Musters Medical Practice Patient Participation Group (PPG) meeting
3rd August 2021 6-7.15pm via Microsoft Teams
Attendees 
Paul Midgley (PM - chair), Mike Prior (MP), Louise Duffield (LD), Christine Jones (CJ), Janet Coleman (JC), John Burnett (JB), Jane Morris (JM)
Apologies: Tom Wedgewood, Wanda Martin, Petra Westlake, Helen Neville, Barbara Worts, John Prestage
1. Welcome, introductions: 
Jane Morris joins the PPG. Has background in comms and project management, currently working with Connected Notts on various data integration projects including Care Homes, Remote Consultation, and Patients Know Best (PKB)/Notts NHS App as Project Manager, so keen to offer her insight and support to group and practice. Working with Rushcliffe Practice Managers group via Nikki Lucas.
LD’s husband also works in NHS Comms (currently nationally) 
2. Minutes of last meeting – no amendments.
3. Review of action points:
CJ to check re patient access in particular regular health checks/reviews/missed diagnoses – what’s the estimated backlog and how will the practice manage this? 
Practice only stopped face to face activities including chronic disease reviews for 6 weeks in first lockdown (March to May 2020). Have since resumed and caught up (?) and health checks are again being routinely offered. MP case to be raised. JB confirmed he’d had all his done.
CJ to check: Can we use the old coffee bar area for patient education/engagement activities e.g. helping patients with digital access, etc?
Watch this space! Funding sought to create some pods for social prescribing team (e.g.) to have private discussions that don’t need consultation room equipment. 
[bookmark: _Hlk78959585]JP to bring up setting up a Practice Facebook page at next partners meeting. Re-emphasised at August meeting – in ‘broadcast only’ mode a FB page will reach a wide cross-section of the practice population really quickly without risking a deluge of comments back
4. Practice Update 
Quarterly Practice Development Meeting (QPDM)
Confirmed practice can close Thurs pm once a month so will re-introduce QPDM in Sept (date tbc). PPG members welcome to attend, meet staff etc. Starts with lunch. Will invite social prescriber, practice pharmacist (Hamali), and physio (very popular service).
ACTION: CJ to inform PPG of Sept QPDM date
Digital engagement
Practice want to re-start Newsletter – could the PPG pick this up? CJ cited Keyworth’s practice newsletter example (below)


ACTION: Convene comms subgroup to devise newsletter and onwards comms thereof. Plan would be to host on MMP website, message patients via M-Jog to download, plus have hard copies in reception. Date set 7th Sept 6pm Portello Lounge for subgroup meeting.
Appointments/patient access
Face to face appointments now routinely available for those who want them. 50:50 split f2f vs phone/online appointments. 
Staffing update
Receptionists currently short staffed – 1 retired, not yet replaced, recruitment underway.
3 new GP registrars start in August (2 under JP, 1 under Laura Turnbull)
Nurse team: Helen Sowter retiring. Val going part time. Recruitment underway.
Receptionists focus
Showing the strain of 18 months dealing with COVID measures/new ways of working, staff shortages, increasingly abusive patients. Some instances of not handling situations as professionally as usual. Any specific named feedback please send to CJ confidentially. 
Phone now has a queue system telling caller where they are on queue. NHiS putting on message about not acceptable to abuse staff – may put phone down if abused. 
CJ: Google reviews have often been more negative vs overall feedback (including annual GP survey where practice scores above average on all aspects vs other Rushcliffe practices). Investigate Google reviews and can see other Google reviews from these contributors. Tend to be negative in all their reviewing activity not just MMP. But MMP does take all feedback seriously so invited comments to be made in writing to CJ so she can deal with them. MP also raised very positive feedback for receptionist Jo who went above and beyond when lift was out of order. LD says can ask patients for compliments to drown out negative Google reviews – really simple (like many places do)
MP: Lift out of order complaint – signage poor in the area near the lift, cannot see till you get to the lift area, by then too late. Maybe taxi etc could drop at reception instead if they could see clear, large signage saying lift out of order. CJ: waiting for part to come from Germany so could be a while longer. Signage improved. 
ACTION: Create practice Facebook page for outgoing notices e.g. Lift out of action – move to becoming proactive. Also link to MJog messaging for patients known to have mobility issues when lift problems pre-appointment. COVID boosters, Flu, NHS App login problems, etc. All would be great broadcast topics. Other practices now do this locally. CJ supportive. Thinks partners will be too. LD happy to offer advice to Practice when setting up the MMP Facebook page. CCG has already issued guidance on Facebook for practices.
ACTION: 
Do newsletter article about respectful treatment of NHS staff including reception
LD assist practice to set up Facebook presence – outgoing messages only  
JM: Sherwood Forest hospital have faced increasing patient abuse and have used social media to flag need to be considerate to under=pressure NHS staff
JC also noted increasing poor behaviour of parents dropping off kids at her pre-school. 
MP: Would it be helpful to have a patient rep on receptionist recruitment panel? Offered his help
Space/facilities
CJ: we need more clinical space for extra GP registrars. Have nearly 10k patients now. Still have space if convert some spare rooms into clinic rooms (see also note about old coffee bar for social prescribers consultation rooms) 
Flu jabs
CJ: Saturday 25th Sept and 9th October – have 1000 jabs on each day to give out. On website already. Facebook!! Will also offer opportunistically to eligible patients at routine appts. 
Q: could PPG use Flu Saturdays to answer queries about the NHS App/PKB? Would need not to impede flow of patients. Could be on way out after the jab – need to coordinate with the patient flow arrangements/sited accordingly. Could pre-warn patients with PPG stand in entrance hall before automatic doors. JM – can source Connected Notts display materials used in mass vaccination COVID clinics. MJ: do volunteers need to be DBS checked to do patient facing activity like this? NUH volunteers do (RAPID don’t/aren’t). JM to check re Connected Notts on this
ACTION: CJ to discuss with partners. 
5. Standing items
Patient access including digital
Patient communication including digital
PCN feedback/other relevant info from other external groups
October Focus topic – Feedback/actions from communications sub-group 

Potential Focus topics:
· Type 2 diabetes/other conditions likely to increase as a result of lockdown – what are the practice’s contingency plans?

ACTIONS SUMMARY:
1. See CJ actions above – carried over from previous meeting
2. CJ to inform PPG of Sept QPDM date
3. CJ to check: 2 x September flu clinic Saturdays - have PPG members on hand to manage questions about the NHS App & PKB (if approved, JM to source NHS App materials and display stuff from Connected Notts)
4. CJ/JP to raise with Partners re: “Re-setting communications” – a strategy for how Musters Medical Practice engages more effectively with patients (could include NHS App, Facebook, Newsletter, website revamp etc as part of the strategy). Agreed to set up a Comms subgroup on 7th September to develop a new practice newsletter, hosted on the website, sent out via M-Jog, with hard copies on reception. LD offered to support setting up the Facebook page.
5. PM: Comms subgroup meeting arranged for 7th September 6-7pm Portello Lounge. Output=newsletter
6. Comms subgroup: Newsletter article about respectful treatment of NHS staff including reception  
7. JM: do volunteers need to be DBS checked to do patient facing activity like talking about PKB/Notts NHS App?

NEXT MEETING: 5th October 2021 6pm-7.15pm on Teams. Invitation already sent out.
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Contact us

East Leake Health Centre
08.00 - 18.30

Gotham Road

East Leake

Loughborough

Leicestershire LE12 6JG

Tel: 01509 852181
email: nnccg.vhg@nhs.net

Keyworth Health Centre
08.00 - 18.30

Bunny Lane

Keyworth

Nottingham NG12 5JU

Tel: 0115 937 3527
email: nnccg.vhg@nhs.net

Church House Surgery
08.00 -12.30

Shaw Street

Ruddington

Nottingham NG11 6HF

Tel: 0115984 7101
email: nnccg.vhg@nhs.net

Sutton Bonington Surgery
08.00 - 12.30

Village Health Group - Update

It has been just over 12 months since the medical practices of Keyworth
and East Leake merged to form the new Village Health Group. During
this time there have been many ‘behind the scenes’ changes to the way
the four surgeries operate, in a bid to improve all services to patients.

The combined group now offers the care and advice of over 20 clinical
staff. A similar number of administrative/ reception staff are able to deal
with day-to-day issues such as; arranging telephone triage, booking
nurse appointments and dealing with general patient enquiries.

As part of the enlarged group Practice we now have the additional facility
of two Clinical Pharmacists, two Physiotherapists and additional
midwifery services - all of these are available to patients via GP referrral.

Once the difficulties of the Coronavirus pandemic have been overcome,
it is the intention of the practice to revert to ‘normal service’ including
‘face to face’ appointments and home visits where needed.

Nonetheless, it is recognised that some patients have benefitted and
preferred the availability of online appointments and the phone call
appointments system. The way ahead in this digital age may be to
incorporate some of these new technologies, including video
consultations into the day-to-day operations of the Practice.

EAST LEAKE HEALTH CENTRE — NEW BUILDING CAMPAIGN
Our Local MP Ruth Edwards needs our support in her campaign for a new
modern, multi-purpose health and community hub for East Leake . You can help

by completing the support form before 11th June on:
https://www.ruthedwards.org.uk/news/east-leake-health-and-community-hub

45 Orchard Close

Sutton Bonnington
Loughborough
Leicestershire LE12 5NF

Tel: 01509 672229
email: nnccg.vhg@nhs.net

Missed Appointwments

Missed appointments = wasted time
for Doctors and Nurses.

In the past two months (March &
April 2021) some 1139 appointments

KMP Pharmacy - now closed.

Patients that reside in Keyworth should be aware that the KMP
Pharmacy ceased trading at the end of April.

This means that if you have previously had regular medication from the
KMP Pharmacy, you should now choose and nominate an alternative
pharmacy. This can be done via the VHG website, the Systmonline, or
through Reception.

These changes do not affect the dispensing of medications from the
Keyworth Dispensary to those patients living in the surrounding villages.

were ‘missed’ by patients throughout
the VHG Group practices.

Please could we remind patients to
cancel any unwanted appointments
24 hrs before the agreed time.

Prescription Addresses changed
Patients in Keyworth and District may have noticed that the address shown at the top of all
prescriptions is now shown as:

Village Health Group, The Health Centre, Gotham Road, East Leake, Loughborough, LE12 6JG

This change reflects the need that the VHG Group is shown as one dispensing centre for NHS purposes.
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NHS Social Prescribing

Social Prescribing is a relatively new service, which is designed to help people address their physical and mental health
and general well-being, by connecting them to support within their local community.

GPs and medical practiioners can refer patients to their local prescribing team, after which the patients will have an
appointment with a social prescriber who will support them and identify any lifestyle improvements they want to make.

Meet the Rushcliffe Social Prescribing Team (South)

Our main goal is to give you time to tell us what is important for you
and your continuing health care. We can support you to access to
lots of different things, like: counselling, benefit advice, weight loss |
services, community groups and other information to help you age
well and stay healthy!

We can make referrals to specialist support services or help with A SophiePaylor Pl =
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DIABETES PREVENTION WEEK is 10-16 may 2021.

In response to
patient
suggestions, a
new automatic
door /entry
system has
been installed at the East Leake
Health Centre.

Get ready for the week and download your toolkit now.

If’s not too late to check !

Type 2 Diabetes can lead to serious health complications if left untreated.
Finding out your risk only takes a few minutes using the Diabetes UK risk tool.

It could be the most important thing you do today: riskscore.diabetes.org.uk

Park Run for everyone ! The NHS App

The Village Health Group confirms that The NHS App has recently been revised to give all
it has signed up with the Royal College patients direct access to their Medical Practice.

of General Practitioners to be a Using this App on your IOS or Android device, you
‘parkrun practice’. can:

see your COVID-19 status —view your COVID-19 status for travel. |

order repeat prescriptions — see your available medicines.

How are you feeling today?

book appointments — book & cancel appointments.

get health advice — search NHS information and advice.

To access your NHS services

view your health record — securely access your health record.

view your NHS number — find your NHS number.

Facebook : You can find more up-to-the moment information from the Facebook pages of the Village Health Group and tthe
Keyworth PPG : https//www.facebook.com/villagehealthgroup  https//www.facebook.com/keyworthppg

Would you like to become a virtual patient ? - you can keep informed on the latest Practice news and receive copies of this
Newsletter. If you would like to join the Virtual PPG please email us : VHGPPP @mail.com

Patient Feedback: we welcome helpful comments and suggestions on how we can improve the patient experience at the
Village Health Group . Send your feedback to: VHGPPP @mail.com







