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OLD LEAKE MEDICAL CENTRE (OLMC)
PATIENT PRACTICE GROUP (PPG)
MEETING
15th MAY 2013 AT 2 PM

The meeting opened at 2.03 pm.

Present: Mrs S Chambers, Mrs J Lote, Mr C Maddison, Mr A Clark, Mrs N Evison, Mr M Jaques, Mrs Albon Smith, Mr A Jarvis, Mrs S Martin, Mr S Maude, Miss P Smolenaars, Mr M Caukwell.

1.	Apologies

Apologies were received from Mrs B Forth and Mr G Chilton


2.	Approval of Minutes of the Previous Meeting

Minutes were approved by members as being a true record


	Matters Arising


SC asked the group if anyone had contacted the surgery to conduct a telephone audit. Mrs Albon-Smith confirmed that she hadn’t, however her sister had called the surgery and was very praising of the care, prompt attention and excellent telephone manner. 

Mrs Evison informed the group that a relative had contacted the practice and had difficulty in hearing what the receptionist was saying. The receptionist tried her best and then explained she would have someone call the patient back the next day to deal with the medication query. Subsequently Dr Jamil called the next day and ensured the patient understood. The patient was very happy with the service provided from both the receptionist and Dr Jamil.

Mr Jarvis commented that his AAA scan came through within 10 days of the last meeting, so a good prompt service was received. 


4.	Feedback from Patients

Mrs Evison informed the group that she had not received any feedback from patients since the last meeting, possibly partly due to her being on holiday during part of this time period. 

Mrs Chambers confirmed there had been feedback from the notice board on the subjects below: 

“Tea, Coffee & Kitkat machine”
A patient has suggested that the practice provide the above for patient use whilst waiting to be seen. Mrs Chambers said that tea and coffee facilities had been discussed in previous meetings but unfortunately were not possible at the current time. 

“Patient would like an appointment within 3 weeks”
Mrs Chambers confirmed that appointments with most doctors are available within a time period of less than 3 weeks, unfortunately though appointments with Dr Sinha can be very difficult to get due to his popularity and the loyalty of his own patients. 


“Appointments on time”  
Mrs Chambers said this had been brought up at previous meetings, and unfortunately doctor appointments will on occasion run longer than the allotted time frame and especially so when dealing with emergency appointments as the doctor can never be sure of what the presenting problem could be. 

“BT Ring back”
A patient has commented that when using the BT ring back service when selecting the call back option the phone line cuts out. Mrs Chambers stated that this service wasn’t available for businesses and would therefore contact BT to ask if the option can be removed as it is confusing patients.
 
“Friends and Family Report cards”
Mrs Chambers brought up the Friends and Family cards that we had received since the last meeting. She said that again the main issues which meant patients would not recommend friends and family to the practice were relating to car parking and appointment times, both of which had been discussed at great length in previous meetings. 

One card suggested that the practice employ more doctors, which Mr Clark agreed with. Mrs Chambers explained that the practice has a higher GP to patient ratio that other practices and doesn’t have the space to employ any more doctors. As it is the present doctors have to share rooms. 

There was also a considerable amount of positive contributions from the friends and family cards praising all the staff at the medical centre for their care, professionalism and helpfulness including from a patient who had not found fault with any aspect of the service in a period of over 40 years.

Mr Clark commented that with regards to negative comments, different people will have different views and what concerns one patient might not necessarily concern another and that he does agree with the patients who are unhappy with the car parking situation at the Medical Centre but once in his consultation he is more than happy with the practice. 

Mrs Chambers commented that it is difficult to deal with the parking problem but that introducing the delivery service in 2011 has stopped around 500 patients per month from making visits, who otherwise would have to collect medication on a monthly basis. 

Mrs Martin brought up that whilst in the waiting room a few weeks ago, there were a couple of children playing nicely in the children’s area, and whilst they were well behaved and playing happily the noise generated by them did cause problems to some patients who appeared to be hard of hearing and couldn’t hear the patient call system correctly. 

Mrs Chambers commented that this is the reason that the call system also displays the information on the screens to help those with hearing difficulties. 

Mr Maude suggested a full length Perspex screen could be placed around the children’s area and as such this would block out the noise to a degree. 

Mrs Chambers informed the PPG that as they were aware the practice had purchased a range of new toys for the children’s area including a playhouse, books and educational posters. With regret most of the books had been destroyed and also items taken from the playhouse, in total around £600 was spent on these new toys by the practice. The PPG expressed their disappointment that this damage and loss had happened. 

Mr Jarvis brought up that there was a problem with medication supplied to his wife, to which SC asked him to speak to JL, Dispensary Manager, after the meeting.


5.	2013 Patient survey focus

Mrs Chambers asked the PPG for their thoughts on the 2013 patient survey and whether they wanted it to be in the same general format as previous years or centring on a more specialist area?

Mrs Evison suggested that this year’s patient survey could focus on the negative areas from the previous 2 surveys. 

The PPG group were in favour of the above and Mrs Martin suggested that the potential areas could be car parking, appointments and dispensary. Mrs Martin did feel that to highlight the practice being aware of these issues, a short explanation about the problems would a good idea. 

Mrs Martin felt that there should be some questions relating to the Doctors and Nurses, Mrs Chambers agreed and said the clinical staff are very interested in the survey feedback and always looked upon ways to improve the service they provide. 

The PPG group agreed with the suggestions put forward by Mrs Evison and Mrs Martin and Mrs Chambers did comment that explanations had been given to some questions during the last survey, such as explaining why it was difficult to get appointments with certain doctors. 

A brief conversation then followed with some questions relating to possible survey questions

Mr Jacques asked what the earliest time was for ordering repeat medication. Mrs Lote confirmed that online it is 2 weeks before you are due to run out. Mr Jacques suggested this be placed on the notice board to inform the patients to help reduce the problems of patients ordering their medication late. 

Mrs Chambers advised the group that all staff have completed Chaperone training as they majority of the GPs at the practice are male and this would perhaps serve as an alternative to waiting for an appointment with a female doctor. She asked the group if they were aware chaperones were available, which they were not. The group agreed therefore that this could potentially be included in the survey.

Mrs Martin suggested that an incentive to complete the survey could be offered to the patients. It was felt by the group though that those patients who are interested would complete the survey and those who aren’t would be unlikely even with an incentive to do so.

Mrs Chambers said a Boston practice had done an incentive scheme to their staff. Each receptionist was given surveys to give out with their initials on, and the member of staff with the most surveys would get a prize. Mrs Chambers felt that this idea may work well at the Medical centre. 


6.	PPG Notice Board

Mrs Chambers brought the PPG notice board to the attention of the members and said that Mrs Rogers used to look after this board but as Mrs Rogers has left the practice now a new volunteer is needed. 

Mrs Chambers explained that the main role is to keep the PPG contact members list updated and that she keeps more regular items up to date. 

Mr Clark kindly offered to take over this role. Mrs Evison will supply Mr Clark with up to date contact details and offer assistance where needed. 



7.	Premises update

Mrs Chambers brought up the premises and informed the group that there is very little to update on the potential new build. The partners and Boston Mayflower Housing Association remain in discussions but there were many hurdles to overcome. 


8.	Any other business 

Medical Card
Mr Clark brought up that he had recently ordered a new medical card and instead of a registered GP, it now had a registered Practice. Mrs Chambers informed Mr Clark this is normal now due to changes in the NHS and patients no longer officially have their own registered doctor but are registered to a practice. Mr Clark felt this was a shame as it was nice to have a family GP. 

The group agreed with Mr Clark but felt that patients had to move with the times and this wouldn’t affect the level of care given. 

Educational Evening Event 
Miss Smolenaars brought up the next Education Evening Event on 24th June. The subject is Skin Conditions Part 2, to be presented by Dr Sinha. 

Mrs Chambers will prepare flyers for prescription bags. Mr Jacques will put signing out and as always members of the PPG will be present to prepare and offer refreshments to those attending. 

Mrs Evison asked if the event would be advertised in the parish magazines, it was confirmed adverts were now placed in each edition detailing all the events for the year. 

Mr Jarvis said he would put the details on the Friskney Parish website.

Butterfly Trust Action Group
Mrs Evison brought up the correspondence from the Butterfly hospice trust which invited our PPG members to become part of their focus group. Mrs Evison will attend the meeting along with Mrs Forth and a member of the vPPG.

Visual Display Board Advertising
Mrs Chambers informed the PPG that the advertising contracts were all up for renewal and at present we had 3 companies who had decided to renew their agreement namely Darren Garwood Photography, Boston Self Storage and Honeysuckle Kennels and Cattery. 

Mrs Chambers and Mr Maddison had looked at other potential advertisers within the practice radius and a list circulated to the PPG members for their approval. PPG members suggested several other businesses and means of identifying other potential advertisers. Mr Maddison will formulate a list of potential new advertisers and contact them to seek interest. 

Website update
Mrs Chambers informed the group that the practice would be introducing a CQC widget to the website which will update patients with an overview of our CQC registration and our current position with CQC. 

Mrs Albon-Smith asked for clarity on what the CQC was. Mrs Chambers explained that the CQC is the Care Quality Commission and they are responsible for ensuring that General Practice, hospitals and such like provide a high level of service in a safe environment. Mrs Chambers highlighted as an example the poor press attached to Pilgrim Hospital being a result of CQC inspections. 

Mr Clark asked if the CQC widget would link directly to the Old Leake Medical Centre section of the CQC website or it would take you to the CQC website homepage? Mr Maddison confirmed that the widget would take patients directly to the Old Leake section of the CQC website. 

Health Trainer
Mrs Chambers suggested that the Health Trainer, Kathryn Sperring, be invited to the next PPG meeting to highlight the work they do and services they offer such as support with weight loss, healthy eating, stopping smoking, alcohol consumption as well as get fit and walking clubs. The PPG agreed to this.


9.	Date of Next Meeting

The date / time of the next meeting will be Wednesday 10th July 2013 at 2.00 pm.

Meeting Closed: 14.55pm

