TELDOC

Patient Participation Group (PPG)

Meeting: Wednesday 26" March 2025

Meeting Notes/Actions

Attendees: Kathryn Mitchell (Chair) PPG Chairperson KM
Elaine Edwards Director of Quality & Governance Teldoc EE

Dr Divya Karthikeyan Teldoc Partner DK

Tally Chahal Patient Experience Lead TC

Tom Brettell TB

Donna Williams PPG Member (Notetaker) DW
Jazz Kaur PPG Member JK

Klair Goodier PPG Member KG

Jonathan Lyster-Clayton PPG Member JLC

Apologies: Tracey Bennett

access the technology, so work continues to focus on non-
digital access for patient care. Supportis being provided in
terms of T&W Council/Teldoc digital training drop ins and
device loans allowing patients to familiarise and practice
using the NHS App. A Shropshire and Telford Working Group
are prioritising access for all providing reassurance to
patients, their friends and family.

Specific queries relating to how the demographic for digital
exclusion could be identified, how patients are able to
access the surgery without digital access or those refusing to
use digital access were discussed. Consideration will be
given to utilising pop-up notes enabling easy recognition for
administration staff in identification of this group of patients

Stephen Griffin
Item | Subject Action
1 Informal catch up PPG members None
2 All were welcomed to the meeting and apologies provided. None
3 Teldoc update None
CQC visit has taken place.
Quality system review being undertaken for respiratory, with a
focus on smarter working.
Teldoc working alongside NHS Shropshire and Telford &
Wrekin (T&W) to improve the lives of patients at risk of or
living with diabetes with surveys underway to aid decision-
making relating to local diabetic services.
4 Ways to Improve Access to Care for Vulnerable Patients TB to provide
Whilst Health Co Pilot (HCP) is available to all Teldoc update at next
patients, itis appreciated that not all patients can use or meeting




enabling further support. It was highlighted that friends and
family already have the ability to submit requests on the
patient’s behalf.

Menopause Care

It was highlighted that it was not straightforward getting to
the menopause information on Teldoc website — even by
searching the word menopause. Through discussion it
became apparent that Teldoc have the systems in place, but
direction to these services could be improved. TB to create
an easier digital pathway for patients and promote the help
available locally. In addition, women’s health hubs are under
development locally.

TB to create a
digital pathway

Teldoc Online PPG Patient Survey

DW provided feedback highlighting patients are in general
happy once they reach an appropriate healthcare provider
reporting being listened to, treated with care and concern,
their wellbeing considered, involvement with decision-
making and had confidence and trust in their healthcare
professional.

DW apologised as a copy of the report had not been received
by the Teldoc members of the group.

Relevancy of the data was provided by over 70% of the 2556
patients surveyed having contacted the surgery within the
last 3 months. Only 33% contacted the Practice via online
services. However, Health Co Pilot was identified as being
easier to use than the NHS app.
Reception/telephone/administration staff are usually the first
point of contact for patients with perception of their
helpfulness declining with 20% reporting staff to be either
fairly or very unhelpful. This may well influence the patient’s
entire journey through their visit to Teldoc (if they manage to
get an appointment or advice).

Discussion highlighted that once the day’s appointments had
been used, patients were unable to contact the Practice
online for any other issues. This was frustrating for patients,
who then either had to wait until the next day and try again or
telephone.

KM to circulate
full report to
Teldoc staff
post-meeting

Patient Experience Lead
To be moved to next meeting

Agenda for
next meeting

Any other business
Items to be included on the next agenda.

Next meeting 23 July 2025 at 18:45 - 20:00 at Euston House




