PPG MINUTES


	Peak and Dales Medical Partnership 
	Patient Participation Group MINUTES

	Meeting Date:
	22/09/2026

	Meeting Location/Time:
	Bakewell Surgery
18:30pm – 19:30pm

	Facilitator:
	Dr Peter Williams (GP partner), Courteney Shimwell (Reception Manager), Holly Wood (Quality and Secretarial Manager), Kerry Martin (Practice Director)

	Minute Taker:
	Holly Wood



	Minute Items
	Time Allocated 
	Action by Whom
	Date to be Actioned By

	1
	Welcome, Introductions and Apologies
Dr Peter Williams welcomed everyone to the PPG and explained the Agenda.
	5 MINS
	N/A
	N/A

	2
	EMMA – AI-powered Assistant
Kerry explained that the practice is required to respond to all calls and cannot ask patients to call back at 8:00am the following morning. 
A presentation was shown explaining what EMMA is, how the system works, and how it will support call handling.
Questions and answers
· How does EMMA work? The process was demonstrated during the presentation.
· How long has the system been in use? EMMA has been operating for several years.
· Can EMMA be switched off? Yes. If it is switched off, the reception team will answer calls in the usual way.
· How are vulnerable patients supported? A VIP/bypass list will allow identified vulnerable patients to be routed directly to a receptionist rather than through EMMA.
· When will EMMA be introduced? Approximately five weeks after all required paperwork has been completed.
· Does EMMA diagnose patients? No. EMMA directs and triages calls; it does not provide diagnoses.
· Are calls recorded? Yes, all calls handled through EMMA are recorded.

Holly highlighted concerns that EMMA might replace the reception team. She confirmed that this is not the intention. EMMA is expected to create capacity for reception staff to focus on other work and reduce the risk of errors.
Attendees asked what would happen if a patient did not understand what artificial intelligence is. Kerry is preparing governance information and patient communications to explain the system. Posters will be displayed because the practice has a legal requirement to tell patients that artificial intelligence is being used. Peter noted that the practice already uses artificial intelligence systems and that these are NHS-vetted and have undergone the necessary checks.
Some clinicians already use Heidi during consultations. Heidi is an artificial intelligence platform currently funded for clinicians across Derbyshire. Patients will always be asked for permission before it is used at the start of a consultation. The platform records the consultation and produces a written draft for the clinician.
Peter reassured that clinicians check the artificial intelligence-generated consultation note before it is added to the patient record. 
Not all doctors at the surgery use Heidi, but it can be particularly helpful for doctors with dyslexia and can save clinical time. It is not intended as a cost-saving measure.
	20 MINS
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	3
	Triage
Walk-in requests - 

It was explained that patients who attend without an appointment will be asked to complete a triage form. If they are unable to complete it independently, reception staff will assist. Receptionists are trained to complete/fill out these forms for you. 
All patient triage submissions must be acknowledged by 6:30pm on the same day.
An attendee reported that this process had not been followed in their case and that they had been turned away without being offered an appointment. Courteney agreed to discuss the matter with the reception team.
An attendee also asked why a doctor could not see a walk-in patient where the issue was expected to take only a short time. Peter explained that doctors and other clinicians work to set clinic schedules and appointment times, so patients cannot simply be fitted in. Appointments are limited to 15 minutes, including the administrative time needed to complete referrals, request scans and undertake related follow-up work.
The practice currently offers a combination of pre-bookable appointments, triage slots and same-day appointments. Discussions have taken place about moving to a full-triage model, but any change will be introduced through a transitional process.
	20 MINS
	








Reception Management Team
	








As soon as possible

	4
	House Keeping
· It was confirmed that Tideswell Surgery is not closing. The waiting room and reception area have recently been redecorated following flooding and in response to feedback at the previous Tideswell PPG meeting 17/02/2026 that the surgery was looking 'tired.'

· The car park wall At Bakewell Surgery damaged by a vehicle has not yet been repaired. Peter mentioned the possibility of a metal rail being installed along the wall to help prevent similar incidents in future.
	5 MINS
	
	

	5
	Other Administrative Items
· The practice has welcomed Dr Newton as a new GP partner. Dr Newton has worked at the practice as a GP for some time and has now joined the partnership alongside Dr Williams and Dr Willis.
· Jackie Beech, Care Coordinator, is supporting housebound patients, including through home visits.
· The carers group will continue. The next sessions are scheduled for 15 October 2026 and 19 November 2026.
· Kerry suggested that the practice might host a craft group. Holly agreed to help set this up.

Future PPG Meetings and Promotion - 
It was discussed whether future PPG meetings should be held during the daytime rather than in the evening, particularly as the darker and colder winter months approach. Those present agreed that daytime meetings would be preferable. 
Current promotion includes Facebook posts, other local Facebook groups, notices in Bakewell and Tideswell surgery waiting rooms, the practices Newsletter, practice website and at the Co-op stores in Tideswell and Bakewell. Library and town hall noticeboards will also be considered. 
An attendee queried whether people may have been removing the PPG poster from the Bakewell Co-op to take away due to interest, reducing its effectiveness; the placement and format of this poster will be reviewed.
Dates for future meetings will be confirmed.

NHS Patient List Cleansing -
Kerry raised NHS patient list cleansing, also known as patient list validation or reconciliation. This process checks GP registration lists so that records remain accurate, and patients are registered with the appropriate practice. Where Primary Care Support England receives returned mail or a patient does not respond to a request to confirm their details, an FP69 flag may be applied to the patient’s Personal Demographics Service record and sent to the practice.
Once these flags have been applied, the practice has three months to verify the patient’s address or registration details before an adult patient may be removed from the list. Patients who receive a Primary Care Support England letter can confirm or update their address using the relevant PCSE patient form. Prompt responses help prevent inappropriate removal and protect continuity of care, screening invitations and accurate practice funding.

Medical Records and Consultation Questions - 
An attendee reported that, during a consultation, the doctor had been unable to locate certain information immediately in the medical record and had asked questions such as whether the patient had recently had an ECG and when their last scan had taken place. The patient was concerned that the doctor should already know this information.
Peter clarified that patients are not expected to remember this information. In many cases, clinicians ask these questions while reflecting back and confirming the patient’s past medical history.
	10 MINS
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