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	Milnrow & Newhey Medical Centre

	Newhey Road, Milnrow
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	OL16 4JQ

	

	



	



Patient Participation Group
				     
MINUTES of PPG Meeting held on Wednesday 17th June 2026 @ 4.30pm

	Attendees:								Apologies:
	June Ghilene (PPG Secretary)							Brian McGill (Chairman)  
	Karen Black  								Neil Butterworth	
	Kay Harrison   								Barry Sanderson
	Liz Brookes
	Jo Lees (Practice Manager)
	Dr Sarah Crowley		
		   				 
       
	
	Discussion Item 
	Action/Resp

	
1
	
Review of previous minutes 
Minutes of previous meeting passed as true record 

	
Fact


	2
	Healthwatch Rochdale 
Presentation by Naomi Burke - Engagement and Volunteer Manager. 

Healthwatch Rochdale is a local health and social care champion to ensure that NHS leaders and decision-makers hear patients voices and use their feedback to improve care. Also they help patients to find reliable and trustworthy information and advice.
Brochures to circulate at next meeting for those members who were not in attendance at this meeting. 

Naomi shared a Patient Feed report which showed positive results. (see copy below) They will share information on a recruitment drive and how to encourage more patients to join our PPG. e.g. attach a PPG slip to Pharmacy Bags with meeting dates. 
Healthwatch will send email to June.  

	


Fact

	3
	Practice Update
Given by Jo Lees (Practice Manager and Dr Sarah Crowley)

· Online access is changing from Patchs to Accurx which is much better. The form is straight forward, actioned in the same way and is much quicker. Patients will be advised by the practice of the changeover.  
· Flu vaccines will have a link, so patients do not have to phone for an appointment. 
· Abtrace - Another new system will be introduced called Abtrace which will automatically send patients a message when their regular Reviews are due, i.e. hypertension, health checks etc. saving time for staff having to ring or message patients to attend for their Review. 
· Phones – a new phone system will be introduced shortly with many benefits for patients and staff. More details to follow in due course once launched. 
· Staffing – we have 3 nurses currently attending University on day release. 2 with open university and 1 at Salford. All will bring great benefits for the practice once complete. We have Katie (Locum cover) to cover the backfill, so no appointment slots are lost. 
· Extended Access – the practice now offers Tuesday evening extended access 6.30pm – 8pm and alternative Saturdays. Appointments are available to see a GP, Nurse or Health Care Assistant and can book a Spirometry, an Echo Cardiogram, etc.

 
	

	4

	DNA’S – Patients who ‘Did Not Attend’ their appointment.

YOY comparison (as per graph below)  

 




	

Fact


	
5

6




	
Friends & Family Results
May 2026 – 15% Response Rate / 1204 Appointments = 177 responses from patients
April 2026 - 18% Response Rate / 1171 Appointments = 216 responses from patients
Mar 2026 – 18% Response Rate / 1206 Appointments = 220 responses from patients 

Registered Patients 

 
	

	
7
	
Google Reviews

We are working together with Primary Care Growth Strategies to improve our rating for Google reviews. Since working with them, our reviews have massively increased receiving 527 reviews 4.8 star mostly 5* reviews. 
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We send a text message out to all patients daily who have had an appointment that day to encourage them to respond with a google review.

Text messages sent per day:





	

	8
	A.O.B

· Liz Brookes expressed an interest in taking part in a video for our face book page on Dementia and Delerium.

 
	

Fact



 
2026 Meeting Dates @ 4.30pm
Wednesday 18 February 2026
Wednesday 15 April 2026
Wednesday 17 June 2026
Wednesday 19 August 2026
Wednesday 21 October 2026
Wednesday 16 December 2026 (Christmas party)  
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Feb	March	April	July 	Sept	Oct	Dec	Jan-26	Feb	March	April	May	8723	8731	8748	8784	8776	8798	8767	8773	8753	8777	8776	8792	



1 May - Half Day	05-May	06-May	07-May	11-May	12-May	13-May	LTI - 14/05/2026	15 May - Half Day	18-May	19-May	20-May	21-May	22 May - Half Day	76	208	180	184	186	186	180	104	87	169	177	160	138	79	




Monday 	Tuesday	Wednesday	Thursday	Friday	Monday 	Tuesday	Wednesday	Thursday	Friday	Monday 	Tuesday 	15-Jun	16-Jun	17-Jun	18-Jun	19-Jun	22-Jun	23-Jun	24-Jun	25-Jun	26-Jun	29-Jun	30-Jun	146	167	184	


DNA YOY Comparison 

2024	
Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sept	Oct	Nov	Dec	162	167	184	161	207	162	286	175	233	234	214	194	2025	
Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sept	Oct	Nov	Dec	170	162	154	125	142	164	160	140	179	253	160	136	2026	
Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sept	Oct	Nov	Dec	162	151	152	163	158	
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Patient Feedback June 2026 Rochdale
Overall Conclusion

Healthwatch Rochdole feedback, GP Patient Survey findings ond historical CQC
Inspections allindicate that patients generally have  positive xperience of
Stonefield Sureet Surgery. Patents consistently praise the quaity of care provided
by clinicians and value the support offered by practice staff.

Recent feedback suggests that the main opportunities for Improvement relato to

telephone access, communication and administrative processes. Confidence in
the clinical care provided by the practice remains high.

Key Recommendations
Based on public feedback and patient survey findings from the last 12 months, the.
following areas present the greatest opportunities for improvement:

1. Improve telephone access for patients contacting the practice.

2. Strengthen reception and administrative communication.

Review appointment and repeat prescription processes to ensure clear
communication and timely responses.

Healthwatch Rochdale Patient Feedback (2025/26) - Thre patients
Positive Experioncos with staff Support

Patients reported positive relationships with staff and descrived receiving @ good
overall service from the practice. Ono patient stated that they “got on well with the
staff” and doscribed how reception staff provided practical support when sotting
Up @ new smartphone and reactivating access to the NHS App. taff provided the
access code immediately and ensured everything was working before they left

Positive Experiences of Ropoat Prascription Sorvices

Another patient reported consistently positive experionces with repeat
prescriptions, explaining that requests are made by telephone and that they
recelve atext message when medication i ready for collection.

Positive Experiences of Accessing Appointments
“The servics there is much better, | feel since all the work it had done some time

go it has really Improved. | can always get an appointment aithough | am not
keen on getting the NHS app, at my age | don't want to”

Report witten by Moira Auchterionio, Healthwatch Rochdale
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Patient Feedback Timeline
2025 - GP Patient Survey Results

The most recent national GP Patient Survey indicates generally positive patient
experiences at Stonefield Street Surgery. Key findings include:
» 89.2% of patients described their overall experience as good.
e 94.5% recommend the practice to someone moving into the local area.
o 88.7% were satisfied with the appointment they were offered.
« 82.6% had confidence and trust in the healthcoré professional they saw.

« 71.8% found it easy to get through to the practice by phone.

Patients continued to praise GPs and nursing staff for being caring, professional
and supportive. However, some patients reported difficulties with telephone
access, reception interactions and prescription administration.

What patients value
e Caring and knowledgeable clinicians.
e Supportive nursing staff.
e Trustin healthcare professionals.
o Continuity of care.
Areas for improvement
» Telephone access.
e Reception and administrative communication.

» Prescription and appointment processes.

March 2020 - CQC Monitoring Review

Reviewed available information about the practice and determined there had
been no significant deterioration in performance since 2019 inspection.

4

February 2019 (Published April 2019) - CQC Inspection Good Overall

» Patients received effective care and treatment.

» Staff treated patients with kindness and respect.

+ Services were organised to meet patient needs.

» Patients could access treatment and support in a timely manner.

January 2016 - CQC Inspection The practice was rated Outstanding Overall.

Report written by Moira Auchterlonie, Healthwatch Rochdale
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Overall Conclusion

Healthwatch Rochdale feedback, GP Patient Survey findings and historical CQC
inspections all indicate that patients generally have a positive experience of
Stonefield Street Surgery. Patients consistently praise the quality of care provided
by clinicians and value the support offered by practice staff.

Recent feedback suggests that the main opportunities for improvement relate to
telephone access, communication and administrative processes. Confidence in
the clinical care provided by the practice remains high.

Key Recommendations

Based on public feedback and patient survey findings from the last 12 months, the
following areas present the greatest opportunities for improvement:

1. Improve telephohe access for patients contacting the practice.
2. Strengthen reception and administrative communication.

3. Review appointment and repeat prescription processes to ensure clear
communication and timely responses.

Healthwatch Rochdale Patient Feedback (2025/26) - Three patients
Positive Experiences with Staff Support

Patients reported positive relationships with staff and described receiving a good
overall service from the practice. One patient stated that they “get on well with the
staff’ and described how reception staff provided practical support when setting
up a new smartphone and reactivating access to the NHS App. Staff provided the
access code immediately and ensured everything was working before they left.

Positive Experiences of Repeat Prescription Services

Another patient reported consistently positive experiences with repeat
prescriptions, explaining that requests are made by telephone and that they
receive a text message when medication is ready for collection.

Positive Experiences of Accessing Appointments

“The service there is much better, | feel since all the work it had done some time
ago it has really improved. | can always get an appointment although | am not
keen on getting the NHS app, at my age | don't want to.”

Report written by Moira Auchterlonie, Healthwatch Rochdale
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