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OLMC
Old Leake Medical Centre

PATIENT PRACTICE GROUP (PPG) MEETING
11 SEPTEMBER 2013

The meeting opened at 2.07 pm

Present: Mr C Maddison (for Mrs S Chambers), Mrs J Lote, Mrs N Evison, Mrs B Forth, Mr M Jaques, Mr T Jarvis, Mrs S Martin, Mr S Maude, Miss P Smolenaars and Sarah Mason (POhWER). [Mrs P Ashton – Minute Taker.]

1.	Apologies

Apologies were received from Mr G Chilton, Mr A Clark and Mrs S Chambers.

2.	Approval of Minutes of the Previous Meeting

The minutes of the previous meeting, held on 10 July 2013, were approved unamended.

3.	Matters Arising

Telephone System Problem
A problem with the telephone system had been reported previously - Mr Jarvis had referred to the same problem at the last meeting, explaining a call made to The Medical Centre rang out for a prolonged period without ‘cutting through’.  Mrs Lote has checked this and it seems the problem has now recurred.  Steps will be taken to rectify this.

4.	Ms Sarah Mason - POhWER

MsMason (Sarah) attended the meeting as an NHS Complaints Advocacy Advocate with POhWER, the NHS Advocacy service and was welcomed.  Sarah said the group was previously called ICAS.  Sarah said the moves in relation to the name and the funding came about on 1 April 2013 with the changes that happened within the NHS.  She explained that POhWER provide support to patients who have complaints against the NHS.  Sarah referred to the Shipman enquiry where although people had concerns about the matters relating to Dr Shipman’s activities it was some time before any action was taken as feedback was not received and the people who needed to be involved and to take action were a long way down the line.  Sarah said it was necessary to be ‘fit for purpose’ and to act in a timely fashion.  She said the solutions to patient complaints against the NHS sought by POhWER to patients were explanation, change in practice, apology and appropriate remedy.  Sarah explained the Advocates can arrange reimbursement of costs for the patient if necessary.  She said Advocates deal with Senior NHS Managers and if a solution cannot be obtained, can go to the Ombudsman.

Sarah had brought leaflets to the meeting and said POhWER also have posters for display to enable patients seeking assistance to be signposted to them.  One of the PPG Members said it sounded like POhWER was rather like a medical Citizens’ Advice Bureau and Sarah agreed this was an appropriate description of the service.  Sarah said if a formal complaint is made the Complainant is directed to POhWER who will then act on an advocacy basis.  Sarah also mentioned PALS, the Patient Advice and Liaison Service, and said this group was due to come back on-line soon.  Mr Jarvis asked whether Sarah felt the work of POhWER was a duplication of the work carried out by the Care and Quality Commission’s Healthwatch group as he thought this would be a waste of money when the NHS is already short of funds.  Sarah said this was not the case and said that Lincolnshire County Council provides funding for POwHER.  As there were no further questions from the Members POwHER leaflets were passed to the Members for them to look at and Sarah was invited to remain for the duration of the meeting, which she accepted.

5.	Election of Chairperson and Vice

Votes had been invited for the positions of Chairperson and Vice Chairperson of the PPG.  This was discussed and Mrs Evison was appointed as Chairperson for a further year with Mrs Martin appointed as Vice Chairperson.  Sincere thanks were given to Mr Jaques for his work as Vice Chairperson.

6.	Petition Progress

Mrs Evison said she had 329 signatures on the petition pages she had taken.  Miss Smolenaars said she had not counted the signatures on the pages she had and Mr Jaques referred to the pages he had and also mentioned Frances Grant in relation to the petition pages.  The Members commented they were rather disappointed that the local Co-Operative Shop felt they were unable to be involved as a venue for one of the parts of the petition and the reasons they gave for the decision were discussed.  The closing date for the petition is Sunday 14th September 2013 and all petition pages will be returned to Mr Maddison at The Medical Centre to be collated prior to despatch once the address has been provided.  Mrs Evison said the total number of signatures on the petition would be counted and noted down before it was sent off.  Miss Smolenaars said the mention in the local press had affected the amount of signatures for the better and Mr Maddison said the petition had also been mentioned on the social networking site Facebook.  They said it is useful that the name of the OLMC is ‘getting around’.

7.	Feedback From Patients
	Telephone System Problems

Mr Jarvis said he had intended to mention again the problem with the telephony service but acknowledged this had been covered earlier in the meeting.

	Hand Sanitizer Use

One of the Members commented that whilst he was in the Waiting Room to be called for his appointment recently he had the opportunity to observe the use of the hand sanitizer unit and said just 25% of patients used the unit.  He said it had been moved from the position it was in originally and asked whether it could be moved back to encourage more people to use it.  The comment was made that no matter where the sanitizer unit was sited some people would still not use it.  Mrs Evison said she could understand this to a degree as some people were allergic to the preparation in the units, she said she thought some people were allergic to the alcohol in the preparation.  The Members commented that the believed one of the worst sources of infection in relation to infection control was cash.  Mr Maddison said he would look into re-siting the unit.

	Wording of the Flu Vaccination Letter

Mr Jarvis said he felt the wording on the Flu Vaccination Letter was incorrect as when came over to book his appointment he was told he could not and was informed the booking line would be available for use on 2 September 2013.  He said he thought the wording of the letter was contradictory.  Mrs Lote explained though The Medical Centre would have liked to have been able to take the booking of anyone that contacted them about this it was not possible as the Staff were absolutely snowed under.  She confirmed the telephone line did open for appointment bookings on 2 September as planned.

	Shingles Vaccination

Mrs Martin asked whether anyone could request the Shingles vaccination and mentioned special circumstances.  It was explained to the Members that the vaccination is available to people who have been invited only at the moment.  It is anticipated the vaccination age group will be extended but at the moment only a limited amount of vaccine is available.

	Complaint about a Staff Member

Mrs Evison said a patient had approached her to complain about the attitude of one of the Registrar Doctors at OLMC.  The patient felt the Doctor’s attitude was appalling. He had spoken very sharply to her and had asked of the patient “What do you want me to do”?  The patient had said her Daughter was with her for the appointment and had almost walked out.  When the patient had told Mrs Evison about this she had suggested to the patient that she should have gone to Reception to tell them about this to enable them to sort it out.  Mrs Lote said she would need the patient’s name to be able to follow the complaint through and Mrs Evison said the patient had told her she did not want to make an issue of this.  Mrs Lote said there is ongoing training so we do need to know.  

8.	2013 Draft Survey

Mr Maddison corrected this, saying the heading should have read ‘2013 Survey’.  He said 102 Surveys had been completed and returned and respondents had until 31 October 2013 to return their Survey document.  Mrs Evison commented she had received more than one Survey as she received one with her medication etc. – she said had passed the surplus Surveys to other patients for their use.  Mr Maddison said this year’s Surveys seemed to be working better, particularly in relation to comments and the Members said they felt respondents could not be as glib with this Survey as they had been with previous ones.  The Members felt the wording of the latest Survey seems to have resulted in more constructive comments.

9.	Eye Disorders Evening Educational Event

It was confirmed that the Eye Disorders Evening Educational Event to be held on 23 September 2013 will be going ahead at the Old Leake Community Centre.  The start time will be 6.00 pm.  Arrangements were made for staffing the event and for help with refreshments for the event.

10.	Any Other Business

a)     Refurbishment of the Treatment Room
Mrs Lote and Mr Maddison confirmed the room is almost complete, with improved facilities and in particular a new sink and (jokingly) a new jug.  The Members commented that the room looks rather crowded.  Mr Maddison and Mrs Lote explained that unfortunately all the equipment has to be in the Treatment Room as the other room is now a ‘dirty’ room.  It was explained that the only time 2 staff members are in the room together are for the INR (Anticoagulant Clinc) and for minor operations.  It was highlighted that local trades people were employed to carry out the work with Dickinsons Builders, Keith Smith dealing with the plumbing and Howdens used in relation to the sinks

b)	Residents of The Meadows
A Member asked whether the OLMC Doctors would be able to visit their patients that move to The Sycamores when they relocate due to the renovation there.  This was confirmed and it was added that they would still be able to have their medication delivered to them at The Sycamores.  The residents of The Meadows had been told they would have to be out in October 2013, even though the scheduled work is not due to begin until March 2014.

c)	OLMC PPG Committee
A Member asked what the upper limit for the number of members had been set at and it was confirmed there would be a maximum of 12 members.  Mr Jaques said Mrs Frances Grant had said she would like to be on the Committee, having originally wanted to join from the Virtual PPG.  He said the idea of having a petition had been hers and said he thought she would be an energetic Member of the Committee.  Mrs Lote said she would discuss this with Mrs Sarah Chambers.  Mrs Evison said if Sarah required an e-mail from her she would do this.

d)	Visual Display Board
Mrs Evison said she had been in contact with the Practice Manager from the Holbeach Medical Centre and they had discussed a problem that had been encountered with the Visual Display Board at that Surgery.  The Board(s) could not be viewed by all the patients in the Waiting Room and had fitted mirrors to extend visible area.  There was discussion as the Members thought a single mirror would reverse the image but this was not pursued as it was decided the equipment fitted might compensate for this - it was described as a ‘special piece of kit’.  The Members suggested this could be one item nominated for fund-raising activities and said it would be silly to miss the opportunity.

e)	Patient Paging System
Mr Jarvis asked whether the system was a synthesiser as the voice was automated and sometimes quite indistinct.  Mrs Lote explained the Providers cannot get the equipment to pronounce the names correctly and Mr Maddison said he believed the only solution would be to strip it back and begin again.  This matter is ongoing.

f)	Mrs Lote said Mrs Siobhan Bernadin, Health Trainer, contacts OLMC quite often asking to attend the PPG meetings.  Mrs Bernadin has a designated office at the Liquorpond Street Surgery but space restrictions do not allow for this facility at OLMC and Mrs Bernadin has said she would like a greater presence at OLMC, not just ‘to be out on the sidelines’.  The Members were asked for their opinion and it was decided to invite her to attend 2 or 3 meetings per year when the agenda permits.

g)	The Members asked whether there would be a seasonal OLMC Quiz this year and this was discussed.  One of the Staff Members had said last year that she would be happy to set the quiz and it was left that this would be arranged with the Quiz sheets brought to the Members at the next meeting as previously.

11.	Date of Next Meeting

The date/time of the next meeting will be Wednesday 6 November 2013 at 2.00 pm.

Close:	The meeting closed at 3.03 pm.

