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Patient Participation Group
    Draft Minutes of meeting held on 27 January, 2025 6.30 pm – 8.00pm at Lonsdale Medical Centre.
    The meeting was held in the ground floor meeting space and the LMC team kindly provided refreshments.

Attendees
Chair: Deborah Unger
Core Group: Robin Sharp, Keith Anderson, 
Members: Cristina Avery, Chris Barker, Nick Burstin, Louise Cooper, Bill Davis, John deSouza, Chris Gunn, Lavinia Higginson, Ann Kenton Barker, Rita Legros, Archie Lenson, Donal MacCraith, Maggie Linford, Judy Wilcox, Francesca Wrottesley
LMG: Dr Daniel Dietch (DD) Partner, Dr Alexandra Panagoulas (AP) Partner, Michelle Reilly (MR) Practice Manager
Apologies: Nicola Brindley, Gill Calvert, John Knight, Jenny Morgan, Chris Morphet, Jacqui Paton, Paul Sommerfeld

The meeting started with a welcome from the Chair and introductions. 
Deborah Unger then took a moment to remember Victoria Secretan, a member of the core group from many years, who died in December. Victoria was a wonderful person, a staunch supporter of LMG and a co-founder of the Welcome Wednesday Café where she arranged speakers and told stories herself. She will be greatly missed.
Dr Dietch shared some good news: Dr. Simon Read is back part-time at the Practice. We wished him well on his return.

Open patient discussion:

Topics: repeat prescriptions and how best to get appointments using the various on-line options.

Patients are unclear about the procedures and windows for repeat prescriptions particularly if they are going away for several weeks/months. Dr. Panagoulas said that it should be possible for patients to get advance repeat prescriptions (even though some Apps such as Patient Access designed to help get prescriptions are not letting patients ask for them ahead or leave comments explaining the need.
The bottom line was that the best app to use for prescriptions is the NHS App which is available at the App Store online - and there is a button to press to register for it on the LMG website too. Dr. Panagoulas reminded patients that some medications are restricted and that it can take more than 3 days to get an advance repeat prescription approved - so to ask for it early if necessary. Patient Access apparently doesn’t allow this so the advice is to call the Practice or use the NHS app. The better patients understand the rules, the less hassle there will be for the LMG team. We were reminded it’s important to have Notifications switched on – so we are alerted when a new message comes in. 

In effect, Dr. Dietch and Dr. Panagoulas encouraged patients to use the NHS app and to switch from the others that are available to make things simpler. Dr. Dietch said though that asking at reception or calling are still available for those who are not comfortable with the App.

The NHS app also saves money on texts to patients. Lonsdale are well within budget for texts, but if they go over their allowance it will be costly. 

Using the online form to deal with medical issues and get appointments
Dr. Panagoulas refers to this as triage. This is not a word used on the website so it was clarified that the triage system refers to how the Practice deals with requests for appointments either in person, by phone or online. Lonsdale have a senior doctor available to review all requests. The Practice gets about 220 a day. This system appears to be working well, and most patients get a response on the day, often a same-day appointment if needed, or a call-back. 

Same Day Access Survey promoted by the ICB:
Dr. Dietch and Dr. Panagoulas stated that they are not in favour of the external hub system that was proposed last year where calls are diverted to non-clinical staff to assess same-day access. The system now developed at Lonsdale ensures that a trained doctor assesses each patient’s request. 

(Robin Sharp and Deborah Unger confirmed that they would be attending an ICB event on Feb. 6 to discuss the results of the recent patient same day access engagement process and make these comments known. They were also very concerned that less than 1% of Brent patients had responded to the NW London access questionnaire, compared with c.10% in Hillingdon and Hounslow. The explanation must lie in the way that Primary Care Networks had communicated with patients – Practices had had no say.)

Practice Update
There are three new ‘Resident’ doctors who will do between 4-12 months with the Practice as part of their training. They are fully qualified.

Two new part-time receptionists have also started.

Dr. Dietch reiterated the importance of continuity of care and, though there are many new doctors at the Practice, said that the sharing of health records ensures this is as good as possible even if patients don’t see the same doctor for each appointment.

The Ipsos Patient survey was briefly discussed. A new one is due out soon, administered by NHS England. Dr. Panagoulas talked about the improvement in patient reviews on Google Reviews. The Practice now has a cumulative score of 3.7 stars (out of 5) - up from below 2 stars just 6 months ago. 

Chris Barker updated on the explainer video he is helping to produce (previously with Victoria). They were in touch with a prestigious team of film makers who were ready to help. The script is with the Partners to review and hopefully approve. 

AOB: 
Robin Sharp brought up the bad news that the start of St. Mary’s Hospital rebuilding is now put off until 2039, with finish in the early 2040s!  The CEO Tim Orchard had courageously spoken out publicly to deplore this outcome. We will think of joining forces with other patient groups to lobby for a rethink. Everyone knows the hospital is in very bad shape – parts are literally Dickensian.

The next meeting would be in May. Date tbc
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