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   SBHC Patient Participation Group (PPG)
   Action Plan/Tracker – May 2026 (UPDATED AT PPG MEETING)                                        
     See Appendix for Acronyms (with hyperlinks)


	   
    
Date
	
What is the issue you have identified?
	
Where is the evidence?
	
What will you do about it?
	                          What can’t you do and why?
	
How will you know it has been successful?
	How will it improve the experience of the wider community?
	                               Who will 
lead the project?
	                  
Completion date
         
	

PPG ACTIONS/
DECISIONS

	Nov 2026
	
                
	
	
	
	
	
	
	
	Review Patient Feedback Surveys/
Complaints

	Aug 2026
	
	
	
	
	
	
	
	
	Review annual complaints data

	May 2026
	No time to discuss at May PPG meeting – push back to August meeting?
	
	
	
	PREVIOUS PPG SUGGESTIONS: Free First Aid courses run by St John’s Ambulance
Add CPR/choking video to playlist of waiting room TV
Communicate CPR courses in Village Hall           
	
	




             
	
	Request a presentation, eg from Devon Carers, Dementia Support, Mental Health, etc.? Days/Timings?

	May 2026
	The PPG offered a member to sit on future recruitment panels for staff at the Health Centre
	
	
	
	
	
	Practice Manager
	ongoing
	

	May 2026
	The PPG offered member support, re: the mock CQC Inspection planned for June
	
	
	
	
	
                 
	  Practice Manager/
Chair         
	August 2026
	

      

	May 2026
	Consider flagging clients who may need support in communicat-ing their medical needs               
	Patient Feedback         
	
	
	
	
	Practice Manager
	August 2026              
	

	May 2026
	  Members suggested some information on ‘who to call when’ would be helpful for patients.      
	   Patient Feedback          
	
	
	
	
	Practice Manager
	August 2026              
	

	May 2026
	 Concerns that the reception team are ‘tri-aging’ patients                
	Patient feedback after the meeting          
	Health Centre to provide clarification on the training /role of the reception team in prioritising appointments
	


	
	
	Practice Manager
	August 2026              
	

	April 2026          
	An opportunity for the Dementia Alliance to visit the Health Centre to ensure it is Dementia Friendly     
	Request from the Parish Council
	Invite the Dementia Alliance to assess the Health Centre for Dementia Friendly Signage             
	
	  A Dementia Alliance visit has taken place and any recommendations implemented
	To ensure a consistent approach throughout the village, re: dementia friendly signage
	Practice Manager/
Chair
	   Update: August 2026
	PPG to monitor implementation                

	March 2026        
	  Geographical representat-ion of the PPG is limited           
	Observat-ion by a PPG Member
	Targetted recruitment by the Chair and Health Centre
	
	More PPG Members from outside South Brent/representatives recruited from each catchment area

	Helps to ensure more patients are represented
	Practice Manager/
Chair
	Nov 2026
	Two Members have been recruited from Ivybridge since the March Meeting           

	July 2025
	SMS booking links: limited availability – waits of up to 4 weeks to book an appointment
	Patient Feedback
	A call to reception will result in a shorter wait time.
 NB an error in the Health Centre’s  settings on the NHS APP has been identified. This meant many appointments were not showing as available to book. This has now been corrected
	Limited by how far the rota is on the system.
 Abtrace (new recall system) may allow bookings to go further back than 4 weeks.                   
	Patient satisfied by waiting time for appointments      



	 Ease of access, re: timely appointments               
	Practice Manager
	May 2026      
	PPG AGREED ACTION COMPLETED

	July 2025
	Functionality of the NHS APP                 
	Patient Feedback
	APP training and support is available from the Health Centre
1:1 appoint-ments can be booked in advance
	NB Controlled centrally so cannot alter locally in a bespoke way
	High uptake and use of the NHS App
             
	Easier access for patients to request items and complete admin tasks when the surgery is closed
	Practice Manager
	Ongoing monitoring by the PPG (standing item)
	PPG Member has suggested possibility of doing some outreach training to specific community groups           

	July 2025
	Lack of continuity in clinician care
	Patient Feedback              
	All clinicians can access comprehen-sive patient notes and clinicians have slots that they can book for follow up appointments if needed
	Limited availability of each clinician
	Number of complaints received
	PPG to help communicate challenges around this, re: limited availability of each clinician vs patient demand            
	PPG  Members
	 
	PPG AGREED ACTION COMPLETED

	
July 2025
	
No info about temporary Registrar/F2 staff
	
Patient Feedback 
	
Share info on noticeboard/
waiting room TV
	
N/A         
                      
	
Patients are less resistant to see these trainees
	
Familiarity with staff changes at the Health Centre
	Practice Manager
	
	PPG AGREED ACTION COMPLETED

	July 2025
	Limited use of SBHC Facebook Page
	Patient Feedback
	Advertise PPG meeting on this page 
	N/A      
	Advert for PPG to be shared on Facebook page prior to each meeting
	Ensures wider community is aware of PPG meeting times
	Digital Lead
	May 2026
	PPG AGREED ACTION COMPLETED

	March 2025
	 Missed appoint-ments*
	The % of missed appoint-ments is advertised on TV screens in the waiting room and updated monthly 
	SMS text reminders  are sent 18-24 hours before a booked appointment
	The SMS text reminder system cannot send a reminder 4 hours before an appointment. 
	A reduction in missed appointments
  Last month the Health Centre had 95 missed appointments
	Better use of limited resources             
	Digital Lead
	May 2026
	PPG AGREED ACTION COMPLETED
NB PPG to be notified if the Health Centre becomes concerned about the number of missed appointments

	March 2025
	*There are no text reminders if appointments are booked through the NHS APP      
	Patient Feedback
	The NHS APP is controlled centrally and not linked to SBHC’s text reminder service – other practices around the country have also reported this issue, but it has not yet been address-ed by NHS Digital (the confusion caused by repeat reminders has also been nationally reported)
	Is it possible for NHS app appointments to lead to a manual text reminder being sent via SBHC systems?
Responsed: This would create an extra administrative burden onthe Health Centre Instead patients can set up their own reminder via the App by choosing the option ‘add to calendar’.
	A reduction in missed appointments




	Better use of limited resources             
	Digital Lead to investigate?
	May 2026
	PPG AGREED ACTION COMPLETED

	 May 2024        
	Gatekeeping of appoint-ments by reception team
	Patients are now asked the reason for their appoint-ments                
	Improve communi-cations of why this is necessary, eg less wasted appoint-ments and double bookings              
	Provide appointments on demand due to limited resources
	Less wasted appointments and double bookings                        
	Patients are seen by the correct clinician the first time and ensure best use of limited resources
	Practice Manager
	May 2026
	PPG AGREED ACTION COMPLETED




    APPENDIX: ACRONYMS WITH HYPERLINKS TO MORE INFORMATION
   
	SBHC
	 South Brent Health Centre

	PPG
	 Patient Participation Group

	SD&T PCN
	 South Dartmoor & Totnes Primary Care Network

	SMS 
	 Short Messaging Service (ie texts on mobile phones)

	NHS APP
	 https://www.nhs.uk/nhs-app/help/  

	HCA
	 Health Care Assistant

	ICB
	 Integrated Care Board (replaced CCGs/Clinical Commissioning Groups in 2022) – for South Devon

	ICB DPO
	 Integrated Care Board Data Protection Officer

	CPR                        
	 Cardiopulmonary Resuscitation
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