	Minutes of the East Lancashire Patients Voice Group Meeting
Wednesday 7 June 2017 - St Ives Business Centre
                                                         
                                                     In attendance:

	      Patient Voice Group Attendees
      Russ McLean - PVG Chair (RMc)
      Pamela Pickles (PaP)
      Yasmin Feroze (YF)
      Shirley Corbally (SC)
      Sarfraz Ali (SA)
      Chris Nolan (CN)
	   ELMS Staff    
   Ros Wilding - Minute Taker (RW)
   
   
   Guest Speakers  Topic: ELMS Over 75’s Service
   Lynette Callaghan - Community Matron
   Yaz Feroze - Community Nursing Assistant                 

	
	

	Welcome & Apologies
	

	      
      RMc opened the meeting at 19:05 with a warm welcome to those present and introduced the guest
      speakers for tonight’s meeting, Lynette Callaghan and Yasin Feroze of the ELMS Federated Practices
      Over 75’s Service.  
      Apologies were received from Glenda Feeney, Pat Pearce, Mavis Williams, Harri Pickles
     

	[bookmark: _GoBack]Over 75’s Service Presentation - Lynette Callaghan & Yasin Feroze
	

	
       Lynette gave a presentation of the Over 75’s Service (see attachment below) which was set up in 2015 and
       is funded until 2018.  The team has visited over 1000 of East Lancashire patients over the age of 75;
       they have also recently started to see Accrington Victoria Health Access Centres 200+ patients who are
       aged over 75. The aim of the service is:- 
· to identify high risk patients who have “slipped through the net” for regular healthcare; Yas carries out the initial in-depth assessment
· try to keep patients out of hospital wherever possible and provide best practice for the patient


      RMc said that at present it only covers East Lancs and he
      would like to see it rolled across Pennine Lancashire as BwD patients would greatly benefit from a
      service such as this. In East Lancashire, patients are funded at £5 per head of the population which
      hardly covers the service that Lynette and Yas provide in terms of how their service benefits the health
      economy in money saving terms and moreover, reducing significantly the number of admissions to
      hospital.  Questions were opened up to the group: 
      RMc raised the issue of DNACPR’s in the Muslim community and their strong cultural beliefs; Lynette
      replied that it is a very difficult and emotive subject to broach with anyone but said you have to view
      each case on its own merits; a patient’s own GP can over-ride a decision for what is in the best interests
      of the patient for their care.  East Lancs and BwD CCG’s are engaging with patient groups around this
      issue especially in multi-cultural areas. 
      RMc asked how long the initial patient assessment takes; Yas said at least 1-hour but each patient has
      different needs and some are more complex than others.  
      PaP asked if there are any national guidelines applied to the service; RMc said that at £5 per patient
      head, it was important to decide how best to deliver the service and meet the needs of the patients;
      ELMS had to develop their own service. 
      SA asked how frequently patients are seen; following initial assessment, patients can ring to be seen or
      a visit may already have been arranged.
      RMc said how frustrating it is that this service is not available for BwD patients as they would greatly
      benefit from the care that the service can provide, as would the CCG’s in terms of saving money for
      reduced hospital admissions. 
      CN feels that some elderly patients are reluctant, even frightened, to contact their GP’s for fear of
      hospital/care home admission.
      With no further questions raised, RMc thanked Lynette and Yas for their time this evening and also
      thanked ELMS and both Lynette and Yas on behalf of patients for the gold standard service they clearly
      deliver in a caring and compassionate manner. 

      Short 5-minute break followed.       
    

	Minutes of Last Meeting / Conflict of Interests / Matters Arising
	

	
· Minutes of the last meeting held 5 April 2017 
Proposed by RMc and seconded by PaP.
· Conflict of interests
Russ McLean (Non-Executive Director - ELMS Board), Chris Nolan (Pennine Medical Earby Patients Group Member)
· Matters arising
             Following the Pharmacy Presentation, Roger Parr was to send a status update on the withdrawal of
             some medications to RMc and RMc was to write to both CCG’s seeking assurances as to their
             proposed actions.  
             
	Chair Report - Russ McLean
	



       See attachment below for June 2017 Chair Report 

            
       RMc commented that Kevin McGee has made a huge difference since taking on the role of ELHT’s
       Chief Executive stating that “he’s a people person”


		ELMS Service Report - Glenda Feeney
	


    
       ELMS Out of Hours patient contacts report April - July 2017
       In the absence of GF, RMc went through the figures which show increased patient contact year on year
       but without any financial increases as its paid on a block contract. RMc said that Berkshire & Windsor
       Out of Hours receive £28 per patient, but staggeringly, East Lancashire only receive £5 per head of
       population. Why should this be allowed to continue? Why are MP’s not canvassing the Dept of Health
       as to why East Lancashire doesn’t have the same access to funds that the more affluent South of
       England receive? RMc asked the members to raise this with their MP’s.

	Complaints / Compliments / ELMS Updates
	


       
       Complaints Sub-Committee reviews 

       The 4 x anonymised complaints reviewed by RMc (stand-in for PP), SC, SA and CN were:-
a) 1292 - reviewed by CN: not upheld as ELMS did everything correctly as per protocol. The problem was with the deceased patients own GP surgery.
b) 1286 - reviewed by SC: upheld due to lack of information and poor customer care given by the receptionist.
c) 1313 - reviewed by PaP; not upheld; the response letter was very good.
d) 1303 - reviewed by RMc on behalf of PP: upheld but it was noted that the clinician has not been given any further shifts following the reporting and investigation of this incident.

        RMc asked for his thanks to be noted to the complaints sub-committee as they review the complaints
        with common-sense and level headedness.
        

        Friends & Family Test Compliment Reports (April, May & June 2017)
          



[bookmark: _MON_1568014296][bookmark: _MON_1568014839][bookmark: _MON_1568014900]                              

       Out of Hours engagement
       It is planned to carry out more face to face patient engagements. RMc is working with GF to design a
       new survey form for evening and weekends at all out of hours sites to benchmark what patients think
       about the service.  Its hoped to start this in August. Help from the group members to facilitate this would
       be very much appreciated.  RMc will send out further information in due course.


	     Any Other Business
	


       
· Hearing Aid Recruitment
There is currently a consultation underway by both CCG’s who are looking for hearing aid users as they are trying to improve audiology services (see attachment below for their poster)


Open days are planned for 23 June (Blackburn), and 26 June (Nelson) with a view to gaining valuable feedback from patients who use audiology to look at improving access to services.
PaP commented on the poster using “an old person” which she feels is inappropriate as impaired hearing affects all ages.  RMc said that they usually seek ask for comments and engage with patient groups but they don’t seem to be actively involving patients anymore; he suggested that PaP feeds back her comments to Lucy Higham at BwD CCG.
       
· RMc asked the group if there is a particular organisation or person they would like to invite to speak at any future meetings.  None were forthcoming but has been left with the group to consider.

· SA asked for it to be noted he’ll be away on holiday so is unable to attend the next meeting on 
6 September.

	General Information
	



All information and documents discussed and issued both electronically and on paper remains highly confidential and is not to be shared outside of this forum
      
The Patient Voice Group also has their own website and email address:-
Patient Voice Group website can be accessed at: http://www.elpvg.info/
Patient Voice Group email address is: Patient@ELPVG.info
ELMS website can be accessed at: http://www.elms-nfp.co.uk/

	

	Date / Time / Venue of Next Meeting
	

	

Wednesday 6 September 2017 

Complaints Sub-Committee Members to meet at 18:30 
Meeting to start at 19:00 

East Lancashire Medical Services   
St Ives House Business Centre
Accrington Road
Blackburn
BB1 2EG


Members are reminded that items for the Agenda can be submitted up until the last Monday 
before the next meeting date and should email these to ros.wilding@nhs.net  
Apologies can be given by email to the same address or by leaving a message 24hrs on 01254 752130 
or by telephoning Ros Wilding on 01254 752100 between 8-4pm or by email to ros.wilding@nhs.net









Over 75's Presentation.pptx














Over 75s’ Service











LYNETTE CALLAGHAN

Community Matron





YAZ FEROZE

Community Nursing Assistant 











Overview

Ageing population with multiple complex health and social needs

ELMS federated practices in conjunction with CCG- cover certain practices in Cone, Nelson , Brierfield and Accrington

Patients over 75 in excess of 1,000 rolling programme, 

Letter introducing the service 















Show over 75 assessment doc

4











Holistic assessment 

Every patient offered Over 75 assessment, routine investigations completed

Incorporating a number of assessments pertinent to the aging population

EG Medication, Frailty, Memory

Highlight subtle changes in health and social needs 

















Show over 75 assessment doc
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Holistic Assessment / treatment 

Acute management of chronic conditions

Stabilising illness

Trust

Power of attorney

Capacity Issues









Advance care Planning

Preferred place of care 

Resuscitation

EPAC

ERRISS- ambulance service alert system

GP brief summary printout of medical records 







Advcance care plans incorportate information that assist the helath proffessional to make the most appropriate decisions based on the patients wishes

9



























Statistics up to June 2017 from June 2015

High risk of hospital admission from 115 to 61- above 50%

Medium- high risk from 49 to 32 ( 40-50%)

Med 30-40%- 83 to 79

Low Risk below 20% 933to 898

( I will elaborate )











Inadequate scoring system

Only one utilised when service 1st started

Inconsistences between EMIS system and Aristotle.

Referral for patients from others  with low score requiring intense input.







Statistics up to June 2017 from June 2015

DNACPR initiation- 138 in situ excluding 38 RIP

EPACC framework ongoing- GSF

Frailty

Advanced Care plans- 252

Pts seen – 350. number contacts to these these patients 3,000

Unplanned Hospital admissions avoided, examples in case studies 

Safeguarding referrals x 20 









Success















BRILLIANT

This service

Has restored my faith in the NHS

The service provided to present has been excellent and is a great improvement on the past. It is great to have a contact at the doctors’ surgery and someone who listen and acts accordingly.

I think it is a brilliant system that has been put into effect. The members of staff who I have been in contact with could not be better in any respect.

“I just want to say that I am pleased with everyone. I feel I am getting somewhere at last. Thanks for all your help, all of you!”



You made all the difference to our family just before mum passed away

1st Class

Service





The Future

Renew / remind patient after 12months

Popular service 

Admin support 

If we had admin support/ another clinician we could look at rescoring the patients on a more regular basis, more searches 

Take messages freeing up Yas and I for more Patient contacts









Thank you for listening

Any Questions



Lynette Callaghan & Yaz Feroze
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Federated Practice

Date NHS no:
Address

Dear

Hello my name is Lynette Callaghan, I am a Community Matron employed by your GP
surgery.

Your GP surgery is under the management of East Lancashire Medical Services (ELMS) as a
Federated Practice. We are in the process of offering each person registered with the surgery
aged 75 years and over a full holistic assessment of their health and wellbeing. Following the
assessment, other services, support and referrals may need to be carried out, of course with
your consent. This new service will have links with other professionals, voluntary and social
services. The new service is being developed and will be continually updated to improve
service to meet the needs of our practice population.

An Advanced Care Plan of your needs will be individually developed to help with your future
needs and this can be shared, with your consent, to other health and social care professionals
who help with your care e.g. the Out of Hours GP Service/Ambulance Service/District
Nurses. You will also be provided with your own copy.

Your named GP will remain ultimately accountable for your care, however the Community
Matron and her team will be able to provide, assessment, diagnosis, and treatments. This
may include the prescribing of medication to your advantage. They will then become a point
of contact should you have any concerns/questions.

Over the next 12-18 months you will receive an invite to have this assessment either by a
telephone call or letter inviting you to attend the surgery, if this is not possible and you are

housebound then a home visit will be arranged.

However, this is a very new developing service; therefore, if you feel that you need to seek
medical advice before you have been assessed please continue to contact your GP surgery.

We would like to receive feedback following your assessment.
Kind regards

Lynette Callaghan
Community Matron
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@® East Lancashire Medical Services O

Federated Practice

Over 75s Service

This is a new service that commenced in May 2015 to help support patients
over the age of 75 registered with the four ELMS Federated Practice - Pendle
Valley Mill , Brierfield, Horsfield and Eagle
Medical practices.

The offices for this service are based
in Brierfield Health Centre.

The service comprises of a Community Ma-
tron Lynette Callaghan and Communi-

ty Health Care Assistant Yasin Feroze Above: The team at Brierfield Surgery.

Many people over the age of 75 have a number of medical conditions that
require skill and expertise to manage effectively, they may spend time in hos-
pital, sometimes when they could have stayed at home, and many people
would prefer this.

The Over 75 service holistically assesses the individual needs of each person
in the practice, taking into account both health and social care needs. Once
the initial assessments are completed, dependent on need, services will

be recommended, treatments provided and referrals made. Each person will
have an individualised Advanced Care Plan to keep, this will help when other
Practitioners e.g. Doctors , Nurses and Ambulance Practitioners are called
who do not know you. The Advanced Care Plan will give them some back-
ground information about your health, medical conditions and vital signs
when you are stable e.g. blood pressure readings. It will also include guide-
lines of potential problems that may occur, and what to do. North West Am-
bulance will have a copy of this in their records as an alert and Out of hours
will be aware that it exists.

Who are we?

Lynette Callaghan ~ #" tynete and Gary outside ererfield

Surgery
Community Matron

Lynette joined the team as the Over 75s Lead in April
2015. She is an advanced Nurse Practitioner with a wealth of experience man-
aging people with complex multiple long term health problems.

Lynette is an enthusiastic charity fund raiser who enjoys
walking her 2 dogs, riding her bike and spending time on
holiday with family and friends. Lynette has recently com-
To the left: Lynette  pleted a midnight ride through London
onher charity bike - and helped to raise over £40,000 last

ridein China year by cycling through China.

Yaz Feroze
Community Health Care Assistant

Yaz has been with ELMS Federated Practice since November 2014 and joined
the over 75s team in May 2015. He has considerable experience in care of
the vulnerable elderly and has years of practical experience working with
Mental Health patients in a hospital setting.

To the left: Yaz in the Over 75s
Office based at Brierfield Surgery

To the right: Yaz with the Falls Team
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East Lancashire Medical Services

Social
Enterprise
Federated Practice
Personal Advanced Care Plan
Patient’s name Full Name Community Matron Lynette Callaghan
Known as Calling Name Usual GP
Date of Birth Date of Birth Practice Address Pendle Valley Mill
NHS Number NHS Number Yarnspinners PHCC
Carr Road
Nelson
BB9 7SR
Home Address Home Full Address {stacked) Telephone Number 01282 657657
Next of Kin
Address
Telephone Number Patient Home Telephene / Telephone Number
Patient Mobile Telephone
DNACPR Yes / No Power of Attorney in Yes /No
place
DNACPR date Name
Spetcial Cautionary Note Yes / No Address
Special Cautionary Note Telephone Number
date Where are details kept
Please see attached brief summary for medicat problems, medication and aflergies.
Mental Capacity
All Patients:
Have they mental capacity to decide about the
actions in the event of progression of their
illness? If no, please give details
If yes, have they been consulted about their
health care choices and the Suggested Action
Plan?
Patients without capacity only:
Have they an Advance Directive, Lasting Power
of Attorney for health matters or a Court
Deputy?
If no, does the person have a next of kin or
someone close to them who is willing and able
to informally contribute to discussions?
If no, is there an IMCA to represent the patient
in discussion of serious medical treatment?
Pendle Valley Mill Brierfield Surgery Horsfield Practice Eagle Medical Practice 'l '*:,' INVESTORS
Yarnspinners PHCC Brierfield Health Centre Colne Health Centre Acorn PHCC ‘*a,r IN PEOPLE

Carr Road, Nelson
BBY 7SR

Tel: 01282 657657
Fax: 01282 617849

Arthur Street, Brierfield
BBI 55N

Tel: 01282 731627

Fax: 01282 731640

Craddock Road, Colne
BBS 07

Tel: 01282 731570
Fax: 01282 731569

421 Blackburn Road
Accrington, BB5 1RT
Tel: 01254 282490
Fax: 01254 389561

www. elms-nfp. co.uk
www. elmsfederatedpractice.co.uk
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About your care
Everyone copes with their illness differently. Some
like to know all of the details or their illness and
treatment, some prefer limited information and some
prefer not to know. Which do you prefer?
Do you feel the information you have so far has been
sufficient?

What elements of care are important to you? Do you
have preferences for any specific treatments or care?

Is there anything that you worry about or dread
happening? Is there any sort of treatment or care you
would not want to have?

Information sharing
Who else would you like to be given information
about your illness?

Would you prefer any of the above to be with you to
hear results, or to discuss or make important
decisions about your care or treatment?

Summary of suggested action categories:

Intensive: Transfer to hospital for treatment if appropriate. Critical care, intubation and ventilation should be considered
Hospital: Transfer to hospital for treatment if appropriate but not for critical care, intubation and ventilation.
Home: Treatment medication and comfort measures within home with support from GP. Admission to hospital to be avoided unless
comfort measures fail
Comfort: Palliative medication subcutaneous, oral or per rectal route, positioning, wound care and other measures to relieve suffering.
Implementation of End of Life if appropriate. Admission to hospital to be avoided unless comfort measures fail.
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Federated Practice

East Lancashire Medical Services

Social
Enterprise

Possible Developments Action Category Comments
Please see summary notes for
health professionals only
(attached)
1
2
3
1
Normal baseline observations
Blood pressure Single Code Entry: O/E - blood pressure reading
Pulse rate Single Code Entry: O/E - pulse rate
Respiratory rate Single Code Entry: O/E - rate of respiration
Oxygen Saturation Single Code Entry: Oxygen saturaticn at periphery
Level
Random blood sugar Single Code Entry: Random blood sugar
Pendle Valley Mill Brierfield Surgery Horsfield Practice Eagle Medical Practice ’"‘3 INVESTORS
Yarnspinners PHCC Brierfield Health Centre Colne Health Centre Acorn PHCC ;‘-\ﬁ&‘ IN PEOPLE
Carr Road, Nelson Arthur Street, Brierfield Craddock Road, Colne 421 Blackburn Road
BBY 7SR BBY 5SN B8B8 0.7 Accrington, BBS 1RT www elms-nfp. co.uk

Tel: 01282 657657
Fax: 01282 617849

Tel: 01282 731627
Fax: 01282 731640

Tel: 01282 731570
Fax: 01282 731569

Tel: 01254 282490  ww.elmsfederatedpractice.co.uk
Fax: 01254 389561
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East Lancashire Medical Services,
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ncashire Telephone 01254 291140
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“lavolving you in all we do. Delivering primary
healthcore to local people since 1994.*

‘\‘ St Ives House, Accrington Road,
BLACKBURN, BB1 2EG,
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Chair Report June 2017

The Patient Voices Group (PVG) is chaired by Russ McLean and the group meets bi monthly at St Ives
House Accrington Road Blackburn.

Mr McLean continues to support East Lancashire Medical Services (ELMS) and other Healthcare
organisations, by attending meetings and contributing to Policy and procedure on behalf of the
540,000 patients of Pennine Lancashire.

Since the last PVG meeting | have attended ELMS Clinical Governance meetings and ELMS Board
meetings, where | contribute on behalf of Patients. | have had meetings with Lawrence Dunhill of the
Health Service Journal (HSJ), Kevin McGee, CEO of East Lancashire Hospitals Trust (ELHT) and have
reviewed all the complaints which come into ELMS.

The PVG continues to contribute to news media and | have commented many times over the last few
weeks to Print Media and to the Counties Radio Stations including 2BR, Radio Lancashire, Radio 5
Live and Rock FM.

One of the biggest stories affecting the NHS recently, was the cyber-attack — where a computer virus
was responsible for bringing the local Health Service to a grinding halt. It is only through the
dedication and hard work of NHS staff, that no patients were harmed. There were no data breaches
and confidential information was protected. Unfortunately, this episode cost CCGs and Hospital
Trusts dearly both financially and reputationally — as computer equipment had to be replaced and
serious questions were asked about investment in technology. Many Trusts were faced with the
choice between front line staff and the purchase or upgrading of IT systems. Quite rightly they chose
to invest in front line services, but why should they need to be having to make that choice.
Computers control everything these days and there has been a drive to have all patient data and
records digitised. There is no doubt that Legacy systems need to be replaced — but this will cost
money that organisations just don’t have to spend. Data security is a huge challenge for
organisations and a huge worry for patients.

Many Patients were calling me to register their concerns, with hospital and GP appointments having
to be cancelled. This affected routine or planned operations and regionally, patients were diverted
from affected A&E departments. Phone systems were affected as were heating, ventilation and
doors or access systems. MRI, CT Scanners and X ray departments all suffered and there were
delayed discharges, where patient records could not be accessed. In Lancashire ELHT and the
Lancashire Care Foundation Trust (LCFT) were both affected. There were reports of a patient having
to be manually extracted from an MRI scanner and staff and patients being stuck in lifts.

— East Lancashire Medlcal Services is a not for profit Social Enterprise ) SOCIO'
YP,EI.'I! ze;wg;EXPERIENCE Company regulated by the FSA. Company number 30263R ; y Enterprlsé |
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We are, of course, in the throes of a General Election and the elected representatives need to
recognise that there needs to be a sustained Capital investment programme for the NHS — where
leaders are supported to care for their aged populations. Sustainable Transformation Programmes or
STPs will see a massive reorganisation of Health Services — with consolidation and centralisation of
services. The STP in Lancashire seems to lack real substance and many Health Service Leaders are
fearful for their service, going forward; and rightly so. Many, including me, see these STPs as cuts to
services in all but name.

There is absolutely no doubt that the NHS is in financial dire straits and that we all have a part to
play. We have an ageing population, many of whom have multiple long-term health conditions and
who are becoming more reliant on dwindling Social Care resources. Patients need to think carefully
about choosing the right place for their care. There is something quite obscene about the patient
who thinks it is completely acceptable to turn up to A&E for paracetamol or for Calpol. We all need
to recognise that unless we use our services appropriately, our services will not be there to care for
us soon.

| was contacted by the Care Quality Commission (CQC) and asked to contribute to their forthcoming
publication, which discusses hospital Trusts which have come out of Special Measures. | was happy
to contribute positively to the discussion regarding ELHT and the CQC have sent to me a draft copy of
their publication, for review. | continue to have meetings with ELHT CEO Mr Kevin McGee and all
these discussions can be found on the PVG YOUTUBE channel, online. | attended the ELHT STAR
awards, where staff are rewarded for their dedication. This is the 4t year | have been involved with
these awards, as a judge.

Mrs Diane Ridgway ELMS CEO, has sadly announced her retirement next year. Mrs Ridgway has been
at the helm for 10 years and in health for over 35. Mrs Ridgway was instrumental in the formation of
the PVG and has been the driving force behind ELMS - leading the company to provide a multitude
of health services which are challenging and innovative in equal measures. Diane is highly repsected
by colleagues locally, Nationally and Internationally and has advised and contributed to Department
of Health Policy on numerous occasions — always championing the Patient. Mrs Ridgway will retire in
March 2018 and | would personally like to thank her for supporting the Patients of Pennine
Lancashire.

Russ MclLean
PVG Chair
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Compliments Report

 April 2017









		97.6% of patients who used our services in April are likely or very likely to recommend our services to their friends and family



		 

213 of the reported cases were seen by the Out Of  Hours services

	 



		( Out of Hours Services) A selection of positive comments received…



		Ray Openshaw on the desk was very polite and welcoming. A credit to your service.



Sandra on reception and Dr McKenzie who I saw were brilliant. Fantastic service. Thank you!



Annette, Sandy & Julie were all incredibly helpful and understanding. It made the visit painless and pleasant.



Excellent service from Dr Grasso. The receptionist Raymond was very friendly and nice.



What a lovely, helpful, pleasant doctor. He listened and explained in a lovely manner. Dr Islam will go far in his career.



Excellent service. Thank you!  Dr Grasso was fantastic!



Dr Jackson was lovely, thorough & listened to my concerns. The receptionist was also very kind. Thank you.

[image: ]















A nice card came from a patient to say thankyou to Julie Swindlehurst…

“My son collapsed and thanks to your professionalism and calm during his ordeal you saved my son’s life. Thankyou again”



		( Federated Practices) A selection of positive comments received…



		

Louise Morris is fantastic at her job. I have a needle phobia and she made what was a horrible experience extremely tolerable. Thank you Louise, I will be back next year.





		(Slaidburn Country Practice) A selection of positive comments received…



		 

A patient contacted us to say thank you to Dr Karen Massey for going above and beyond her professional duties and to Mandy Whitney for her thoughtfulness and kindness.





		(AVS) A selection of positive comments received…



		

I was very impressed by the examination Lynette gave me and the amount of time she spent with me.





		

If you have received any positive feedback about any of our services or your colleagues please e-mail the Governance team on comments.elms@nhs.net  
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Compliments Report

 May 2017









		96.8% of patients who used our services in May are likely or very likely to recommend our services to their friends and family



		 

187 of the reported cases were seen by the Out Of  Hours services

	 



		( Out of Hours Services) A selection of positive comments received…



		

Dr Islam was excellent with my child who received the best care. He got him the treatment he required and the referral to the children’s ward he needed. (St Ives House)





This is the second time I have attended out of hours in a few days and the care I have received is great (Tracy Pettitt). (Pendle Community Hospital). Tracey was also complimented by two other patients this month.





Ray (Openshaw) is brilliant, great service, felt welcome. (St Ives House)





A card came in for Dr MT Hussain: I came into the surgery with my son Oscar. He collapsed and stopped breathing. You saved him with your professionalism and quick thinking. Oscar is completely fine now after a night on a drip. Thank you again.





		( Federated Practices) A selection of positive comments received…



		

Compliment for Katherine Mason from the booking line: Wow! So efficient, lovely, helpful and empathic. A true credit to the health centre. It is rare to receive such great service. Thank you from me and my interpreter for putting my mind at ease.







		(Health Access Centre) A selection of positive comments received…



		

This place is AMAZING! The quality of care and service is superb and I was sorted out quickly and efficiently. Many thanks.



29.05.17 5.15pm Both receptionists very lovely, caring and understood confidently.



Dr Uddin was excellent. He was very thorough with my daughter and explained his clinical decision with me. Please pass on my thanks.



The customer care and communication are second to none! Many thanks. 





		(Over 75s Service) A selection of positive comments received…



		

I think it is a brilliant system that has been put into effect. The members of staff who I have been in contact with could not be better in any respect.



Lynette Callaghan continues to support us to keep one of our residents out of hospital in her best interest. She goes above and beyond and is very supportive to the team. Thank you and can you please let her know how much we appreciate her.



The service provided to present has been excellent and is a great improvement on the past. It is great to have a contact at the doctors’ surgery and someone who listen and acts accordingly.





		

If you have received any positive feedback about any of our services or your colleagues please e-mail the Governance team on comments.elms@nhs.net  
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Of the 301 patient responses, 93.4% 

are likely or very likely to recommend our 

services to their friends and family.



		 



	



		Out of Hours Services



		· Dr Khan was extremely friendly and helpful ... Julie was also very friendly and helpful. Thank you so much.  (St Ives House)

· Brilliant Service - receptionist (Carl) was friendly and made us welcome, and the Doctor (Dr Derar) saw us within a minute of arrival. :-). (St Ives House)

· Man on reception - fantastic. Very helpful (Neil Graham). (St Ives House)



		Federated Practices



		· Patient’s daughter called to thank us for the care the Pendle Valley Mill staff gave to her mother in the last few weeks of her life. She said that her mother had received excellent care; whenever she had to ring the call cente about her mother, everyone had been polite and very helpful.

· Grateful thanks to Sue Hall (triage nurse) for arranging doctor visits promptly. Thanks to the doctors who visited and kept the family informed fully at all times and to the receptionists who were very helpful whenever Carol had to go into the surgery.

· Receptionist – service and efficiency were excellent; made me feel relaxed and dealt with my enquiry efficiently. An experience which I wasn’t looking forward to but was good. (Horsfield) 

· To Annette and all the staff. Thanks very much for your friendly service, it was much appreciated. This from a patient who moved out of area.  (Horsfield)

· I’d like to say we are very happy with the reception staff, Mehmoona, Carol and Ann. And a big thankyou to Dr Krysztof. Great Team. (Brierfield)



		Slaidburn Country Practice



		· I had a fall on my bike near the surgery today. The doctor, the nurse and the receptionist attended to me at the health centre and were all absolutely excellent. I was seen very quickly. The doctor carried out an assessment of my injuries before the nurse cleaned out and dressed the wounds. They were careful to explain what they were doing and why. They were courteous, friendly, professional and did a superb job. I cannot recommend this health centre enough. An absolute credit to the NHS and underlines the importance of having small, local health centres in rural areas. 

· Excellent speedy response to a minor injury that have required hours and hours at A & E. Thank you.

· Easy online access, very friendly and helpful receptionist, Mandy. Very approachable doctors.

· I put my request on the patient system but it couldn't be found on Monday when I came to collect the meds

· Kath and Mandy were amazing as always and sorted me out the medication I desperately needed. Then I believe they requested all the rest for Friday delivery…..



		Health Access Centre



		

Walk in Centre:

Matt Johnson was brilliant. Definitely recommended (04.06.17)

Doctor was very thorough. 

Doctor was really nice. 

Excellent service. Would be a shame to close it as I could not see my doctor this morning!

Always needed, excellent care. 

Because I can't get an appointment soon enough at my own doctor. 

Good service. 

Always manage to get an appointment. Always made to feel like the Dr/nurses care and are not rushing us. 

Helpful. 

Excellent out of hours service especially for young and elderly. 

Helpful. 

Always good help from here. 

Very thorough. 

Very nice Doctor. 

The staff were great. 

Seen really quick and friendly staff. 

Seen within a good waiting time and doctor was very nice. 

Brilliant service always.

Fast friendly and essential local service. 

Dr Patel was very thorough, polite and helpful. 

The service is fantastic puts you at ease knowing you can see a doctor. 

Excellent service out of hours. 

Because they provide good services to the community. 

Was seen straight away! Please don’t close! Only walk-in local!!!

Seen in appropriate timescale, no appointment needed. Given treatment that was needed. 

The fastest time I got seen. 

Polite doctor. Quick waiting time. 

Good service. 

The Doctor we saw was very lovely, helpful and polite. Was unable to get an appointment at local surgery. 

Very quick and very essential, a vital NHS service. 

Dr Khan understood me and did very well. I like the walk-in centre continue its service and not shutdown. 

Keep the Walk In Centre open. It is used by and needed by lots of people!! P.S Do not support privatising the NHS by making services worse. Thank you. 

I have used this Walk In Centre for myself as a patient and also for family members. I feel it is a valuable service especially when it's not possible to book appointment with own GP.

Very good service and very helpful. 

Appointments are unavailable at GP surgery so it’s extremely handy to pop into the Walk In Centre especially if you work. 

 

Surgery:

Very caring doctors, excellent service, all staff friendly and helpful. 

Dr Duffy always goes above and beyond. She is the best GP I have ever encountered and truly cares about her patients. 

 



		Acute Visiting Service



		Dr Patel visited the gentleman yesterday and a family member has called Little Harwood wanting to pass on thanks to the Doctor for all that they did for him.



		Over 75s Service



		Very helpful. Patient. Friendly.



		

If you have received any positive feedback about any of our services or your colleagues please e-mail the Governance team on comments.elms@nhs.net  
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Hearing aid recruitment poster.pdf
NHS

Do you or someone you care for wear
hearing aids?

If so we need you!

We want to speak to people with hearing aids and any carers of people with
hearing aids on how we can improve our Audiology Services.

Please come along to Blackburn Library, Town Hall Street, Blackburn, BB2
1AG, on Friday, June 23, 2017, from 1pm until 3pm.

Or Walshaw House, Regent Street, Nelson, BB9 8AS on Monday, June 26
2017, from 1 until 3pm.

Your feedback is important to us.

To book, call Lucie Higham on 01254 282000 or email

communications@blackburnwithdarwenccg.nhs.uk
Working in partnership with:
East Lancashire Clinical Commissioning Group
Blackburn with Darwen Clinical Commissioning Group




mailto:communications@blackburnwithdarwenccg.nhs.uk
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