rgea

Wt Cemrwesd Fomw i Alores

Richmond PPG network

Notes of Face-to-Face meeting held on 9" September 2025

Attendance:

Primary Care Network (PCN) Practice

Teddington PCN Hampton Wick Surgery
Acorn Group Practice
Hampton Hill Surgery

East Twickenham PCN Cross deep Surgery
Richmond Lock Surgery

Hampton PCN Hampton Medical Centre

Richmond PCN Seymour House Surgery

Sheen/Barnes PCN Glebe Road Surgery

Penny Taylor, Bami Ajao (RGPA)
Apols: Justin Woolley (RGPA Chair)
Introductions

Penny Taylor: Introduced RGPA

Richmond General Practice Alliance (RGPA) is a federation of all 25 GP practices in the Borough
of Richmond. We are a membership organisation that provides support to practices. For
example, providing additional GP and Nurse appointments on Saturdays or helping practices in
crisis. RGPA are committed to working with patients to understand issues, how to improve
services and where possible work with them to design services, to ensure that they are
accessible and acceptable to those using them.

e Brief discussion about Integrated Care Board (ICB) and RGPA handover
e Mentioned RGPA using the PPG for patient feedback

10-year plan

e Discussion about acute health services and the recent league table published in the
media - accessible on https://www.england.nhs.uk/long-read/acute-trust-league-table/

e The development of integrated neighbourhood teams- A cluster of services and
individuals delivering health and social care to a population on a PCN level (estimated
50,000 in the Borough).

e Integrated teams will deliver services focusing on preventative and long-term condition
care.


https://www.england.nhs.uk/long-read/acute-trust-league-table/
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e The opportunity for GP Federations to be an umbrella over the
neighbourhood teams.

e RGPA will develop the relationships between GP practices and integrated teams.

e Currently 5 Primary Care Networks (PCNs): Teddington, East Twickenham, Hampton,
Sheen/Barnes & Richmond.

e Discussion about 3 Integrated network teams but not agreed yet.

e Kingston Hospital is influencing what happens between Kington and Richmond at a
place level.

e RGPA have signed a Memorandum of Understanding (MOU) with Kington hospital with
intentions to work together, resolve difficulties and implement the 10-year plan within
the community.

e The group discussed integration with hospitals and shared experiences from different
medical centres. While each hospital has its own specialties, patients often face
challenges traveling to multiple locations for specific health concerns.

Digital technology and health care services

e Discussed the gaps in the NHS app.

e Patient’s issues with accessing hospital records through the NHS app.

e NHS have produced guidelines to ensure people are not digitally excluded.

e MOU with Kington and Richmond making sure systems talk to each other.

e Discussed health services working collectively in Richmond (communication).

e Discussion on Information Governance and General Data Protection Regulation
(GDPR)- making sure systems are secure.

PPGs in the Borough

e The group spoke about discussions that occur in their GP PPG groups. It was
mentioned that patients discuss their own individual issue and do not look at the
wider picture.

e The group discussed ways on expanding their practice PPGs and the Network to
make it more inclusive.

e Group spoke about contacting local practices to build relationships with other
PPGs.

e RGPA have contacted practices, some do not appear to have a PPG whichis a
contractual requirement.

e The group suggested forming PCN PPGs- Since practices staff already collaborate
within their networks, this could help patients have a better understanding of the
challenges faced in other practices, and seeing if this relates to them.

Group discussed the need to have a range of demographic in the groups. It was
suggested that having parents who are responsible for younger people would be
helpful.



Issues
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e RGPA had contacted Richmond College regarding health and social
care students joining their PPG as a developmental opportunity. This would also
harness the views of younger people.

e RGPA have used social media to promote practice PPGs.

e Some GPs have promoted their PPG to patients.

The group raised concerns about GP appointment booking methods, including online
triage as well as the professionalism of some reception staff.

Discussed issues using the online triage - a patient mentioned a restriction that only
allows their practice to accept 120 online triage forms. This means they cannot book
anymore patients exceeding that number, which can be frustrating for patients who
prefer booking appointments online.

A patient mentioned that GP waiting rooms are empty, which made the group question if
patients are being offered face to face appointments.

Some practices do not use online triage which can impact how patients receive
appointments-may take longer for patients to book an appointment through the
telephone.

Lack of consistency from admin staff.

Group thought having discussions with other PCNs regarding appointments would be
useful.

It was noted that practices were individual businesses that make decisions differently,
this can be based on many variables.

Some practices have a ring back function on their phones which was thought to be
helpful if the call back was timely.

Hampton Wick Surgery had received positive responses in their patient feedback survey
to the access of appointments at the practice.

Continuity of care- Patients had noted the large number of part time GPs, and this
impacted on their care. Many had not seen the same GP twice. However, many
reported that they were given the option to book their appointment with a GP of their
choice, but they did accept that could impact on having to wait longer to see a GP.

Pharmacies

Issues with pharmacies.

Patients are now being directed to their local pharmacies for support on acute
problems.

Pharmacy First is an additional service that provides treatment for common illnesses.

It was reported that a patient experienced a pharmacist not making a record of the
medication they dispensed which was not good practice. It was noted that payments for
the scheme were dependent on records being made. It was also noted that pharmacists
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were on a different IT system from GPs which can impact the
communication between the two.

e RGPA will be having conversations with the chair on the Local Pharmaceutical
Committee (LPC) and the Local Optical Committee (LOC) about the services they
provide.

The Hub

This is the term used to describe a service run by RGPA offering additional GP and Nurse
appointments, for patients located in the Borough of Richmond. There are two hubs for
Richmond, located at York Medical Practice and Essex House Surgery, for the practices in three
PCNs (Richmond, Sheen & Barnes and East Twickenham) these Saturday appointments are
booked through the practices.

e Theremaining two PCNSs provide their own extra appointments.

e Part of the group were unaware about Saturday appointments, as receptionists at their
practice do not offer them. RGPA mentioned that all receptionists have been notified to
offer patients Saturday appointments, if there is availability at the hub.

e RGPA have received positive Friends and Family feedback about the services. However,
some of the feedback appears to relate to experience of the patients own practice
rather than the Hub. How could RGPA rephrase the questions to ensure feedback was
about the experience of the Hub?

It was suggested that the questions could be changed to:

- How was your experience at the hub today?

- Were you happy with your appointment today? If not, why?
-Is there anything else you would like to tell us today?

- Are you happy with how you received your appointment?

e RGPA plans to offer additional appointments over the Christmas period and want
suggestions on the best way to inform patients. The group suggested that text messages
would be the most effective way.

Terms of Reference

(Updated TOR attached in the email)
Next Agenda
Date to be agreed - suggested 9" December 2025 at 19:00hrs via MS Teams

Members will be encouraged to send items in advance to be discussed.



