Lakeside Medical Centre

Patient Participation Group

Minutes of Meeting held on 23rd September 2014 

Perton Library 5.00pm

Present:
Machiel Lindenbergh (ML)


Terence Birch (TB)


Pat Pitt (PP)


Barbara Boxley (BB)


Jane Oakley (JO)


Christine Young (CY)


Nick Jarvis (NJ)


Michelle Stearn (MS)



Kelly Marsh (Practice Manager) (KM)


Katie Mackintosh (KDM)


Jackie Wedge (Minute Taker)

1. Apologies
Jan Playford

Simon Taylor 

2. Minutes of Previous Meeting
Read and approved by everyone present.

3. Matters Arising
Current action plan circulated, PPG in agreement.
4. Introduction of new Nurse – Michelle Stearn
KM introduced MS to the group.  MS told the group about herself, what she had done in the past and her ideas for the future.  MS suggested that she may do a Cancer Support Group.  The group were agreeable to her suggestions.
5. Patient Participation Enhanced Service
Review of three priority areas

· DNA’s Reduction
KM presented the group statistics requested, which included graphs of DNA’s for the previous quarter, including comparisons to age, gender, the clinician they were booked in with, appointment day and time of appointment.  KM asked the group for suggestions on how to tackle the problem.  It was suggested that we send a text messages to patients reminding them of their appointment.  KM explained that in order to do this it is advisable to gain consent off each patient to ensure they were fully informed of the need to inform us if they change number.

Also, NHS net (the previously free text message service) have pulled out of providing text messages. The NHS are looking for another way of offering this for free. It was agreed that this was not viable at the minute, but to be reviewed at a later date.

It was noted that the biggest group of DNA’s were in the 20 to 40 year old range and more women than men. It was decided that this group should be the target of any campaigns.

The group decided to do a trial of telephoning patients who had missed appointments and asking the reason for them not turning up for their appointment. KDM will put this into action and present results at the next meeting.
It was also decided to put large posters up in reception to display the monthly figures for DNA’s.  It was also suggested that we put posters up in the Community Centre and the Clinic. The group were keen to attract patient’s attention using slogans,  ‘Your Doctor need you… to keep your appointment‘ and ‘Are you the guilty party?’ were suggested. KDM to design and circulate to the group for review prior to the next meeting.

· Reduce the time waiting in the surgery for your appointment and urgent appointment service.
The group were given feedback about the changed implemented to improve the time waiting in surgery.

Waiting times for urgent appointments are now in line with those of routine appointments, with an average waiting time of 8 minutes and 7% waiting over 30 minutes, compared with 21.5 minutes average waiting time in August and 31% waiting over 30 minutes.
Action plan to be re-circulated before next meeting 



6. Friends and Family Test
The Friends and Family Test which has replaced the usual patient survey is to start on 1st December.  Following strong recommendation from NHS England we are advised against  doing this electronically but to instead hand out a paper with the question “would they recommend us to friends and family” and “reasons” to every person that comes into the surgery.  An Example will be presented at the next meeting.
7. Any Other Business
Christmas Shoe Boxes to be in by the beginning of November.  KDM will organise this and consult with NJ about the promotion of this event.
Winter extended hours to start on 6th October 2014 until 22 March 2015.  These will be for 2hours 15 Minutes during 7:00 until 8:00 on a Monday morning and 18:30 – 19:00 Tuesday night. These are in addition to the three hours already provided on Wednesday/Thursday (rotational) 18:30 – 20:00 
Next Meeting – 4th November 2014.



























































































KDM 
































KDM





















































KDM 
























































KDM and NJ








