Minutes from Patient Participation Group Meeting – Monday 12th December 2011.

The group worked their way through the action plan below and agreed that the practice would take forward these actions.  The aim is to improve the service that the practice offers.

Concern was raised that the reception team often have to deal with some very aggressive and rude patients.  The PPG member wanted to know what support and training the team are given.  The Practice has had a number of nasty incidents during the last 12 months.  We have a strict incident reporting system in place.  All serious incidents are discussed at the weekly practice meetings.  Where a patient is being threatening or intimidating the practice may decide to call the policy as this can be classed as verbal assault.

It was raised that the telephone system can sometimes cut off when the person is waiting for the phone to answer.  The practice will ask the telephone company to check this.

We discussed using local pharmacies of help and advice for minor ailments.  The aim would be to free up GP appointments.  However feedback from the group was that local pharmacies often seemed very unwilling to do this and will often say go and see your GP.  This has happened even when the patient is asking about one of the listed ailments pharmacies are able to deal with.

Teresa the APM gave out examples of new website layouts for the group to state a preference and give their feedback.

The group welcomed Lambeth Link to the meeting.  Lambeth Link aims to bring different patient groups together to raise the voice of patients in the area.  It is very important that patients have a say in changes that are taking place in their local area and also nationally.

We all agreed that the new patient group should be led by the patients and as such appointed a patient as Chair of the Group.  The group will form a new constitution and determine its own agenda for each of the meetings.  Lambeth Link would be happy to offer training in some relevant skills.
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	Area for action KEY ISSUES 
	What we have done or will be doing 
	By When?

	Satisfaction with Receptionists
	79% of you said you were satisfied with the service you received from our receptionists.  Feedback from our Patient Group was also excellent.  Our reception team have a tough job but all care tremendously about the work the practice does.  If there is ever and incident where you feel you have not been treated as you would expect, please use the practice complaints procedure.  During 2012 we will review the training needs of the team and put a plan in place to deliver customer service and technical skills training during the year.
	From January 2012

	Availability of appointments 
	Sadly Dr Atkinson left us in June 2011 and we struggled to cover the gap in terms of GP hours.  We have now increased the number of GP hours in the practice and Dr Le Roux has joined the practice on a permanent basis.  We have also recruited Dr Browning who will be helping us out over the next 6 months.   

Every week we analyse the number of appointments available that can be released on the same day or in advance.  We now try to release more in advance than on the same day so that patients have more flexibility.
	October 2011

	Phoning through to the practice
	90% of you said that phoning through to the practice was fair or above.  This is a marked improvement from previous years and we feel that the new telephone system has made a difference.  We have 5 receptionists manning the phone each morning but recently our Touch Screen check in system has broken.  This has led to a build up at the desk and delays in answering the phone.  The Touch Screen Check In should be fixed very soon.

It would also help if patients phoning for routine queries or non-appointment related queries call later in the day.

We will write to patients who do not attend their appointments.  Some patients book an appointment for that day but then fail to turn up.  This is extremely frustrating as it means that other patients are prevented from getting an appointment.  All patients that Do Not Attend and do not inform us will be written to.

It is also possible to see your local pharmacist if you have a minor ailment.


	January 2012

December 2011

	Duty Doctor service
	Most of you seem to be aware that if you have an urgent problem and cannot get an appointment for that day we offer a Duty Dr service.  The Duty Dr will call you back that day and if deemed necessary will call you in to be seen.  Often it is simply a case of advice being given over the phone.  We do not operate a walk in service so our best advice is for you to wait at home for the Duty Dr to call.
	We review daily

	Telephone consultations
	We offer a number of telephone consultation appointments for each doctor across the week.  Sometimes you may not need to see a doctor but a telephone call will suffice.  Please ask at reception for more information if you would like a telephone consultation

	Reviewed weekly

	Satisfaction with consultation
	We are very proud of the team here at Crown dale.  Our clinicians are all recruited carefully and are highly skilled GP’s.  More than 93% of you were happy with your consultation and felt listened to.
	We hold regular clinical meetings to ensure that clinicians are kept up to date with latest guidance and can share knowledge and experience with each other. 

	Extended hours
	The practice is open late on a Wednesday and Thursday evening and also on a Saturday morning for pre-booked appointments.  We intend to increase the number of appointments available during these times and will have an additional GP working on a Thursday evening from January 2012.

	January 2012

	Patient communication
	Following feedback from our patient group we are looking to revamp our website to show clear information about how the appointment system works and be clear about the services that the practice offers.  We will also add in links so that patients can print of information about their condition.  We have also introduced a new virtual patient group.
New members are always welcome.  Please ask to speak to the Practice Manager or Assistant Practice Manager for more information on joining our patient groups.


	February 2012

	Self care initiatives
	Lambeth has just launched the Choose Well campaign which gives patients information regarding which is the best service for them.  E.g. Do they really need a GP appointment or can they go to the pharmacist instead or Do they need to go to A&E or could their GP help them instead?
The practice is auditing all A&E attendances and will review the reasons for these.  As a result we will set up a series of self care groups to educate patients on how to deal with certain health issues.  An example of this could be working with Parents to give them advice and guidance on what to do if their child is ill.


	January/February 2012
March 2012


