[image: image1.emf] 

The Wilsden Medical  Practice  

Patient    Participation    Group  


Minutes of Meeting held Mon 3rd October 2011 


Present:



David Moore

Anita Booth







Wendy Parkin
Sylvia Fisher 





Trish Smith

 
  

Jenny Lightowler






Jo Jerome (Secretary / WMP Representative)






Sue Crowther (WMP Representative)

Apologies



Ken Yale







1 Wendy opened the meeting.
2 The minutes from the previous meeting were agreed. 

3 Matters arising:

4 ‘Messy church’ request:  Jo reported the Health Visitors do visits to playgroups etc but do not have the resource to do any extra.  They would keep this in mind for trainee staff.  Jenny reported she had since spoken to Bob the Vicar who had an arrangement in place.
5 Notice Boards: Lack of prominence is still a concern.  This item had fallen on the list of priorities due to the summer break and other time constraints.  It was agreed Jo would do some new signage and a display on the “corner” table at Cullingworth.  Shelf wobblers were talked about to help draw attention.  Trish agreed to investigate new comments boxes as the existing ones were looking a bit tired.

6 The Christmas Meal is booked for 6.30pm on Wednesday Dec 14th.

7 Confidentiality Agreements: All members have signed and returned WMP confidentiality agreement forms.  These were given to Sue Crowther at the meeting.

Subsequent note: If the group agree on a date and time to observe reception Jo will organise this.  Sue Hutchinson has pointed out they are short staffed therefore it would have to be strict observation with no interruption as she will not be available to answer any questions, but she is happy to welcome the group. 

8 Flu Clinic Review: Consensus of opinion on the Saturday morning flu clinics was good.  It was agreed there was a vast improvement on last year.  The PPG had received thanks from Sue Crowther for their significant contribution of help and support.  The PPG also acknowledged the improvements put in place by the practice – more jabbers, more helpers and a system of alphabetical control. In all 1100 injections were given at both sites on the Saturday morning.
Volunteer Patients: Approx 30 volunteer patients were recruited for the student doctor training programme as a result of the fliers handed out by the PPG. This is sufficient number for the programme.

E-mail Contacts: Approx. 10 e-mails to date have been received via the PPG e-mail address requesting electronic information as a result of the fliers.  Jo will reproduce Dave’s “Paperless Information” flier requesting e-mail addresses ready for the next flu clinics.

9 Flu Clinics: Volunteer helpers.
· Denholme Mechanics Institute.  Thurs 13th Oct.  1-3pm: Trish & Jenny
· Cullingworth Surgery. Tues 11th Oct. 4-6pm: Trish, Anita & Dave

· Wilsden Surgery. Wed 19th. 4-6pm: Wendy, Jenny, Anita & Dave (?) 

10 Arthritis Event: In excess of 100 people turned up for the event.  Unfortunately people had to be turned away due to over-crowding and health & safety issues.    Contact details were taken should another speaker be able to attend at a later date. 
Jo to search no. of patients with arthritis to gauge potential popularity of another talk.  The PPG will contact the Arthritis charity to make a request for another speaker.

It was agreed any future events should be controlled using a ticket or numbering system.  The surgery has capacity for 50 people max.  Jenny reported the village hall would charge £30 for a 2 hour 15min session if needed for future events.
Harden Pharmacy attended the event and offered sponsorship for future talks.  Unfortunately, whilst this is a generous offer, WMP follow strict Royal College of General Practitioner (RCGP) guidelines which do not allow such sponsorship.

11 Telephone Survey:  October’s mystery shopping results were fed back.  The data will be put into a chart to enable easier analysis.  Whilst no conclusion was derived at this stage from the statistics the following issues were raised as a result:
· Overwhelmingly, receptionists were found to be friendly, pleasant, cheerful and helpful.

· Inconsistency in referring to “Duty Doctor”  “Triage Doctor” “Emergency Doctor”  This causes confusion.
· When no appointments were left, a telephone appointment was always offered but the proviso was usually “emergency, urgent, medical necessity”.  It was felt a clear, standard agreed phrase should be used in this situation.  The group felt uncomfortable putting the owness on the patient to decide if their condition was a medical emergency in order to receive a phone call.  

· For tel. triage appointments, some receptionists give the time of the appointment slot to the patient as the time the doctor will ring.  In reality the doctors often manage their workload in a way that means a time slot is not necessarily the time the doctor will ring. Standard advice as to when to expect the phone call is required by the patient. 

· It was suggested more communication is required to patients explaining why the receptionists ask for an indication of the patients’ condition when making appointments.  Sue Crowther was asked if she could write a short piece for the next newsletter.  Jo will also increase awareness of this through patient communication.  Care to be taken by receptionists when asking patients for their condition.  Should a standardised phrase be introduced including a brief explanation as to why the patient is being asked the question?
The PPG have requested to feed back the results to the receptionists.  Jo to liaise with Sue Hutchinson to arrange a lunch time meeting.  Jo will ensure the partners, managers and doctors are given feedback on the research.
A full report will be prepared at the end of the research.  October Mystery Shopping exercise is now underway.

JL
Fri 14th Oct

TS
Wed 19th Oct

DM
Tues 11th Oct

WP
Thurs ?

KY
Mon ?

12 Member Recruitment: The group agreed 10 members was a comfortable working group size.  They would therefore aim to recruit 2 new members.  The draft advert and information sheet was approved by the group, though there was a request to tone down the colours on the advert.  Publicity to appear: On website, Bingley Rural Magazine, Notice Boards, Newsletter & Harden Parish Council Newsletter. (T&A)
Same form to be used as before.  Patients will be asked to hand the form in at reception.  Jo will forward to the group. (Wendy)
13 Denholme Project – Dave still involved and training with them as a researcher.

14 Contacting the PPG: It was agreed should a patient request to speak to a member of the PPG, the patients name and telephone no. will be taken and passed on to Jo.  Jo will forward to the group where the most appropriate member will return the call. Receptionists can also advise patients of the PPG e-mail address: wilsden medicalppg@bradford.nhs.uk 
15 Patient DES Template: A meeting was agreed for Monday 17th Oct at 1pm to start filling in the Patient DES Template. Jo, Wendy and Dave to attend.
Date of next meeting: Monday Nov 7th 1- 2.30pm
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