Minutes of the Linden Patients Participation Group Meeting held on 12/12/24 at Stapleford Care Centre.

Present;-, 	John Crouch, Valerie Hatch, Sarah Marriott, Celia Knight  (Patients)
		Cat Spare  (Practice Manager)

Apologies	Roger Howes, Sally Robbins, Christine Southgate, Alan Roberts

Gillian McGuire had resigned from the group.

Minutes and Matters Arising
The minutes were agreed as a true record.  

John had raised the concerns of the practice regarding the new website with the CRG but no other practice had raised any concerns with them.  The phone system had still not been installed due to issues with installing the broadband needed.  Th CRG had agreed to raise concerns about the length if time it was taking to install the new system.  It was almost a year since the order had been placed and there were concerns about what the after sales support would be like given the difficulties with the installation.  John to send a further email to CRG regarding the phone system  installation delays.   The CRG were not aware of issues within other practices relating to recruitment and retention of reception staff.

Valerie and Celia had attended the Xmas Fair at the Care Centre to discuss the issue of missed appointments.  People had been shocked at the high number of people (202 in October which included over 30 for the flu clinic).   One person had suggested that the numbers should be displayed on the main window of the Care Centre.  It was agreed that Celia should liaise with Saxon Cross and the managers of the building to arrange this in the New Year.     There was a discussion about why people did not cancel their appointments.  Sarah suggested that LPPG could do some work to show people how easy it is to use the online system to cancel appointments or order prescriptions.  John suggested that a video could be made which could be put on the website,  Celia had raised the number of missed appointments with someone from Public Health in the city and had been put in contact with someone from the county.  She had been invited to discuss this at a community representatives meeting in the New Year.  Celia will discuss the issue of missed appointments at the meeting to ask for help in raising the issue with local community groups.  She will also mention the idea of a video.  Cat will look at the possibility of sending out a text to all patients letting them know how they can access the online system and explaining that appointments can be cancelled online.  There were 143 missed appointments in November which equalled 29 hours of missed clinical time.

John informed Cat that one of the messages people hear when they ring into the surgery is that prescriptions can be ordered over the phone.  Cat will check this message and ask for it to be removed if  necessary.

It was believed that the new phone system will help as it enables people to cancel appointments via the  reminder text.

System Connect is only available for an hour a day at the moment and Julia is dealing with most of the messages which are sent in.  Cat believed that this will become the primary way for patients to contact the practice in the future unless they are unable to use a computer.

There were no under 65 flu vaccinations left in the practice and very few of the over 65s vaccine. The covid vaccinations had also all been used.  All the housebound patients vaccinations had now been completed. 

Practice Update 
A receptionist who had started with the practice in June had resigned due to the level of abuse from patients.  Two receptionists had started work with the practice in November.  The practice will be recruiting again to ty and fill the gap caused by the resignation.   Dr Marcia Chamberlain was now working in the practice 5 sessions a week.  A new secretary has also joined the practice.  Cat is now the Practice Manager and was congratulated by the group.  Nurse Karen is now Senior Nurse Karen.  Mark was still attending once a week to deal with issues connected to the building.

Cat hoped that patients would begin to understand that the practice is a multi disciplinary team and that sometimes, the physio or nurse may be the most appropriate person to deal with some issues.   She is looking to replace the board in the waiting area which just gives the names of the GPs and Practice Manager to reflect this.

Patients Issues and Suggestion Box
There was only one comment in the suggestion box which was not constructive.  The Friends and Family feedback reflected patients views regarding difficulty gaining access.

John had experienced issues with phoning the surgery with the phone sticking at a certain position in the queue.  Roger had experienced issues with the phone  being cut off.  Cat said that the IT Team had not been able to understand why the phones would cut off.

The Patients Partner system is being cancelled but a notice period of one year had been required.

Any Other Business
There was still no information on when the Care Quality Commission would carry out their next inspection of the practice.

LPPG had taken two cakes into the practice together with a card to thank everyone for their hard work.

Meeting Dates for 2025
The meeting dates for 2025 were agreed as Feb 13th , April 10th, June 12th, August 14th, Oct 9th, Dec 11th at 11am.
If anyone joined the group who could not attend meetings on a Thursday morning, these dates could be revised.






