Minutes
Diamond Medical Group PPG Meeting
Rutland Lodge 25 September 2025

Agenda Items:

Approval of minutes from the last meeting in March.
Welcome to new members.

New GP contract changes from October 1.

Wound care service changes.

Newsletter, social media, and communication.
Appointment of Vice Chair.

Discussion Points:

The minutes from the March meeting were approved.

New members Natalie and Moira (in absentia), and returning member Brian, were
welcomed to the group.

GP Contract Changes for Appointments (from 01/10/2025):

Practices are required to accept requests for routine appointments via all routes (walk-in,
phone, online) during opening hours (8:00 to 18:30). The practice will implement this from
01/10/2025 for the hours of 8:00 to 18:00. The Practice has already been carrying out
trials of keeping PATCHS open for longer periods of time over the last few months.

The 18:00 to 18:30 period of care, previously outsourced to Local Care Direct (LCD), is
under discussion at a city level with the ICB (Integrated Care Board). The ICB has
reversed its previous approval of the existing LCD arrangement.

A transition back to practice-led cover for 18:00-18:30 would require a three-month
notice period for the LCD contract, likely delaying implementation until early next year.
Staff consultation is required for the change in contracted hours.

PPG Members welcomed the change that patients will no longer be asked to call back
the next day to book future routine appointments once daily capacity is full, as PATCHS
will be open throughout the day until 18:00.

The current triage system will continue to operate. An audit in July showed only 10% of
GP appointments were inappropriate, with DNAs being a more significant issue.

The practice currently has a maximum two-week wait for routine appointments.

Strategies to manage the “8 am rush” were discussed and included:

+ Encourage patients seeking routine appointments to call later in the day (e.g., after
12:00).

« Communicate to patients that the PATCHS online platform will remain open until 18:00
for routine requests.

A suggestion was made to release some future appointments in the afternoon to build
patient trust in the new system.

DNA (Did Not Attend) Policy:



. A single DNA results in a text message to the patient.

. Two DNAs in a short period trigger a letter.

. Recurrent DNAs (e.g., 10-12 in six months) may lead to
consideration of removal from the practice list.

System and Staffing:

The reception team is now fully staffed and stable, which has improved system operation.
Receptionists will check for duplicate bookings and continuity of care with the last-seen
clinician for pre-booked appointments.

PATCHS Online System:

The system will be open for routine requests throughout the day from 01/10/2025.
An integrated Al (Artificial Intelligence) will triage requests and will pick up urgent/
emergency triages and prompt the patient to contact other services (e.g 111/
Ambulance/ A&E) . Patients who disagree with an urgent triage can call the practice.

New Telephone System:

A new system is planned for implementation within the month.

Features include:

+ A call-back option, which holds the caller's place in the queue.

+ It will provide better data on demand for service planning.

« It will recognise numbers of vulnerable patients (e.g., nursing homes, palliative care)
and other healthcare professionals (e.g., district nurses) to prioritise their calls.

+ The system will automatically pull up patient records based on the phone number,
streamlining the identification process and helping to keep contact details updated.

Communication Plan:

The changes will be communicated to patients via a newsletter, social media, the practice
website, waiting room screens, and handouts.

It was agreed that a "short and snappy" message is needed for headlines and text alerts.
PPG Members were asked to email suggestions for posts/messages to the PPG email
address.

Clinicians will also inform patients during consultations.

Wound Care Service:

Leeds was the only UK city without a commissioned wound care service; it was
previously provided by GP practices out of goodwill.

The practice has given notice that it can no longer provide this uncontracted, resource-
intensive service.

The ICB has commissioned a new service from community healthcare, but it is
considered not fit for purpose, with issues including inconvenient locations (e.g., St
Martin’s Practice) and poor accessibility (e.g., lack of parking). Patients requiring multiple
appointments for dressings etc., may, depending on availability, be required to travel to a
different location for each appointment.

The practice lacks the specialised equipment and has had staff sustain back injuries from
providing wound care.
It was agreed to collect patient feedback on the new service to forward to the ICB.

Decisions Made:



The minutes from the last meeting in March were approved.

John K was appointed as Vice Chair of the PPG.

The group will create a communication campaign for the new appointment system
changes, utilising the newsletter, social media, and other channels.

The PPG will gather patient feedback on the new community wound care service to be
passed on to the ICB.

Action Items:

All attendees: Send one-liner suggestions for social media posts about the
appointment system changes to Heather Sager via PPG email.

Heather Sager and Paula Dearing: Liaise to ensure accurate information about the
changes is included in the upcoming newsletter.

Paula Dearing: Forward patient feedback on the wound care service to the ICB and
email Vicky Walmac to determine the correct reporting channel.

Marcin Grzelinski: Send an abridged version of the new telephone system presentation
to the group.

The meeting closed at 19.40pm.
Next group meeting to be held in February 2026 - date tbc



