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Minutes of Patient Participation Group Meeting
Pendle View Medical Centre on Tuesday 7th February 2012

Practice staff present:

Dr W M Ions (Senior Partner)
Jolene Gregory (Practice Manager)
Veronica Duerden (Assistant Manager)
Jeanette Iddon (Senior Receptionist)
Cara Trayford (Receptionist)

Patients present:

KB, MR, CA, KT, LT, KB

Apologies:

HH, RC, VO

Minutes of last meeting

All agreed that the minutes of the last meeting were an accurate record.  

Matters arising

Mobile Phones

Larger signs were displayed around the waiting and reception area informing patients not to use their mobile phones.

Jayex Board

A message has been placed on the Jayex board regarding the use of mobile phones in the surgery

Patient Survey Results

JG gave a presentation on the findings of the practice survey results for 2012 and provided the following information:

Details of the patient survey

	The survey was put together following the last Patient Participation Group Meeting and agreed by the group.


	During the week commencing Monday 16th January for 1 week 49 questionnaires were handed out to patients attending as extras


	41 questionnaires were completed and returned


	DR assisted patients needing help with the questionnaire 


The questions

	The results for each question was fed back to the group


	The overall satisfaction rates were discussed


Patient Comments

	Each of the comments received were read out


Patient Complaints

Since April 2011 the practice has received 4 complaints regarding the appointment system.  These include:

	Ringing for an appointment at 8.15am


	Trying to get an appointment with the GP of choice


	Not able to book an appointment in advance


	Having to wait too long for an appointment



Discussion

The group discussed the results and patient complaints and made the following observations:

Access to appointments

	There were concerns that some patients are attending as ‘extras’ as they are not aware that they can book appointments in advance or that when they get through on the telephone all the book on the day appointments have been taken


	Satisfaction levels for ringing at 8.15 were average and from the comments made many patients are unhappy with this arrangement.


	52% of patients are employed or in full time education and could struggle to contact the surgery at 8.15am, these patients may also be accessing the extra’s as the time is more convenient for them to attend


	Several of the patients are frequent attendees


	Majority of patients feel that we offer a reasonable service with only 2 patients rating the service poor



Quality of consultations

	Patients attending as extras are still receiving high quality care


	Communication and continuity of care was not affected 



	Patients rated the time GPs spent with them as fair to excellent and therefore not getting less time than other patients



Survey Action Plan/Changes

At present appointments are released in the morning for the day or patients can pre-book appointments in advance.  After considering the survey results the following actions were agreed for consideration:

Release appointments in the afternoon for the following day

	Release appointments at noon for the afternoon


	Leave the system as it is (this was favoured by the majority of the group as patients appear satisfied with the system).


	Invite ‘extras’ to the surgery at different blocks of time to avoid overcrowding in the waiting area


	Change the name of ‘extras’ to same day appointments 


	Look at the feasibility of online booking once the practice is up and running with Emis Web.


The above actions are to be fed back at the next practice meeting.  The timescales and lead person to be added to the action plan.  A copy of the action plan is to be sent out to members of the PPG with the minutes of the meeting.


5. Audit of patients who failed to attend appointments in December 2011

VD provided details of the number of patients who failed to attend appointments during December 2011.  A breakdown of patients was also provided to look at:

	Age


	Gender


	Long-term illness


The existing policy for patients who fail to attend appointments was discussed.  WMI explained that patients who fail to attend 2 appointments are sent a letter explaining that failure to attend appointments without cancelling may result in the patient being removed.  WMI explained that some patients have complex needs and it is not always appropriate to remove them for not attending.  VD suggested that rather than remove these patients, they are offered on the day appointments only. The group felt this was a good idea and WMI would put this suggestion forward to the partners.


6.  Any other business

KB asked what patients could do to help and assist the practice.  The following was discussed:

	Preventative care


	Encourage patients to access services earlier.  WMI discussed the recent bowel cancer campaign aimed at encouraging patients to come forward with symptoms early


	Ordering prescriptions – WMI explained that many patients over order medication that they do not need which results in wastage


	Input ideas for the newsletter and website


KB asked how GPs felt when patients asked for a second opinion about their health concerns.  WMI explained that if a patient wanted a second opinion as they were not happy with the outcome of treatment/consultation he considers the following:

	Whether he has not explained clearly and thoroughly to the patient about his/her symptoms/condition


	Whether they have not managed to get to the bottom of the patients symptoms/condition


	Referring the patient for a second opinion



6. Date and time of next meeting 

To be arranged

