Minutes PPG Meeting – 25.3.2013

Present:
Atiya (Practice Manager), Dr McNutt, Dr Mills, Dr Lowrie, Dawn (Deputy Manager), Abby (Apprentice), Mrs Kidd, Mr Hemmerdinger, Mrs Parkin, Mrs Shepherd, Mrs Lloyd, Mr Bartlett, Ms Gibson, Mr Cairns, Mr Hughes, Mrs Walker-Smith, Mrs Gibbons.

Introduction:

Atiya thanked everyone for coming. 

Action Plan from 2011-2012:

From the action plans of the previous meeting there were 3 areas raised:

	Consistency and relevance of appointments – this was met by producing a leaflet with the detailed information of the practice nurse skills and appointments.  The nurses’ timetables have been revised and we are offering later clinics and are now offering 335 appointments.  Also ensuring patients are aware of the appointments available e.g. pre-bookable in advance for doctors up to 2 weeks and nurses up to 4 weeks and we are going to put this information in our practice waiting area, newsletter and website.

Increase information/communication to patients – we consciously update the website regularly, we have a practice newsletter which is available every other month.
Reminder/Recall system – this was introduced the SMS (MJOG) text messaging service.  This has helped with the non attendance of appointments although this is still a problem.  However, we also are utilising this service with health campaigns and reviews for chronic diseases.

Feedback on New Telephone System:

We have made changes from patient feedback to the telephone message since it was implemented.  We have now made the message more concise and it targets more important and relevant information that may answer the most common queries from patients.  Unfortunately we cannot add more lines to the system due to capacity issues.  It was commented upon that the message can become a bit tiresome but it was explained that due to the volume of new patients the message states the same things so that we are educating those that are new when to ring for certain issues.  However, we will try and refresh the message from time to time.

2012/2013 Patient Survey Results: 

We were above and in par with the national average for all criteria again!

	Appointment satisfaction

To be able to see a practitioner of choice
To be able to see a practitioner within 48 hours
To be able to speak to the practitioner on the phone
Waiting time

Complaints and Compliments

	The practice introduced a leaflet to explain the process of leaving feedback (negative or positive). We had a good response to this.


Reminder and Recall System

	Introduction of MJOG (text messaging service) and revamping our recall system.


Involving Carers and Young Adults in their Healthcare:

As a practice we want to know if our services meet the needs of the carers?  What we can do as a practice to help carers achieve a good quality of life and how we can provide more information to the carers.  As a practice at present we do the following:

	A  carers notice board in our waiting room

We have 2 carer link representatives
We are in the process of updating our carer register
We would like to invite carers for annual health checks
Offer carers flu vaccinations for free
In our new development we would have the scope to have regular informal meet and greets with carers, inviting professionals to offer advice and guidance

Some thoughts from the meeting regarding carers:

	It was thought that carers information was not shared enough

A lot of people will be carers but don’t realise or are not recognised as
Hard to have a good relationship with Social Services and carers
Carers need more help and advice on help they may be entitled to
The practice could pass on patient comments to the Clinical Commissioning Group 
Create a website for carers to access information

We also thought the practice could dedicate a section in the newsletter with carer information.  Thoughts on getting the younger generation involved was to create a Facebook or Twitter page as it seems this is the way the younger generation communicate.

Efficient Communication of Results from Investigations:

The practice explained that at the present our system for results.  If a patient has investigations and it is urgent the practice will endeavour to contact the patient.  If the results are routine we normally have 3 attempts by letter to around 80 patients.  With having the MJOG text messaging service we thought we could now try 3 times with 1 letter and 2 phone attempts.  The general consensus from the patients that it was their responsibility to contact the surgery to get their results unless urgent and that it was unacceptable, the time and money we spend as a surgery trying to make contact with patients who do not respond to our attempts.

Northgate & Blacon Developments Update:

Blacon:
There were concerns raised that our Blacon branch surgery will be knocked down before the new development is ready.  However, the branch surgery will be relocating to temporary premises within the area until the new development is ready. 

Northgate:
The completion date for the development is January/February 2014.  There are plans for bus routes to be put in place to stop right outside.  Being in the city centre is more accessible for most of our patients however we understand that the move will mean more travelling for those who live so close to us at present.  

The new development will provide many different community services such as dental, sexual health.  All the surgeries will be keeping their own identities.  There will be parking available but as yet we do not know the cost and full details.  We are also in the process at present of trying to keep the same phone number that we have but this has not been confirmed yet. 

It was discussed that we will keep all our patients informed of the progress and developments via our newsletter, website and waiting area.

The next meeting will be scheduled for around 3 months time June/July 2013 (date to be confirmed)

Enclosures:  
West Cheshire CCG PPG Newsletter
Patient Survey Experience Results 2012/2013 
           (Handouts for those who could not attend the meeting)
	Invitation to the 2nd West Cheshire PPG Workshop (Enclosed for everyone) 



