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1. Introduction  
The PPG  is a bridge between the patients of the Practice and the staff, both clinical and administrative. We may be likened to a critical friend, or the canary in a mine, or a safety net, by providing a monitoring approach to the patient experience of the practice.  
 We are an informal group of committed volunteers.  Alongside us we  have an extended  email group  - the Patient Virtual Engagement Group (VPEG). 
This report covers our work over the calendar year 2025. An overview of the PPG work and more information about  what we do and how we do it  is on the PPG pages of the Adelaide Medical Centre website and in the PPG “yellow folder” next to the PPG notice board.  
2. Aims
Our over-riding aims are to:
· to help improve the patient experience of the Practice
· communicate matters of interest to  patients
· let the Practice know of the patients’ experience  and make practical suggestions for improvement  
· encourage patient engagement in the development of the Practice.   
While the work of the PPG does  not to deal with individual complaints or issues ,  members usefully draw on their own experiences to highlight areas of good practice or of concern.  Members put themselves in the shoes of other Patients.
3. The context of our work 
We aim to achieve suggestions which are : manageable, flexible, realistic, practical and reality based .   There are constraints -  see appendix A
The best way we can support our GPs, other clinical staff  and the admin  team is by being well informed, real  understanding  and being fully mindful of the pressures and challenges that the Practice team faces. Compromise is inevitable at times.
4. PPG meetings and membership  
During the year the  PPG met  4 times,  and we  hosted one  open meeting  for all patients in June 2025 . 
The Practice Manager, Belgin  Bozsahin, always attends PPG meetings, as does a  Partner, Dr Cathy Katz,   on an “as needed” basis. The PPG patient chair, Hilary Lance, also meets  with the Practice Manager on a regular  basis between PPG meetings   including   on occasion Dr Katz.
 In December we were pleased to  welcome three new member and one former member. As at the end of 2025 the membership of the PPG  was 16 patients.
5. Virtual Patient Engagement Group (VPEG)  
This is a small  email list of patients interested in Practice news and in opportunities to be more involved from time-to-time, but who do not wish to attend meetings. In addition to emailing out information about the Practice and notes of PPG meetings , the group also receives local NHS news and information about Practice and  local patient engagement opportunities. The most recent has been about end-of-life care.
Currently the list is managed by the PPG chair and contact details are not shared with others unless permission has been given. We regularly think about the advantages and  disadvantages of enlarging this group . In summary, doing so would  mean appropriately passing the management of the list over to the Practice:  extra work which would not be welcomed. Without widening the  group, the number of  patients who can be briefed about changes and who might have valuable feedback is a very small percentage of the total number of patients registered. However, feedback is also achieved  through a variety  of other routes  - see later.
6. Representation on the PPG  
Every year we report that in common with most PPGs, membership of the PPG   is not fully representative of the practice. However, it is  very much more representative of the wider patient population in the age range that takes up the most significant proportion of services: older people. We also have members with long term conditions, physical disabilities, from  BAME groups, visual impairment, carers and four (25%) younger people.  So, we are more representative than at first sight. 
While we most certainly do not ask about, nor expect to know, individual’s medical conditions most members are regular users of the practice and provide valuable feedback.   

7. Content of PPG meetings over the year 2025 - summary
Detailed notes of all meetings are available on the Practice website. 
· Regular updates  about staff changes (e.g. new staff and locum cover) and  altered ways of working . During the Year a new Partner , Dr Brill, was appointed. 
· Discussion about ways to make it easier for patients to get to know who is who
· Stories behind new pictures in the waiting room and passageways. 
· Changes made following  dementia awareness training of Practice staff 
· Following much PPG discussion, restoration of  access to patient information leaflets  in new racks in reception area. Two PPG members agreed to monitor the racks .   
· Briefing about CollaboRate  -  an  NHS  England project to  monitor the satisfaction with the  quality of care received  by patients with defined long-term conditions
· Information about the wide-ranging services provided by Maggie’s Centre for Cancer Support. PPG made suggestions  for improving access to more information 
· Planning agenda for the open meeting   
· Referrals to secondary care -  the Advice & Guidance System  (A&G) for GPs to seek advice about referral to secondary care.  Adelaide is a high user resulting in better /more appropriate  medical care .  The implications of a  new payment system were considered (in the light of some media and local concern).   Members were reassured and briefed about the benefits of the system for patients.
· Concern expressed about discharge from  hospital of vulnerable elderly and agreed this would be raised  in the  clinical meeting and with the  RFH.
· Once again, concern about access to the surgery for those with disabilities (Note: the Practice has researched again and again  an affordable solution to this challenge)    
·  How the Practice is complying with the  Government directive that from 1 Oct 2025  to have online GP appointments  available for all patients.  Adelaide as many other practices, this direct access to booking into the practice appointment system brings challenges,1- it is very difficult to triage, 2- it may be used for non on the day urgent appointments that may put pressure on appointment system and those who needs help may not get it as quality as they need.

· Clarification on how “Footfall” works  -  this is the Adelaide’s chosen IT access platform) 
· You and your general practice (YYGP)  has been developed by the Government to help patients understand what to expect from their general practice and how they can get the best from their GP team. YYGP also enables patient to provide feedback or raise concerns with their GP Practice. YYGP is available on the Practice  website as demanded by the government 
· Information about the  Practice’s  Neurodiversity training – and  discussion on how to make information about patients’ needs more visible in medical notes 
· Detailed feedback on nature of referrals to Social Prescribing 
· Feedback from patients  about   experience of  consultations with Physician Associates 
· Review of the Practice website and patient involvement  
· Regular updates about the work  of our PCN (Primary Care Network )  and how the PCN impacts positively   on patient care 
· Updates and feedback about Neighbourhood working 
· Updates and   feedback about the work of CPPEG (Camden Public and Patient Engagement Group)
· Information about the Reorganisation of ICBs (Integrated Care Boards) aimed at achieving 50% savings in admin/running costs of the NHS 
· PPG membership 

Action  log attached  separately 


8. Patients’ open meeting (July 2025)   
The  theme for the evening was “Sources of Patient Support" 
We had two excellent and very informative presentations  

Maggie’s Centre  provides a wide range of free practical, emotional and social support to people affected by cancer and their family and friends.  Based at the end of Rowland Hill next to the Royal Free, anyone can drop in. 
www.royalfree.nhs.uk/patients-and-visitors/advice-and-support/maggies-royal-free

Royal Free Hospital Charity helps to tackle some of the NHS’s toughest problems. Whether it’s funding psychological support and rest spaces for NHS staff or speeding up diagnoses and treatment for patients, we design and deliver solutions.
Reference was made to Camden Age UK 
Attendance by patients was disappointingly low as was the previous meeting in November 2024. So, we are taking time to think about  whether to continue to hold  open meetings and how better to advertise them if we do.  The chair emailed all PPG and VPEG members to ask them for their views on open meetings  Only four patients replied  - all in favour of holding open meetings:  a rather inconclusive result.  

9. Patient feedback  update for 2025

Friends and family test (F&FT)
29 F& FT feedback forms (19 via SMS/Message and 10 by Card) were received over an  8 month period  in 2025 . In answer to the question "Would they recommend the practice"? The results were:
· 16 Extremely Likely
· 10 Likely
· 3 Neither Likely or Unlikely
· 0 Unlikely
· 0 Extremely Unlikely 
So 90%, (26/29) would be Extremely Likely or Likely to recommend the practice  

The comments received were:
· Given that 20% of people are not on the internet, and no smartphone QR-only notices are not inclusive
· Dr Meta is excellent and thorough, shame he has to move on
· Lovely practice
· The receptionists are very helpful and understanding. The doctors give a wonderful service. I would recommend this practice as one of the best
· I am newly registered, and I am amazed at the prescription request turnaround. At my old surgery, it took 7 days!
· Please can we have an electric door entrance door and an assisted lift into the surgery. Patients could contribute to the cost
· very good practice,  lovely doctors
· Very good, especially in reception
· Dr Brill is lovely
 PPG members  were particularly disappointed about  the very low numbers of forms collected and asked the Practice to seek ways to  improve on the numbers of forms submitted .   The chair has since pursued  this  with the Practice Manager, and the problems have been addressed.  It emerged that  due to the handover of responsibilities  the collection of F&FT forms was overlooked for a period of time . 

National and local Patient Surveys 
 No local patient surveys  this year .  National survey results will be linked to practices website soon.
	Google reviews 
Adelaide Medical Centre had 136 Google reviews  over the year giving the Practice a score of 4 out of 5 stars 
Complaints and Significant Events   
The chair meets annually with the Practice Manager  to audit  anonymised logs of complaints and significant events  and provide feedback to the PPG.  
Over the  year there were 26  formal complaints from patients  
	About whom 
	Subject areas  

	14 practitioners
9  reception staff    
3 other staff   
	7 staff attitude / behaviour 
6 related to communication issues
13  were a mixed bag about clinical    
 issues, follow up care, medical treatment, confidentiality, medical records, referral refusal, prescription refusal  



 
For the year 25-26 so far there have been  7 Significant events [14 over 24/25] 
	2 health and safety  events involving  careless use of  electric  heaters 

2 mix up of patient related information 

1 accidental deletion of data  on EMIS* 

1 clinical appointment patient mix up 

 2 computer system / EMIS crash
 
	Safety procedures reinforced  


Resolved and patients  informed 

Data recovered 

Quickly resolved

Short term  

	
	



 *EMIS : Patient Medical Information System
 

10.  Conclusion

The Adelaide Medical  Practice is to be congratulated on  the consistently high  positive feedback  from patients and on the low numbers of formal complaints and Significant  Events.  The PPG is  well supported and valued by the Practice. 


HL/Jan 26 






Appendix A
Constraints 
 Any PPG  recommendations must take realistic and practical account of: 
· The heavy workload of the practice and the huge pressures GPs and all the staff are under  
· Financial constraints  
· The bombardment of directives/targets from: NHS England; NCL ICS (North Central London Integrated Care System); Camden ICB (Integrated Care Board)Objectives/targets  of the  of the PCN (Primary Care Network); GPs contractual requirements.
· HR issues e.g. recruitment difficulties,  managing staff vacancies and illness 
· The national  trend for more GPs choosing to be salaried rather than being  a partner of the Practice 
· The national and local trends for more flexible part-time working by  GPs

The above means that all patients  are experiencing increasingly  different ways of accessing and receiving clinical care  and treatment.   This subtly impacts on the work of the PPG by often reducing  our scope for modifying  new working practices. So, while our aims remain unchanged, our role  is shifting to one of how we can best support the maintenance of good safe standards of clinical care within such a challenging environment.
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