Minutes of the Linden Patient Participation Group Meeting held at Stapleford Care Centre on 10/10/24

Present	John Crouch, Alan Roberts, Sarah Marriott, Valerie Hatch, Roger Howes, Celia Knight (Patients)
		Cat Spare (Assistant Practice Manager), Julia Wilmott Management PA) (Practice staff)

Apologies	Gillian Blakemore, Christine Southgate, Sally Robbins (Patients)

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

Jason from the IT department has made some alterations to the website and requests can be made by the practice for anything to be added or removed but there are twelve practices submitting such requests and it cannot be altered by the practice direct.   The practice can put information under the news sections but this is not as prominent as the old website where the practice could post direct to the front page.   John to ask the CRG to undertake a survey of all the practices to ask for their views on the website.

A table had been booked for the group to have a stall at the Care Centre Xmas Fair.  This will again focus on the Did Not Attend figures.  Anyone who would like to come along to be part of the stall to contact Celia.

Cat will contact Christine regarding the issue of bereavement support.

Celia and Christine will be volunteering at the flu jab clinic on October 12th.  All the appointments had now been taken but, as a number of people will  probably not turn up, messages will be going out to patients saying that anyone who is a patient at the centre  who is eligible can just walk in and get the flu jab.   People would need an appointment for the Covid vaccination.  There would also be someone from GSK with a stall to talk to anyone about the shingles vaccination though that would not be given on the day.

Practice Update
· Staffing – Two new receptionists had been recruited and will be starting shortly.  This brings the team up to 5 but this is still short of the number required.  Cat to send the advert for a receptionist to Celia for circulation to anyone who may be interested.  John to ask at CRG if most practices are experiencing problems re reception recruitment and, if so, suggest that the CRG may want to liaise with the various job fairs locally to promote the vacancies or run a joint recruitment campaign.    A new female salaried GP is joining the practice from the Forest Rd surgery which is closing down.  Dr Chamberlain will be working 5 sessions a week on Tuesdays and Wednesdays and Thursday mornings.  Shelley had now left the practice and Mark would be leaving shortly.
· Patients Survey – there was a low response to the survey which suggested that the forms were not being handed out by reception staff.  The results appeared to show that most people were happy with the care they received once they had an appointment but were unhappy about getting through to reception and obtaining an appointment.  Little can be done about the concerns raised until more staff have been recruited and trained.  It was suggested that the salaries of reception staff could be increased if possible to the same level as surrounding surgeries to try and help recruit staff.  Roger highlighted that the views of people leaving the practice were important to record to see if any patterns were emerging.   The next survey would probably be in the summer of 2025.
· Phone system – some minor amendments have been made to the phone system whilst the practice still waits for the new phones to be installed by Exon.   The alterations have included bringing back the queueing system, changing the music and increasing the umbers of people who can wait in the queue.  There is still no information on when the new system will be installed.  If it is not installed this month, it may need to wait until January to avoid  the pre Xmas rush in the practice.  The practice which Julia had previously worked at had used the Exon system and had found it to be a useful system. John will raise concerns about the length of time it is taking to install the system at CRG. The practice had paid for the system in January.
· Appointments and missed appointments – the number of missed appointments in September was 131.  Whilst this was still high, it was a significant drop on the same period in 2023.   There is still significant pressure on the appointment system. There is a new programme on the Linden website where patients can report new  health issues online.  These are sent to Julia, the practice nurse who triages them.  She can deal with 10 online requests a day and refer patients to the appropriate source of help.  If patients are unable to use the system either because they do not have a computer or because the system had reached the maximum number of 10, they can still ring the surgery.    Everyone within LPPG to check the system connect and report any comments to Celia.   Cat and Julia will check that receptionists are telling patients where their blood test would be when they book their appointment.

Patients Issues and Suggestion Box
There were no comments in the suggestion box.   Cat periodically sends out a text to patients asking them to complete a survey if they have attended an appointment recently.  Valerie suggested that it would be helpful for the first page to say that it was from the Linden Practice.  Most of the responses Cat had received recently were positive with a couple not being happy with the service as they had not been able to obtain an appointment.

Sarah reported that on a private facebook page, someone had raised an issue about the practice which had provoked negative comments.  Sarah will pass on an email address for that person to contact the practice to resolve the issue.

Roger queried how people obtained the RSV jab and Alan asked a similar question in relation to the shingles Jab.  It was clarified that patients eligible for these can contact the practice to request a vaccination appointment.  

Date of Next Meeting
The next meeting will be held on Thursday, December 12th at 11am.
