Minutes of Patient Participation Group Meeting
Pendle View Medical Centre on Tuesday 18th October 2011

Practice staff present:

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

Patients present:

All patients present signed an attendance record

Welcome and Introductions

Dr Ions welcomed everybody and invited all present to introduce themselves to the group.  Dr Ions thanked everyone for coming and explained that we had received a number of apologies from those wishing to attend.  Dr Ions informed the group that this meeting would hopefully help those present decide if they would like to be members of the Patient Participation Group.

Presentation

Dr Ions gave a presentation which looked at the following:

	What is a patient participation group?
Why have a patient participation group?

An overview of the doctors at the practice and their roles
An overview of the practice staff
The practice profile
Practice statistics
What patients think we are doing well?
What could we do better?
Next steps

What do we want from the patient participation group:

Dr Ions invited all present to comment on what it is that they expected to get out of the group:

	The group to be constructive and improve services
	A forum to look at how services can be improved and reduce complaints
	A way to be updated on the bigger changes in the NHS such as GP commissioning
	A method to feedback concerns regarding secondary care services

Expand activity locally
	Learn from other groups and industries, working together with other businesses in the area

4. What do we not want from the group?

Dr Ions explained that the group is not a forum for individual complaints or problems.  The practice is happy to hear any personal concerns however this meeting is not the place.

5.  What are we doing well?

Dr Ions invited the group to comment on areas where they think the practice is “getting it right”. General feedback was given and overall the feedback was very positive:

	Access
Patients felt that access to the surgery was excellent if you wanted to be seen the same day


	Telephone

Patients felt that the receptionists answered the phone promptly

	Prescriptions
The turnaround for prescriptions is excellent


	GP Consultations
Patients commented on how they never felt rushed in their consultations and that the GPs took their time and listened


	Receptionists
Patients commented on how the receptionists at Pendle View Medical Centre go against the stereotype of being unhelpful and that they are extremely helpful


	Opening hours
Patients seemed satisfied with the opening hours at the surgery


6.   What could we do better?

Car Park
Patients felt that parking was very difficult at the practice

	Ringing at 8.15am to book an appointment

There were concerns over the current system of ringing at 8.15am to book an appointment.  Many times patients have followed this process only to find they cannot get through or that the appointments have all been taken when they finally manage to do so

	Patients that fail to attend appointments

The group felt that the number of patients that fail to attend appointments was a huge waste to resources

	Patients using mobile phones in reception
The group felt that there was a concern with patients using their mobile phones in the waiting area


	Out of hours service

Patients commented on the poor service they have experienced when they have needed attention out of practice hours

7.   Possible Solutions

Ringing at 8.15 am to book an appointment
Have an additional option of ringing in the evening to book an appointment
Introduce a triage service at the practice
Book appointments online 

	Patients that do not attend
	Warning letters to patients who fail to attend their appointments


	Mobile phones
	Put a larger sign in the waiting room

Receptionists to be more watchful for patients using their phones

	Out of hours service
	Raise awareness of what to do when you need to access care out of hours


	Other discussions
	Advertise the website in the waiting area.  Not all present at the meeting were aware that the practice had a website

Create a self triage on the website

8.  Next steps

It was agreed that the next meeting would focus on the PPGs priorities and look at how these can be addressed. In addition the members and structure of the PPG will also be established.  

Application forms to apply to be a member of the PPG were handed out.  Minutes and the agenda of the next meeting are to be circulated shortly.

9. Date and time of next meeting
Tuesday 22nd November 2011 at 6.30pm.

