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   DATE OF MEETING: 
6th December 2011
   ATEENDEES:

Les Baxter

- Patient
Lynne Chadwick
- Patient
Paulette Ducker
- Patient
Mike Bush

- Patient

Pauline Lockwood
- Patient

Helen Carter

- Patient

Judith North

- Patient

Dr Heanshaw
- GP Glenlea Surgery

Angela Gelder 
- Practice Manager

Sam Lofthouse 
- Assistant Manager

Deborah Stamper 
- Nurse Manager
	1.


	Introduction to Patient Involvement
AG welcomed the attendees to the forum.  



	2.


	Introduction to the Patient Reference Group
AG explained the format of the meeting and outlined the requirements of the group:

· A representation of the views of the practice population

· All views are valid and will be listened to

· We will start and finish on time and stick to the agenda

· We advocate an open and honest debate

· Confidentiality will be maintained at all times
The practice would ideally like to hold meetings quarterly, however, if the group feel that this needs to increase then a timetable will be discussed and agreed.



	3.


	Minutes of Previous Meeting
AG provided a summary of the issues raised at the last meeting.  The areas covered were as follows:

Did Not Attend Appointments (DNA)
The group members were surprised at the number of DNA appointments.  From discussions at the last meeting the practice had introduced Short Message Service (SMS) to send patients with a mobile number confirmation of their appointment and a reminder of their appointment the day prior.

LC suggested having a slip on reception advertising the SMS service and enabling patients to detail their mobile number so the practice can update their clinical record.  AG/SL to produce slip for all sites.

The group members also felt it would be useful to look at the profile of patients who are not attending their appointments and try identify the main causes/repeat offenders i.e. age group, appointments type.  AG/SL will investigate and report back to the group. LB also suggested having a colour coded system when sending out the DNA letters.  The 2nd letter on yellow paper and final letter on red to emphasise the affect of a missed appointment.
LB requested a weekly breakdown of the DNA appointments, which AG/SL will provide via email.

Appointment System Clarification
It was clear from the previous meeting that the practice are not advertising their services very well.  The appointment system was a priority area.  AG/SL had produced a leaflet detailing how the appointment system operated and asked the group if they felt this would be useful to hand out to patients.  The group members felt it was useful and that it improved communication.  The handout is as follows:

APPOINTMENT SYSTEM
The practice opening times are 8.00am – 6.00pm Monday to Friday, when the practice is closed patients can contact the out of hours service.  Between 6.00pm – 6.30pm the number is 0845 129 4402, after 6.30pm until 8.00am is 0345 6059999.

GP APPOINTMENTS
A GP consultation session consists of 16 appointments which are 10 minutes long. Each session has 8 appointment slots that are released on the day from 8.00am and 8 routine appointment slots that can be booked 2 weeks in advance.

Telephone/Triage Appointments
A GP morning consultation session also consists of 2 telephone/triage appointments.  Which enables the patient to discuss issues that do not warrant a visit to the GP i.e. advice regarding medication. (GP discretion whether the patient will then require an appointment).
NURSE APPOINTMENTS
A Nurse consultation session consists of 12 appointments, which are all bookable 2 weeks in advance, with 2 appointments released on the day for any urgent dressings.  Dependent on the procedure been performed will dictate the duration of the appointment.  For example an appointment for a Blood Pressure check is 10 minutes, however, an appointment for a Diabetic Check is 30 minutes.  

Blood Test Appointments are performed in specific clinics and the clinics are run throughout the week. The practice cannot perform blood tests after 4.00pm as the collection service to the pathology laboratory is at 4.30pm.
GENERAL INFORMATION

Urgent Appointments
If a patient states that an appointment is urgent then they are booked in as an extra and the GP is informed that the patient requested an urgent appointment.
Transfer of Usual Surgery
Dependent on demand and availability of appointments at a patients usual site, a patient may be offered an appointment at one of the other two surgeries.   

The practice try to implement an appointment system that provides appointments on the day as well as in advance.

LC thought it would be useful if the practice website address was detailed on the handout also.

MB advised that it would be helpful if the clinician is running behind schedule that the reception team inform the patient on arrival and keep updated and so the patient is aware of the situation and not concerned that they have been forgotten. SL to liaise with the team leaders to reiterate this request.
Nursing Team
DS explained the low capacity of nursing appointments and that the practice is currently advertising for a replacement practice nurse.  It is hoped that early 2012 the practice will have recruited a full time practice nurse and this in turn will increase the number of available appointments.
MB mentioned that he had seen in the media information about Health Checks and yet had not heard or seen any literature at the surgery.  DS explained that due to the nursing capacity issues the practice at this point were unable to accommodate the service, although the practice had sent out 500 letters to patients who were identified from the clinical system as benefitting from the health Check the response was just over 100 patients.  AG explained that the practice were working with NHS Leeds who were offering support of a nurse to the practice to carry out the health checks and this should commence in January 2012.
Practice Questionnaire Results
AG provided a copy of the patient survey results.  Patients were asked 14 questions to identify if they were happy with the current appointment system, the opening times, about the surgery in general and the clinical care they received.

The results in summary were as follows:

2% 
Strongly Disagreed








6% 
Disagreed








6% 
Did not Agree or Disagree








50% 
Agreed








36% 
Strongly Agreed

LB asked if future handouts for discussion at the patient forum meetings could be sent to the group members prior to the meeting to enable them to digest the information and provide feedback at the meeting.  AG agreed and will forward any future information in preparation for the meeting.

Practice Newsletter
The group were asked if there was any information they would like to see on the next issue.  MB felt information relating to physical/mental health information would be helpful and mentioned the Health Talk on line website. AG to liaise via email with MB and include the above information on the Spring 2012 Newsletter as well as updating the practice website notice board and providing a handout in reception.
The practice will continue to update the practice website with the latest newsletter and patient reference group information.

AOB

PL suggested designated parking for disabled patients.  AG advised this was in place at both Glenlea and Calverley and will be arranged for West Lodge.

PL was concerned that the practice closed on Training days (10 days per year) especially around bank holiday periods.  AG explained that this is dictated by NHS Leeds and is important for professional development for all the practice team.



	4.
	Evaluation of Meeting

The practice appreciated the time and interest of the attendees and hope that they continue to participate in the group. The group felt that the time of the meeting was fine and would enable people who work to also attend if interested.
The next meeting is to be held on Wednesday 8.2.2012 at West Lodge Surgery, 5.30pm – 6.30pm.
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