TELDOC
Patient Participation Group
Meeting Wednesday 24™ July 2024 19:00-20:00

Meeting Notes/Actions

Attendees:

Kathryn Mitchell (Chair) PPG Chairperson KM

Elaine Edwards Director of Quality & Governance (Teldoc) EE
Michael Carter PPG Member MC

Tracey Bennett PPG Member TBe

Dr lan Chan (Partner Teldoc) IC

John Rushton PPG Member JR

Terence Hewitt TH

Tom Brettell TBr

Tally Chahal TC

Donna Williams PPG Member (Note taker) DW

Apologies:

Sharon Bennett
Isabella Hodgetts

Item

Subject

Action

Apologies/Introductions
KM welcomed all to the meeting and introductions were made.

Update from Teldoc

Patients requiring appointments can now obtain appointments via
Health Co-Pilot (HCP), which was launched on 22.07.2024. The
system can be accessed via the Teldoc website. It is early days with
areas highlighted for enhancement through use, and improvements
made as and when identified. It will take time for the system to
become embedded and should reduce the need for 8am phone calls.
All requests are triaged by a clinical professional, who allocates
routine/urgent appointments and phone calls on a clinical need basis.
All patient requests will receive a response. To date call handlers have
noticed encouraging signs and feedback on a daily basis to the HCP
team. Patients with no IT access or lack confidence in using IT
services, will be able to access the practice by telephone, where the
call handler will complete and submit the HCP request on their behalf.
The system can be completed easily by proxy. Provision of on the day
appointments versus routine/future appointments within each day’s
allocation is adjusted according to need. Online access is increasing
and phone contact decreasing. Already this is allowing easier
management of in-hours capacity.

GP Patient Survey 2024

The national online patient survey results were reviewed by the group.
The completion rate was only a 26% which is disappointing. Teldoc
have a persistently low uptake to this survey. A higher uptake would
provide a more accurate picture. However, there are areas where the
practice can continue to make effort to improve.

EE




KM/TC/EE

4 Determine PPG Objectives for the next 12 months

e PPG to meet four monthly

e PPG to produce newsletter later this year/early 2025. TC to TC
liaise with Jamie (Teldoc IT) to identify the best format.

e 15 minute pre-meet to continue

e Wednesdays at the same time to continue

e Conduct Patient Survey: PPG to conduct surveys at flu clinics. | KM/EE/TC
KM to liaise with TC/EE regarding survey options, venues and
dates.

e Next meeting November PPG

Volunteer

Patient engagement with the PPG was discussed and it was needed

considered that social media would be the best way forward as the

demographics highlight a young cohort of patients. PPG volunteer

needed to consider options and report back at the next meeting.

62

Any Other Business

a Surgeries

Discussion around surgeries, capacity, and a lack of financial
resources.

b It was highlighted that there is chewing gum under the seats in the
Oakengates surgery. It was also noted that sensitive discussions can EE to

be heard in the corridors by those patients waiting, if the door to the address
consulting room isn’t closed properly.

Next meeting: 27" November 2024



