MINUTES FOR THE MEETING OF NORTH LEEDS MEDICAL PRACTICE’S PPG
TUESDAY 5 JULY 2022 AT 6.15PM

ATTENDEES:
Karen Smith 		Practice Manager
Beverley Kite 		Chair
Diana Oakes 		Vice Chair
Philip Elphick 		Vice Chair
Peter Kite
Jaqui Williams Durkin
Philomena Iqbal
Nigel Leakey
Linda Russell
Bernie Wilson

APOLOGIES:
[bookmark: _GoBack]David & Rosemary Harri
Yolande Sowerby
Derek Levy
Mary Sheridan
Debbie Beirne

Agenda:
1. AGM
2. Queen’s Voluntary Service Award (QVSA) – Leeds caring hands to be considered for the award
3. Staff shortages
4. Result from GP vote considering finishing their clinics at 5pm
5. E-consult now finishing at 6:30pm
6. Opinion of the new practice website
7. Future possibility of undertaking another Patient Questionnaire
8. Appointment difficulties and inability to communicate well with the practice
9. Inability to send messages via SystmOnline now
10. Limited face-to-face appointments (how many weeks are appointment diaries set up for in advance so that patients can book an appointment with their preferred GP)
11. AOB


Beverley opened the meeting by welcoming everyone to our first face-to-face meeting since before the pandemic and asked if everyone was OK with the minutes from the last meeting. Everyone confirmed minutes were accepted as issued.

AGM
Beverley then explained that this would also be, as mentioned before, the AGM of the PPG, and that this meant an opportunity to change the Chair and Vice-Chairs.  Beverley asked Karen whether anyone had contacted her to put their name forward to the vote as new Chair and Karen confirmed sha had no nominations. Beverley asked those gathered to vote whether they wanted her to continue as Chair. Beverley Kite was duly re-elected as PPG Chair by unanimous vote.
Diana Oakes and Philip Elphick were also re-elected as Vice-Chairs by unanimous vote.


QAVS 
Beverley explained that Leeds Caring Hands has been nominated for consideration for the Queen’s Award for Voluntary Service (QAVS). First awarded in 2003, the award is the highest recognition for outstanding achievement by groups of volunteers. To be nominated, a group must:
· be made up of at least 3 people
· be led by volunteers, not paid staff
· have been running for at least 3 years
· be based in the UK, Channel Islands or Isle of Man
· provide a specific and direct benefit to their local communities

Awarded groups get a certificate signed by the Queen and a domed glass crystal. Up to two representatives from the group may also be invited to attend a royal garden party.

How the awards are decided
Local assessors research and visit nominated groups before writing a report on their suitability. Local assessment panels then decide which ones to put forward to the National Assessment Committee.

The committee considers the nominations and agrees a shortlist for approval by the Queen.
The awards are announced on 2 June in The Gazette.

We don’t know who nominated us and usually this is not revealed to the nominees, but Beverley received a letter, via Karen, and was contacted by the West Yorkshire panel for more details about Caring Hands.  Dr Julier will formally endorse the nomination on behalf of the Practice. The rationale has now been sent to the panel representative to see if it’s suitable or can be improved. Beverley will update us next time on progress.

Beverley updated us also on the new activity at Caring Hands – the Chair Exercising – it’s going well. We needed to spend the money we received from Sports England so we advertised the Chair exercises in the Practice and the pharmacy. People come in for this for an hour, and then they can either leave or stay for the activities group. Karen asked how many people came and Beverley confirmed that we had eight people who attended the last meeting.

Staff shortages
Karen confirmed that patients will be aware of the ongoing staff shortage at the practice due to the text messages sent out to advise of this. She explained that there’s been a bit of a Covid ‘outbreak’, two staff members are going on Mat Leave, and explained that two staff members are set up to work from home currently, with all that involves (laptops, app, etc.). However, up to 700 people ring during that first hour and there are only four people answering the phone: two at Harrogate Road and two at Milan Street. 

Nigel asked, speaking of phones and ringing the surgery, why when he had blood tests done and rang to ask about results, he was told just ‘satisfactory’? What does that mean? Can the surgery ring people and give them the actual results and explain what do they mean by ‘satisfactory’? Karen explained that it is impossible to ring every single patient who has blood tests to give them the results, especially if they are within normal limits (i.e. satisfactory). Jaqui replied that patients can actually look on SystmOnline and see for themselves the results and there are links explaining the test and the normal ranges. Diana remarked that it’s a question of educating patients where they can find all this information but also agreed that there are elderly or otherwise vulnerable patients who are not comfortable with digital technology / computers so this category of patients may still need a phone call.

GP vote
Karen confirmed appointments have been extended to include children’s only appointments between 6-8pm from October every night.  Each PCN will do it in their own way. Jaqui observed that what the practice needs is better communication of these services. She exemplified that she didn’t know that now you could ring after 2pm to get an ‘hub’ appointment (late, out of hours appointments).  Karen confirmed there are Saturday morning appointments, including for blood tests, at both Harrogate Rd and at Milan St, and that she is trying to get them all onto the new website. 

E-consult
Diana and Beverley asked about why is the E-consult no longer available 24/7. Diana gave as an example the increased difficulty in getting in touch with the practice for those who are in full time education or at work, as the E-consult now stops at 6:30pm and when she had tried to complete e-consults (for herself or for her elderly neighbour who is also a patient here), she couldn’t as by the time she finished work it was closed. And you can no longer send a message via SystmOnline as the practice has taken that facility off SystmOnline.

Karen replied that the reason was that too many e-consults were coming in, 100+ came in sometimes from evening until next morning or over weekends and it became hard to cope with. So it was limited to weekdays up to 6:30pm. But appointments are being brought back online and via apps. From 1 August a few more appointments will be released online / by phone.


Website
Karen asked what people thought of the new website and everyone present thought it was OK, looked better than before, more professional and somewhat easier to navigate. But it still needs updates, everyone remarked.

Beverley observed that the PPG had not been consulted on improvements and that it would be useful for us to know, not only because we could provide feedback but also so we could understand what improvements had been made and publicise them with patients. This was not only about the website, but in general.

Philip asked whether we could turn on again ability to at least view past and future appointments on SystmOnline if not ability to book appointments. Karen wasn’t aware that it had also been switched off when the ability to book appointments on SystmOnline was turned off so she said she will check, but there’s a possibility that the system doesn’t allow for things to be switched on and off individually so it may be that we can’t switch on viewing without switching on booking as well.

Karen also talked about the Practice having new Facebook and Instagram accounts.


New PPG Leaflet
Beverley handed out copies of the new PPG Leaflet with some updates.


Staff Training – resilience
Karen explained staff are being trained on resilience and customer service but it is difficult. Beverley stated that in her experience, staff also can sometimes be too soft on patients who are being abusive because they are scared the patients will complain about them, but you’ve got to be polite but firm and there have to be repercussions for people behaving badly towards the staff, especially if it’s repeatedly.


Patient Questionnaire
Beverley acknowledged that it’s not as easy as it was to do Questionnaires, given Covid and people not being there as much in person, as well as the reduced number of people allowed still in the waiting rooms, as well as us not being able to sit in the surgery like before and hand these out, so she canvased ideas for how we could do it when we get to it. Diana asked why we couldn’t do both online and on appear? Karen suggested online. GDPR is a big issue these days and we discussed the difficulties.


AOB
Jaqui asked if we could turn the radio volume down a bit in the waiting rooms especially upstairs, it can be distracting when you are trying to speak to the receptionist. Diana agreed that from an accessibility perspective this could be an issue for people with neurodiverse conditions who usually struggle to understand/retain information when there is loud background noise/ talking/music.  Karen agreed that it can be turned down, no problem.

Peter picked up on a subject similar to Nigel’s point above, regarding results of tests. He waited for a while for the test results, worrying, and when he finally rang up himself, was told that ‘they were OK’. Karen mentioned that usually they don’t ring patients just to say test are OK, but only when tests are abnormal. At that point a few around the table said that even when they had calls to say tests were abnormal, they were left stressing about it as they were told nothing more and the question becomes whether a receptionist is the best person to ring a patient to give them results. Karen said maybe they could start sending a text message to say results OK so at least people know. Diana and Philip reminded everyone that you can see your test results yourself on SystmOnline as soon as they are ready, usually within a couple of days of the blood being taken.

Linda then asked if receptionists do anything else while at the reception desk, i.e. do they ring people from the reception front desk? Karen replied that no, patients are not being rung from the front desk, and that yes, receptionists do more than just man the front desk, they get lists of people to contact, things like smoking cessation lists, questions to GPs from patients etc.

Philomena asked if we could have signs asking people to keep the distance from the person speaking to the receptionist, for privacy reasons. Karen said she couldn’t see why not.


At this point, with no other business, Beverley closed the meeting , thanking everyone for their time and advising that, as always, she will write to everyone with the date for the next meeting.

END OF MEETING
