
	
Minutes of the East Lancashire Patients Voice Group Meeting
Wednesday 1 November 2017 - St Ives Business Centre 
                                                   
                                                     In attendance:


	      Patient Voice Group Attendees
      Russ McLean - PVG Chair (RMc)
      Mavis Williams (MW)
      Pamela Pickles (PaP)
      Patricia Pearce (PP)
      Sarfraz Ali (SA)      
	   ELMS Staff    
   Ros Wilding - Minute Taker (RW)
   
                   

	
	


	Welcome & Apologies
	

	      
      RMc opened the meeting at 19:00 with a warm welcome to those present and passed on apologies
      From Glenda Feeney, Chris Nolan, Shirley Corbally, Yasmin Feroze. Harri Pickles is unfortunately still in
      Airedale Hospital.    
  

	Minutes of Last Meeting / Matters Arising / Conflicts of Interest 
	

	
· Minutes of Last meeting
The Minutes from the last two meetings held on 7 June and 20 September were accepted as a true and accurate record of what had transpired.

· Matters Arising
20 September meeting:-
Chair Report Pathology Lab Closures: RMc still needs to obtain the number of blood samples the Royal Blackburn Hospital processes in an average week.  Awaiting update from RMC
ELMS Service Report:  July’s GP Advice Calls corrected from 133 to 2383. NFA

· Conflict of Interests
RMc (ELMS Board member) MW (BwD Healthwatch Member) PP (related to Dr P Fourie - ELMS Board director)
               

	Chair Report - Russ Mclean
	

	      
       See attachment below for November 2017 Chair Report                 



· Kevin McGee is keen for RMc to become more involved in hospital patient engagement in the future.
· Cardiology - RMc raised the worrying delays in cardiac test results being fed back; local press tackled ELHT about the delays, which resulted in the hospital issuing a public apology for the delays. The knock-on effect causes delays in the commencement of GP treatment and hospital theatre procedures.  RMc has been told the waiting times have now come down and will ask for evidence. Action: RMc to request evidence for reduction in cardiac test wait times

	ELMS Service Report - Glenda Feeney
	



      ELMS Out of Hours patient contacts report April - Sept 2017
      It was noted that September showed a slight fall in contacts with ELMS services.

   

		Complaints / Compliments / ELMS Updates
	


                
       Complaints Sub-Committee reviews - deferred until next meeting as only one Complaints 
       Sub-Committee member present tonight.
       
       Number of Complaints Year-to-date 
       42 complaints received between 01.04.17 - 01.11.17    

       Compliments Report (September 2017)

[bookmark: _MON_1571214066]             

      Patient Surveys (October 2017)
        

[bookmark: _MON_1571214525]       
[bookmark: _GoBack]      RMc asked for volunteers to attend sites, especially Burnley. PP said she would attend Clitheroe and
      will liaise with RMc to meet her there for her first session. PaP asked what we do with the results; RMc
      said that the CQC wanted site-specific data which will be submitted to the CQC and DoH.  It is noted
      that the OOH Commissioners remain happy with the Friends & Family Test questionnaires that are
      currently on hold whilst we run this exercise.  RMc said he would like the report to include the results
      from Q21 (If this service was not available, where would you have gone? 
      Actions:  PP and RMc to arrange to meet at Clitheroe OOH & RW to request AC to include Q21 on
      future questionnaire results
  
	    Judging of ELMS Photo Competition
	


       
      RMc presented the 57 photographic entries for the group to shortlist down to 12 and then select an
      overall winner.  The results are as follows:-
      9,  19,  20,  21,  24,  29,  38,  39,  40,  41,  42,  51
      The winner of the competition for best photograph was agreed as No. 38 (the Viaduct) 
       GF is to arrange for the photographs to be captured in calendars for 2018 which will be sold for charity. 

	    Any Other Business
	


    
· PP said she has recently become aware that national signage for hospitals, medical care etc is quite poor; this item will be deferred to the next meeting when CN hopefully will attend and might be able to comment on why it’s so poor and what is being done to improve it. RMc added that he has been involved in this subject for the past 3-years and national signage is supposed to be standardised. Unfortunately, ELHT has stalled in this area as the monies have been spent on direct patient services instead which everyone agreed, is more important.  Action: item to be added to the next Agenda
· The next meeting is scheduled for Wednesday 13 December and will include a light Christmas buffet so RW will ask for confirmed attendances nearer the time for catering purposes. 

	General Information
	



All information and documents discussed and issued both electronically and on paper remains highly confidential and are 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 13 December 2017 

Complaints Sub-Committee Members Only to meet at 18:30 
Main Meeting to start at 19:00 
Light Christmas buffet will be served

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 24-hrs on 01254 752130 
or by telephoning Ros Wilding on 01254 752110 between 8-4pm or by email to ros.wilding@nhs.net
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		[image: Y:\SCANS\20160322102339_00001.jpg]   Compliments Report

 September 2017



		Of the 134 patient responses from OOH patients 

97% said they would be likely or very likely to 

recommend our services to their friends and family. 

This overall number of returns is down on recent months 

because we are also using a PVG survey which is a little 

more in depth.  We will try to combine the two in future months.





		 



		STAR Awards



		At the 4 October AGM, presentations were made to recognise outstanding contributions from some members of staff. These were made as the result of colleagues’ recommendations made during the staff engagement exercise and have gone to those who  go above and beyond to help patients or colleagues 



There is a long list of recipients of the award, illustrating the committed nature of ELMS’ staff, and they are too numerous to mention individually. Those awarded on the night were Tracey Pettit, Ros Wilding, Michael Hammond, Tom Marsden, Julie Swindlehurst, Andy Chapman, Glenda Feeney, Julie Graves, Alison Marsden, Dr Muzaffar, Laura Nicholson, Michael O’Connor, Brenda Re and  Lindsay Slater. 



[image: ]The photo shows Val Clark being presented with her STAR award by Dr Palmowski just after the AGM. (Val was on shift at St Ives and couldn’t attend the meeting proper.)







		PVG Survey - OOH



		· This only started in the last week of the month and we had 59 responses which is a good number for less than a week and for which we should thank all the receptionists and PVG representatives. We are only surveying those who visit a treatment centre.

· Patients rated our services at about 9.7/10 but we have no history to compare this number with.

· Typically, patient’s comments were about helpful staff or clinicians and how the service was welcome in the face of ongoing problems with getting appointments in General Practice. And there were very few adverse criticisms.

· The survey will last approx. 3 months; more in future issues.





		Out of Hours Services



		· Dr Jawad was friendly and helpful. Margaret was friendly and welcoming (Rossendale)

· Dr Brown was lovely (St Ives)

· Very helpful and friendly (Ray Openshaw).

· Lovely staff. Julie Swindlehurst booked me in at very short response. Ray at reception greeted me with a lovely smile.

· Dr Muzaffar was extremely friendly, he’s a lovely doctor.

· …when I came to the building I was greeted very nicely by Ray Openshaw who gave me confidence in your service.







		Federated Practices



		· [bookmark: _GoBack](PVM) I would just like to say I applaud your staff on reception. Whilst visiting the surgery today I witnessed appalling behaviour. The two staff on reception desk were met by a barrage of what can only be described as abuse and total disrespect from a patient who was demanding of being seen by a doctor for what he himself described as a headache he had for two days. When the receptionist tried their best to accommodate the patient by offering them an appointment at another practise he clearly was not happy with their suggestion so he left the one side of the counter and started to abuse the other receptionist demanding the same from them. They explained exactly the same; see the local pharmacy for advice and then try for an appointment later in the day or at 8am tomorrow.  … I think praise is due in this to the two staff who acted in a calm professional manner whilst faced with attitude and disrespect from a member of the public who in my opinion they tried their best to help. I do hope this message is passed on to the two girls in question; tell them to keep smiling and helping.

· I was seen today for a health check by Sam (Saima Sarwar). She was very nice.

· The doctor requested bloods and I was seen by the nurse within 5 minutes. Sam (Saima Sarwar) was very efficient and friendly.

· My experience with Sam was great; I hate needles – never felt it. Thank you. (Saima Sarwar)





		Health Access Centre



		

Walk in Centre:

· A vital service when the other services are shut. Must remain open forever! Takes pressure of our doctor’s surgery. I have visited this service myself in the past and found it very helpful. Very important to the community.

· Very friendly reception staff, extremely approachable and helpful.

· Very good receptionist. Excellent service. Well recommended.

· Available when most needed when other services are shut. Glad to have this service. Needs to stay open as long as possible. A vital Community asset. Takes pressure off A&E service.







		

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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[bookmark: _GoBack]PVG Questionnaire: Oct 17 Results



Ethnicity 					Travel time, by centre

		Row Labels

		BGH

		Clitheroe

		Rossendale

		SIH

		Grand Total



		Less than 15 mins

		82

		25

		19

		482

		608



		15-30 mins

		21

		7

		3

		72

		103



		Over 30 mins

		7

		

		

		4

		11



		(blank)

		

		

		

		

		



		Grand Total

		110

		32

		22

		558

		722







[image: ]
















[image: ][image: ][image: ][image: ][image: ]Patient Travelled from, by centre

		Row Labels

		BGH

		Clitheroe

		Rossendale

		SIH

		Grand Total



		Accrington

		

		

		

		61

		61



		Bacup

		2

		

		4

		

		6



		Barnoldswick

		1

		1

		

		

		2



		Barrowford

		3

		

		

		

		3



		Blackburn

		

		3

		

		290

		293



		Blacko

		1

		

		

		

		1



		Brierfield

		5

		

		

		

		5



		Burnley

		31

		1

		

		2

		34



		Chorley

		

		

		

		1

		1



		Clayton Le Dale

		

		

		

		1

		1



		Clayton Le Moors

		

		

		

		5

		5



		Clitheroe

		1

		14

		

		10

		25



		Colne

		6

		1

		

		

		7



		Crawshawbooth

		

		

		1

		

		1



		Darwen

		

		

		

		43

		43



		Earby

		1

		

		

		

		1



		Great Harwood

		

		2

		

		18

		20



		Hapton

		1

		

		

		

		1



		Haslingden

		

		

		2

		7

		9



		Helmshore

		

		

		1

		1

		2



		Huncoat

		

		

		

		1

		1



		Little Harwood

		

		

		

		1

		1



		Nelson

		10

		1

		

		

		11



		Newchurch

		

		

		1

		

		1



		Oswaldtwistle

		

		

		

		15

		15



		Padiham

		6

		

		

		

		6



		Ramsbottom

		1

		

		

		

		1



		Rawtenstall

		2

		

		3

		3

		8



		Rawtenstall 

		1

		

		

		

		1



		Ribchester

		

		

		

		2

		2



		Rishton

		

		

		

		9

		9



		Rossendale

		4

		

		3

		

		7



		Sabden

		

		2

		

		

		2



		Shawforth, Rochdale

		1

		

		

		

		1



		Slaidburn

		

		1

		

		

		1



		Stacksteads

		

		

		1

		

		1



		Trawden

		1

		

		

		

		1



		Waddington

		

		1

		

		

		1



		Waterfoot

		

		

		3

		

		3



		Whalley

		

		4

		

		1

		5



		Whitworth

		

		

		1

		

		1



		(blank)

		

		

		

		

		



		Grand Total

		78

		31

		20

		471

		600



















In terms of our normal monthly statistic, this is 97.3% approval.













Was the receptionist polite & helpful? 

	Yes	622

	No	2



[image: ]

[image: ]



Reason for Access



Medical Condition Could not Wait	Could not get GP appt	Service more convenient	Other	414	67	33	47	





Recommendation



X Likely	Likely	Neither	Unlikely	X Unlikely	Don't Kow	383	114	6	0	5	3	





Recommendation (out of 10)



1	2	3	4	5	6	7	8	9	10	1	1	5	1	10	6	26	45	59	464	





Responses by hour of day 



0.5	1.5	2.5	3.5	4.5	5.5	6.5	7.5	8.5	9.5	10.5	11.5	12.5	13.5	14.5	15.5	16.5	17.5	18.5	19.5	20.5	21.5	22.5	23.5	34	10	9	6	3	3	2	2	19	21	39	38	31	18	21	23	16	16	13	28	103	72	56	30	







Male	Female	410	206	
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