempt to contact the patient within three working days, equating to 11 cases not meeting this timeframe. 
· One member raised concerns about discrepancies between survey results and the data shared with the PPG. Leigh Vowles clarified that this may stem from confusion between being contacted within three days and having an appointment booked within that timeframe. Where contact attempts are unsuccessful, follow-up is carried out via written communication requesting the patient to get in touch. 

	

	8
	Any Other Business:

A. Chronic Pain Project 
· MVMG has put forward Dr Layzell, GP Partner and Medicines Management Lead to work on a project to build community led services

B. Urine Test
· Urine tests are conducted by the practice dependant on patient symptoms and need.
· Urine tests can be triaged on the Self Health Kiosk in Reception

C. New NHS Contract: To be added to the next Agenda

D. Complaints and Compliments Leaflet
· To be updated and amended on how to submit a compliment 

	









LR

LR

	9
	Date of next meeting:  
· Next Virtual Meeting: Wednesday 20th May at 7pm 
· Next In-person Meeting: Wednesday 17th June at 1:30pm
	


Appendix 1: Dashboard
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