Minutes PPG Meeting – 28.04.2014

Present:  Dr Mills, Dr Lowrie, Dr McNutt, Atiya Alam-Jones (Practice Manager), Dawn Riley (Deputy Manager), Abby Jones (Medical Administrator), Glen Parry, Betty Shepherd, Michael Hemmerdinger, Roger Parkin, Sarah Judson, Alistair Tranter, Hilda Lloyd, Ann Short, Gus Cairns, Christina Collins, Jayne Musspratt, Angela Woodworth, Greta Llewellyn-Jones, Pauline Corner, Audrey Williamson.

Introduction:

Dr Mills thanked everyone for coming and all the staff at the Elms introduced themselves to the group as we had new attendees.

Action Points from PPG Meeting 10th February 2014:

From the action plans of the previous meeting there were 4 areas raised:

Improving Access
New Salaried GP Dr Crasta has pre-bookable appointments up to 3 weeks in advance.  Unfortunately our salaried GP Dr Walker-Baker has been off on long-term sick but now doing a phased return with 2 – 3 am sessions per week.  It was expressed that patients were happy with having telephone consultations as it was felt many areas to be appropriate to be dealt with by telephone.  It was mentioned that unfortunately GPs cannot give a time for a telephone consultation due to the commitments of their working schedule, however when possible they try to do around lunch time and early afternoon.  Our telephone system was discussed and it is a dated system but we hope to improve this service when we move to the new premises being able to have more accessible lines.

DNA (Did Not Attend) appointments are still a continuous problem, but MJOG text messaging service does help by sending reminders to patients.  DNA appointments are one of our main actions points for this year to tackle and it was suggested to run a campaign in the waiting room to reiterate the number of DNAs and remind patients how important it is to have the courtesy to ring to cancel an appointment if you cannot attend.

Online Services
Our online services can now be accessed via smartphones.   We have advertised the online services on our website, newsletter and waiting area of what is available; ordering repeat prescriptions, booking appointments, subscribe to our newsletter, new patient registrations.  We have had a recent increase in patients booking appointments and ordering repeat prescriptions online.  The general consensus was that ordering prescriptions online works very well.  Booking appointments works well but it would be good to have more appointments to be available to book online such as nurse appointments.  This is an area the practice is looking into and hope will be available in the near future.

Medication & Referral Queries
Patients happy to be passed to the Secretaries and Medicine Management Team for queries, the system works well and also helps to free up access of GP appointments.

NHS & Non NHS Services
At our previous meeting we asked for feedback on how to advertise these services and the suggestions were to devise a leaflet and advertise on the website and social networking sites.  Our lists and services are currently being reviewed and we hope to have this ready for May/June 2014.

Other Updates:

	‘Self Monitor’ Blood Pressure Machine
Overall the majority of feedback was positive for having the ‘Self Monitor’ Blood Pressure Machine.  The main areas of concern were regarding privacy and patient confidentiality and to have the monitor outside the waiting room area, near the reception desk and to have a screen to sit behind.  Another area was that the older generation might not be used to the modern technology and may be something more the younger generation feel comfortable using.  We also had great feedback on how to make patients aware of the machine and how to use such as:

	Put a message on the self check in screen

Put a message on the  Envisage Screen in the waiting room
Reception team informing patients
Instructions by the machine or a video on how to use
Assistance from the Reception Team
GPs and Clinicians informing patients
Advertising within the surgery and on Website, Newsletter, Facebook and Twitter

The Blood Pressure Machine will be up and running and we will monitor the usage and discuss patient feedback at our next PPG Meeting. 

Patient Survey:

The PPG Group was informed that our practice list size is around 9500 patients and 276 questionnaires were completed.

Overall the practice achieved 88% for our practice survey.  The scores were mostly equal to or higher than the national average score based on practices of similar patient list size.  Out of the patients who completed the survey:

	44% rated us as excellent

27% as very good
17% as good
And only 6% as fair

The survey was divided into 4 categories and the most prominent findings from each were:

	About the Practice – our patients were satisfied with their visit, felt reassured and respected by the practitioners.

About the Practitioner – our patients were satisfied with their visit, felt reassured and respected by the practitioners.
About the Staff – our patients felt that our staff were informative and respectful.
And Finally – our patients were satisfied with our reminder systems and our complaints/compliments procedures.

Areas raised by patients from the survey were; telephone access, comfort of waiting room, to be greeted with a smile by receptionists.  The thoughts from the PPG were that our waiting room was comfortable as could be and obviously moving to a new build will provide better comfort.  Maybe we could display art and photos from local artists to brighten up the area and change this every few months.  The question was also asked regarding magazines and we unfortunately cannot have magazines due to infection control.  The PPG group thought our receptionists to be very pleasant and to just ensure that patients are always acknowledged when they approach the reception desk even if they can’t get to them right away.

Self Check In:
It was discussed that NHS West Cheshire CCG has approved the funding from Primary Care Development to provide a self check in unit for practices who have not previously had one installed, have a broken unit or has a unit that is not compatible with their clinical system EMIS Web.  This should be arriving in the near future.  

Topics Raised by PPG Members:
	PPG Chair:
It has been raised by a few of our PPG Members who regularly attend the PPG Workshops organised by the CCG that they would like to have a Chair for our PPG.  We had previously asked our PPG Members but no-one had nominated themselves but we are more than happy for anyone wishing to nominate themselves as a Chair to please let us know.  We will put in the minutes contact details for Dawn for those interested to please get in touch with asap, if there is more than one person interested then we could have a Committee that represent as the Chair.  Dawn will then arrange to meet with anyone interested and get this moving forward as soon as possible.

Continuity of Care in new Premises:
There have been areas of concern raised regarding care in different areas and we will endeavour to have more facilities in the new premises for patient care in specialised areas for example diabetes which we already run separate clinics for.

Car Parking at New Premises:
There have been raised areas of concern regarding the move and what will happen when patients wish to drop off samples or pick up prescriptions etc. and the parking.  Unfortunately we cannot give a definite answer on this yet but we hope to have provisions where patients can pick up and drop off without having to enter the car park.

Fountains Development:
The new build is well underway and we are very hopeful that it will be ready for January 2015.  There is an artist involved for the design and feature walls and we hope that the PPG can be involved with this.  There are still concerns regarding the public transport and where the bus stops will be etc. but we have no definite answers to this yet.  We will have new phone lines and unfortunately will not be able to keep the same telephone number, patients will not have to come through a main switchboard but will go directly through to the Elms.

CARE QUALITY COMMISSION (QCQ) INSPECTION – THE ELMS IS ON MONDAY 2ND JUNE 2014:
Our date for our CQC inspection is as above and they would like to speak with any of our PPG members who would be willing to volunteer to put their name forward to be contacted by them to chat about the practice.  Once again if there are any volunteers for this you can contact Dawn.


CONTACT DETAILS FOR PPG CHAIR & VOLUNTEERS FOR CQC INSPECTION:

Please contact:

	Dawn Riley (Deputy Manager)
	Tel: 01244 354917
	Email:  dawn.riley@nhs.net 
	Address:  The Elms Medical Centre, Hoole Road Chester CH2 3NH








