PATIENT PARTICIPATION GROUP MEETING – MINUTES

Tottenham Health Centre
13.03.2013
 

The list of attendees is attached. 
At 1.00 pm the Assistant Practice Manager, Ms. Yesim Ozcan opened the session by reading the Agenda for this meeting .It is attached. 
According to the agenda, the previous minutes were read and agreed by the PPG. Some patients had questions; clarifications were given and were approved. 
     Following the Agenda, Dr. Jeyarajah spoke about the improvements in surgery services addressed according to PPG questionnaires and group members’ discussion. He also spoke about the future changes waiting in the NHS for GP surgeries. 
Dr. Jeyarajah also reported the Patient Experience Survey results which can be seen on the website under Survey results link. The survey was done from 15.10.2012 until 15.03.2013.
How the questions were decided
Most of the questions were taken from the GPAQ survey form and discussed previously with some of the members. They considered those questions as key to get the right picture about the surgery services. One member helped to assist some patients doing questionnaires for patients with poor sight, poor co-ordination----etc.
 Method in which the survey was conducted
The survey was done after consulting with a specialized company with some PPG members input. That step took about six months. 
After that, patients were asked to do the questionnaire on-line at home; in the library, at the surgery if a PC is necessary. In some cases, especially elderly, people with reading difficulties, lack of time, non English speakers--- etc, they were helped by a member of Admin staff in the Surgery. 

The questionnaire was designed to reflect views from groups of patients such as 
 
Single parents

· Parents with young children. 

· Carers

· Elderly patients
· Patients whose first language is not other than English. 
We were informed that over one hundred patients did the questionnaire; however not all of them were entered on line properly. A sample of the questionnaire is enclosed as Annex No. 1 
Participants were asked to discuss wider issues and priorities. In summary it was agreed as below:
 Issues / Comments made + Action Plan
	Agenda Items
	Discussed Issues
	Action

	· Welcome and Introduction
	Practice Manager welcomed and introducing all guests


	

	· Machine to check BP, BMI
	Current new machine at reception to help reduce appointment time with nurse/HCA in giving out BP, WT, BMI---etc. Patients to be introduced to the new system.
	HCA assisting patients

	· DNA appointments
	Appointments reminders to reduce DNAs level, especially for Dietician appointments this means more patients have the opportunity to be accommodated.
	We have started new system Iplato which is sending automatic messages reminders, also dietitian is calling patient to remind them about appointment.

	· Re - organisation of reception
	Reception problems with regards to misplaced sick certificates, prescriptions, letters for patients to collect ----etc which represent waste of time for patients, as well as surgery time. Re-organisation of reception is necessary to cater for quick action and efficiency.


	Receptionist will organise documents in folders with name tags

	· Issuing repeat prescription
	Repeat prescription requests by fax, by email, through surgery web and in some special cases, over the phone also to be attended


	Daily checking emails on surgery website

	· Phlebotomy service in house
	 Increase the number of days to take blood samples in the surgery. However van attends surgery only twice a week that means if we increase the days to more than 2 then patients have to take the sample by themselves to hospital.

	Communicating with NMH van services

	· Home blood taking
	A lot of elderly patient would like to have home blood taking done by practice Doctors
	Liaise with D/N for appropriate house bounds patients

	· Updating contacts details
	Update patient contact details especially email addresses and mobiles phone numbers at each opportunity of meeting patients with every member of staff. 

	Patients are given sleeps to update details on the arrival

	· Login on arrival
	Log-in their appointments in a non-waiting area; they wanted to “hide” their date of birth and full names. 

	Re-location site to be considered


Distribution of patients across PRG group   
	Age group
(years)
	Patients in
%
	Nr of PRG members from this group

	Under 16
	13
	2

	 

17 – 24
	13
	2

	 

25 – 34
	13
	2

	 

35 - 44
	13
	2

	 

45 – 54
	13
	2

	 

55 – 64
	13
	2

	65 – 74
	13
	2

	75 – 84
	7
	1

	Over 84
	6
	1


Patients expressed satisfaction with the appointments booking time, and especially booking emergencies every day, early morning over phone, and in the afternoon over the counter. 
They feel very well looked after being invited by the practice, using the sms system to attend 
     Health checks
     Blood pressures checks
     Diabetic control
     Spirometry
     Medication reviews
     Blood test checks
     Childhood vaccination
     Cervical smear test 
· Mr. David Hart CEO MIND Enfield- was invited to introduce and/or refresh to our patient the wide range of services that they are delivering to the community. 
     Mr. David king, MIND in Haringey patient’s representative was also invited to speak for this meeting, presented a very good intervention strategy, patients were happy being informed about the demonstrations and public activities available to improve patient services. 

Some leaflets and booklets from MIND were distributed to the patients and some from WISE DOLLS, Arts Therapy for women, young people and children survivors of domestic violence. 
 

It was agreed within patient group to have a follow up meeting in 3 months time. 
 

Issued on 13.03.2013
 

