
Minutes of the Patient Participation Group Wednesday 6th September 2017 

The meeting was held in the new education room. 

Visitor – Charlene Andrews from NCGPA re SignpostingHealth  

Charlene came to talk to the group about the role of SignpostingHealth which has 

been developed by the Nottingham City General Practice Alliance (NCGPA). They 

developed SignpostingHealth to help all  practices as part of the 10 High Impact 

areas identified in the Five year Forward view and will be delivering training  to all 

GP Receptionists from practice who have signed up to the initiative. 

She gave a talk regarding the new service and the training they will be providing 

reception staff and how it will be beneficial, as well as showing the patient video 

located on YouTube (https://youtu.be/i3ia6Jo3-xA ). 

They have a website SignpostingHealth.com that patients and staff can utilise that 

provides information about community services and self-care for patients in 

Nottingham City. All services listed would be free and the patient can refer 

themselves. The aim is to better inform both patients and staff about what treatments 

and services are available, and appropriate.  The aim is to help patients get the right 

information quickly and to reduce pressure on GP surgeries. 

The group asked what type of services would be listed or qualify as social 

prescribing, and examples such as weight loss and quit smoking groups were 

suggested. Charlene went through how the reception staff were not triaging, or 

medically assessing or advising, but rather providing information to patients to 

increase their independence and allow them to make a choice. 

She also listed the benefits, not only for the patients themselves but also for the 

practice and the receptionists. 

The group asked how many of the 47 GP Practices within Nottingham City had 

signed up for the trial and an estimate of 35 was given. 

The foundation upon which the system is based  are as patient promotion, the 

website, the training provided, the clinical templates that will be used (to ensure 

documentation, safety and to monitor impact), The champions will be (Janet and 

Nicola) and  the whole staff will be trained on 19th September  to ensure a smooth 

service is delivered. 

The group expressed a desire to be able to feedback about the experience of the 

services and how that should impact the ‘top 10’ the website lists. 

SignpostingHealth includes: 

- A simple and quick 4 step process performed as receptionists take 

appointment requests 

https://youtu.be/i3ia6Jo3-xA


- A focus on empowering patients to find service and self-care information for 

themselves in the future 

- Excellent training for receptionists including video modules for revision and 

new staff 

- Practice Signposting Champion and Whole Staff training for effective change 

management 

- Clinical system template to prompt receptionists, document safely and collect 

outcome data 

- SignpostingHealth.com website with directory of popular services and self 

care information 

- Patient promotion and engagement tools and campaign – Everyone needs to 

know about SignpostingHealth! 

Patient safety is of paramount importance: 

- Training and web resources include information about dealing with “Red Flag” 

or potentially life threatening symptoms. 

- Patient choice and empowerment are central to the system. They provide 

INFORMATION about available services and self-care. They do not provide 

triage, assessment or medical advice. It is the patient who chooses what to do 

and retains responsibility for their actions. 

- Training is developed from Health Education England’s Care Navigation 

Competency Framework. 

Patient Questionnaire 

Liz explained how as part of the Primary Care Patient Offer the practice is to produce 

a report every 6 months about patient experience drawing upon national local and 

practice questionnaires and surveys. The PPG designed a questionnaire for use at 

FMC, looking at  patient experiences of the practice ( Report due on the 15th 

November). 

The group suggested handing them out on the Macmillan coffee morning on the 23rd 

September so they can encourage filling them out via word of mouth, in the hope 

that more patients will engage, though they will be available at reception and in the 

waiting room before then. 

Suggestions for questions were taken, and categories raised include; age; sex; 

ethnicity; phone experience; triage system; appointment length; noticeboards; 

touchscreen check in; waiting room experience; how last phone call was resolved; 

online access; text messages; services at the practice; self-referral; best experience 

at the practice. 

The group are able to email any further suggestions until Monday 11th September to 

allow the questionnaire to be created and distributed. Not all suggestions will be 

used as the questionnaire is to be limited to an A4 page.  



Increasing Patient Involvement 

The group looked at the new promotional material (posters, handouts and the 

updated section on the website) and agreed that they were good to distribute. The 

group also discussed the best way to increase patient engagement, but thought that 

other than handing out more leaflets on the Macmillan coffee morning the best way 

would just be via word of mouth. The group has agreed to try and promote it more 

and to encourage others to attend. 

Macmillan Coffee Morning 

The group discussed the promotional material on display in the practice and agreed 

it was quite visible. They also discussed about how to involve more volunteers, with 

Annette and Caroline agreeing to volunteer and to encourage others to do so via 

word of mouth. The practice will also try to actively recruit by asking in the waiting 

room for sign ups or by asking the nurse and phlebotomy staff to do so too. 

Donations were discussed, and it was agreed to produce additional signs asking for 

cake donations in addition to the raffle prize ones. The Practice Manager will look 

through old meeting minutes to see who lent use of the urn last time to see if they 

would be willing to do so again, failing that the practice will look into buying one. 

Other 

The group talked about the change to the Greater Nottingham and Nottingham South  

CCGs with potential mergers and one accountable officer and one finance officer.. 

There was a discussion about the role of Care delivery Groups  and Liz  explained 

what was happening currently in CDG 6 ( Sneinton and St Anns),  

Liz explained about the Practice Visit programme and the annual report and talked 

about changes to staff (new Nurse Practitioner and changes to Health Visitors 

increasing role of Health Care Assistants). 

The next meeting will be in November date to be agreed 


