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	Item No.
	
	Agenda Items
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	1. 
	Apologies:  

	
	

	2.
3.
4.

5.
6.
	Staff Changes – 
Maria who I told you about last meeting left. She said she found the fast-paced environment to be too much and that she wanted to reduce her hours considerably. We could not accommodate the reduction in hours, so she has managed to find a GP surgery in the area with more accommodating hours.

AI in general practice -

“Emma” Is an AI receptionist built specifically for NHS GP surgeries. Handles unlimited calls simultaneously, integrates directly with our consultation tool, and allows the reception team to focus on patient care.

https://www.quantumloopai.com/gp-surgeries-benefits
Does EMMA replace my reception team?
No. EMMA handles phone calls. Your team handles patient care. Reception staff shift from answering endless calls to face-to-face support, care navigation, and meaningful patient interactions. Better work. Better outcomes. That's the shift.

Is EMMA safe for patient data?
Yes. DTAC certified. DSPT compliant. GDPR aligned. Every call is secured end-to-end within NHS-approved environments. Patient data stays protected. Always.

What kind of calls can EMMA handle?
Over 90% of daily calls. Appointment requests. Test results. Admin queries. Prescription renewals. EMMA triages, directs, and documents everything. Your team gets clean information. Patients get instant answers.

What if I need to speak to a person?
EMMA transfers you immediately. You always have access to a human when you need one. The choice is yours.

What if EMMA doesn't understand me?
EMMA speaks all major NHS languages and understands different accents. If there's ever confusion, she transfers you to a person immediately.

What if it's an emergency?
EMMA recognises emergencies instantly. She'll direct you to call 999 or 111 immediately or transfer you to the surgery staff if appropriate. Your safety comes first.

I'm not good with technology. Will this be complicated?
Not at all. Just call your surgery like normal. EMMA answers. You talk. That's it. No app. No buttons. No technology to learn.

What can AI reception actually help me with?

AI reception handles most of the reasons you'd normally call your surgery. Requesting appointments, ordering repeat prescriptions, updating your contact details, asking about test results, or checking opening hours all get sorted during your call.
If you need to see a GP, the system captures your request with all the details and passes it straight to your surgery team who then book you in. If you're calling about something that can be handled by a pharmacist or practice nurse, it routes the information appropriately. If you have a question about a service your surgery offers, you get an answer straight away.

The technology understands context, so you can explain things in your own words. You don't need to know the exact name of a service or navigate through menu options. Just say what you need and the system captures it accurately for your surgery.

What it doesn't do is make medical decisions or give clinical advice. If you describe symptoms that need urgent attention, it connects you to someone immediately or directs you to call 999 or 111. If your situation is complex and needs medical judgment, you get transferred to a GP or nurse. The system recognizes its limits.

Practices using AI reception report that information gets captured completely and accurately on the first call. Patients aren't bouncing between voicemail, callbacks, and multiple conversations. You call once, explain what you need, and your surgery has everything they need to help you.

The main difference patients notice is getting through instantly and not having to repeat yourself multiple times.
“real” Emma explained that it is hard to recruit for reception role due to finances and London waiting (Enfield practices get London waiting). There are so many AI tools available to GP surgeries, however, we are very reluctant to use without knowing the full consequences, so we will not rush any of these decisions. For us the Emma software would only be used to answer calls and take online triage requests for people. It would free up staff to action other tasks and assist admin who are also not fully staffed. You would still have access to human staff just by asking. AI Emma does not diagnose; it only directs calls to the appropriate routes based on its coding. It also can not give out information. It would potentially make the 8am rush non existent however currently that is not an issue since changing to the online triage model. 

We have been offered this software at a cost of £1300pm for a 6-year contract (with a break clause after 6m) and this offer is only available till February.

Questions – Answers in red were found by EG after meeting

Is the software provider British, American, Chinese?

This company is a British company.

What security guarantees do they provide?

They hold DTAC, DSPT certificates and no data leaves the practice. DTAC stands for the NHS Digital Technology Assessment Criteria. DSPT stands for Data security and protection toolkit.
Relocation of Mount Vernon Cancer Centre

Members of the public, patients, staff and stakeholders are being asked for their views on proposals to relocate the Mount Vernon Cancer Centre to a new, purpose-built facility next to Watford General Hospital. This will provide access to essential acute medical services, enhanced research opportunities and a new haematology unit to allow specialist inpatient and outpatient haematology care.

Local services will also be expanded:
· Increased availability of chemotherapy at home for eligible patients.
· More diagnostic services and blood tests at local hospitals.
· A new chemotherapy unit at Hillingdon Hospital and expanded chemotherapy services at Northwick Park Hospital.
· An additional radiotherapy unit at either Lister Hospital (Stevenage) or Luton & Dunstable Hospital to reduce travel times for patients in the north
The online consultation can be found on the Mount Vernon Cancer Services Review website (mvccreview.nhs.uk) and will close on Sunday 29 March 2026. There will also be both online and in-person opportunities to take part in.

PCN services

The Memory hub is available at the Laura Trott centre the last Friday of every month 10.30-12pm and is open to drop-ins or appointments.
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The menopause clinics are still highly popular. It is an online group consultation and then a consult with the GP following that. 

https://broxbournealliancepcn.co.uk/services/menopause-pathway
The Men’s Wellbeing groups are being restarted including walking football over at Cheshunt football club. 

https://cheshuntfc.com/teams/walking-football/
AOB

V.ES mentioned the patient call tv screen in reception was being impeded by the fluorescent lights and the yellow writing was impossible to read. These slides are often not created by us and are un-editable, but for any slides we create, we will not use yellow writing.
V.ES is also very happy with the online triage process, finding it efficient. Agreements from S.M and MC.

S.W mentioned that Defibs are more widely available in the area. Emma reiterated that the GP’s will not be funding a second defib specifically for public use. 

S.M informed that Cheshunt community had managed to reduce their waiting times for blood tests from 4 weeks, back down to two. 
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	Date of Next Meeting: TBC

	
	




