HOWDALE AND MARHAM PATIENT PARTICIPATION GROUP (PPG)   

The meeting was held at the Howdale Surgery on Wednesday 18 April 2018.
Present: Richard Ehlers (RE), Darren Martin, Practice Manager (DM), Mary Mouncer (MM),  Nigel Sizer (NS), Jackie Westrop, PPG Chair (JW), Chris Brooker (CB), Dr N Hart (NH), Harold Stephenson (HS), Margaret Stephenson (MS), Susan Perkins (SP), Lesley Tawn PA to Practice Manager (LT) .
JW opened the meeting by welcoming group members and our two guests, Tim Bishop, Lay Member, Patient and Public Voice, West Norfolk CCG (TB) and Victoria Fear, Communications Officer for the CCG (VF).

1.   Apologies:
Glad McCarthy, Ray Watts.
2.
PPG Member changes:
No updates since the last meeting.

3.  Acceptance of minutes:  The minutes were accepted as accurate and signed.
4.  WNCCG PPG Patient Governor
     TB introduced himself and gave an explanation of his role. He is a Norfolk CCG Lay Member on the Governing Body of the CCG, which is a member organisation, comprising a majority of GPs and also Lay Members. It is clinically led by GPs. There are meetings of the West Norfolk Partnership of all Chairs of the PPGs, in four places, every 6-8 weeks. TB is contracted for 2.5 days a month and he described his role as a  ‘critical friend’, and is keen to  know how the CCG are doing. 
VF introduced herself and advised she is holding a temporary Communications role at QEH/CCG. 

JW said this is an opportunity to have a conversation about concerns/compliments of the CCG, and opened the floor for patient group questions.

RE asked if there a Community Forum?

VF responded, yes, it is going to take place in June sometime.

NS enquired which catchment do you cover?

TB advised the NHS has divided Norfolk into 5 areas each with a Commissioning Group.  The West Norfolk Office is in King’s Lynn.

JW advised some areas discussed as a Group are commissioning issues, and highlighted that there are not enough services in the town.  Examples of issues have been the loss of District Nurses, and also impact on Dementia services.

VF asked what the Group are looking for?

RE felt the Dementia Café, held twice a month has difficulty in communications with the Management at Chatterton House, and more in depth information on patients referred there would be beneficial.  He advised the patients referred are appropriate but there isn’t enough background information on the conditions of the people referred.

VF responded saying she is doing a Press Release in the future and would be happy to feedback this.
JW advised there is a concern regarding the nature of support from statutory services and Dementia isn’t the only one to be affected.

TB responded that he is happy to discuss these areas.
RE felt it seems other CCGs put money into Admiral Nurses who support practices with Dementia.  The Dementia Café was apparently set up in place of other services which were withdrawn.

TB said he was happy to take forward the feedback on Admiral Nurses.

HS asked, at the time of the services being withdrawn, whether there was a consultation.

JW advised there was a consultation of sorts, however unsure if consultation would be classed the same as engagement.
RE shared his thoughts that money seems to be spent on Institutional more than Community, and it seems that the Community is second best.

TB gave reassurance that the CCG doesn’t want people to have to go into Hospital if avoidable.  The NHS created ‘Purchase/Provider’ Contracts and there are various points of view of the system.  This year the CCG is renegotiating Contracts with the Hospital, on population, not necessarily on numbers – it is complex.
NS raised the question ‘Does the Hospital get paid per head, if they spread out a case do they get more money’?

TB advised it is a complex formula.  There are different payments. The Hospital often say they have patients in beds and nowhere to release them to.  The CCGs are trying to move money from Hospital into the Community.

DM advised the Practice tries to avoid unnecessary hospitalisation and has regular multi- disciplinary meetings to discuss why patients were admitted and ways to avoid it happening again.  The CCG looks at why patients are discharged, and then re-referred rather than being re-referred in house.
JW said there is an impact on funding, sharing an example of a patient who attends Hospital for Warfarin testing weekly.

TB feels there is not enough long term planning and it is unhelpful to keep moving/changing.  eg The Nurse Bursery was taken away – now we have too few nurses.  It’s a similar situation with GPs.  Also the NHS keeps changing eg Fundholding/PCTs/CCGs.  STPs (Sustainability and Transformation Plans) bring together health and other areas.  More items will be commissioned across the counties – not in just 5 areas in the county. Last year 18 CCGs merged.
JW advised the driver behind STPs is to keep people in the Community not Hospital.

It was felt by a member that previously things have moved to Norwich and West Norfolk has been forgotten - Norwich seems to be a magnet and the periphery suffers.

TB said hearing public voice is very important and he can report the importance of West Norfolk.
DM said funding is a major problem.  An Enhanced Service for Practices to provide minor injuries at around £25 per head is to be cut – patients will end up in A&E at a higher cost to the NHS.

CB felt transport to Hospital is a problem – many patients have no car, no buses available and a taxi is costly.  The issue of pollution, and the environment was also raised.
NS thought if a patient can’t get to minor injuries, and the condition worsens it could be more costly for the NHS.  He felt there was a disconnect.

TB agreed it is worrying and advised the CCG writes a budget, under NHS England and has a legal duty to come under budget.  He advised he would take the following points back to the CCG:
- There are strong public views on how things should be.
- Concerns regarding Disconnect.

- The importance of Public Health, Pollution, Health, Environment.
- Getting money into the Community Nurses.

- Admiral Nurses and Dementia.

- Minor Injuries.

- Focus on West Norfolk 
JW felt Downham Market is too poor to attract resources – 60% of the population live on income below the national average, the majority are over 65s.

JW thanked TB and VF for attending the meeting.
JW requested items 10, 11, 12 be  deferred until the next meeting.    

      DM to Action
Points from the last meeting;
5.   DNAs 

DM advised there had been approximately 6.4 DNAs each day – this is the total for both sites. The CCG have agreed to fund MJOG, (an IT system which can latch onto clinical systems), a function of which is the ability to send text reminders to patients regarding their appointments.  (Patients will need to verify their mobile contact numbers).  We await an implementation date.                                       












     DM to Action
6.  Practice Wi-Fi
     DM advised this has now been installed on both sites.  Patient information will be available regarding this and patients are requested to please turn off their devices before going to see the Doctor/Nursing Team. 






    
      DM to Action
7. Annual PPG Report

At the last meeting, the Report had been completed.  JW has now seen and agreed it.  Anyone who wishes to see it, JW will circulate.

Agenda of the Day:

8. Complaints, suggestions/comments box & website
DM advised there are no complaints for this period.  At the last meeting there was an ongoing complaint, which had now been resolved.  NHS concluded that the Practice had fulfilled its duties in organising care for the patient and had communicated well with other services during the treatment and no further action required.  

Two suggestions:  One in praise of a Doctor.  The other asking for information of process for blocked ears, which has been responded to.
9. Friends and Family Test (January, February, March)

Reports for the quarter were circulated.

10. 11. 12.  All Deferred to next meeting.





     DM to Action

13. Any other issues from the PPG
NS mentioned that if a Doctor asks a patient to come back in 3 months’ time, the Appointment Book doesn’t go that far ahead, and wondered if there could be a system in place where Reception have a list of these patients, and as soon as the Appointment page is available, the patient is contacted.  

DM felt MJOG may be able to help with this but not entirely sure at the moment.
NH felt if Appointment book is further ahead, there is more chance of rotas being changed due to unforeseen circumstances, and appointments re-arranged. He wasn’t sure a list would work but felt if the problem could be resolved by an IT function, it would be a better option.
NS raised a query regarding communication between Surgery and Hospital, ie when the GP gives control over to the Outpatient Department, is the service from Hospital the same as the GP.

NH advised the Hospital normally write a letter to the GP after the first consultation, follow-up, to advise test results and if there are medication changes.  It is normally electronic and the Hospital is very good at advising the patient at the same time as the GP.

JW advised the Care Line facility is still being reviewed, refined and upgraded. There will be a seminar explaining it and the benefits it could bring. 
14. Any issues from the Practice
      DM advised the Practice is still trying to push ‘on-line access’ – and asked if patients could spread the word.  Patient Partner is also being installed which is an auto receptionist for booking appointments.
 JW thanked everyone for attending.

 Date of next meeting:

Wednesday 18 July 2018 at 12:30pm.
 Meeting closed 2.05pm
HOWDALE GROUP PRACTICE PATIENT FEEDBACK REPORT

Quarter 1 2018
This report covers patient feedback received by the Howdale and Marham surgeries over the 1st quarter (January to March) of 2018.
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Complaints

During this period there has been no complaints raised.

The complaint from the previous quarter has now been closed. NHS England carried out an independent clinical review of the points from the complaint. This was completed using the medical records and results from the surgery’s internal investigation. NHS England concluded that the surgery had fulfilled its duties in organising care for the patient and had communicated well with other services during the treatment. No further action required.  

Suggestion box and website comments


During this period there have been two new comments / suggestions raised via the surgeries comments boxes, website and email.

· 1 in praise for one of the Doctors. 

· 1 was asking for information on receptionist’s procedures for booking of appointments for blocked ears. Patient was contacted by the Practice Manager and issues were discussed in full. No further action required.
Friends and Family Test Report January 2018

The report below covers the returned Friends and Family Test answers for the period of January 2018. 

Howdale Group Practice combined report

A total of 9 patient responses were posted at Howdale, Marham and online during this period.  Patients are asked to rate how likely they are to recommend our service to their friends and family if they needed similar care or treatment. There is also space on the form to tell us their main reason for selecting their choice. The combined results are shown below.

	Extremely Likely
	Likely
	Neither Likely or Unlikely
	Unlikely
	Extremely Unlikely
	Don’t Know

	       9
	0
	       0
	0
	0
	0

	       100%
	      
	
	
	
	


These results have been separated to give individual reports on the responses from both surgeries and via our website. This is to ascertain if there are any areas relevant to individual locations. The results are tabulated below.

Howdale Surgery

A total of 7 patient responses were posted during this period

	Extremely Likely
	Likely
	Neither Likely or Unlikely
	Unlikely
	Extremely Unlikely
	Don’t Know

	  7
	0
	0
	0
	0
	0

	       100%
	 
	
	
	
	


	Comments
	Total

	Consideration, care shown by all the staff makes coming to the surgery a nice experience.
	1

	Very helpful dispensary staff.
	1

	I find that the surgery staff are exemplary in their attitude and in their actions. If I had to score them out of 10, it would be 11.
	1

	Well run surgery, kind polite and very obliging.
	1

	I would recommend the Howdale Practice as I feel they are very helpful.  You can talk very open with the Doctors here and you will also feel you can speak openly with all of the staff.
	1

	Good care given.
	1


Replies to points from comments

0 negative comments were raised over this period.

Marham Surgery

A total of 2 patient responses were posted during this period

	Extremely Likely
	Likely
	Neither Likely or Unlikely
	Unlikely
	Extremely Unlikely
	Don’t Know

	2
	0
	0
	0
	0
	

	       100 %
	
	
	
	
	


	Comments
	Total

	The care is second to none and I would recommend them to anyone, that’s the medical and administrative staff too.
	1

	Because the staff are so wonderful and helpful.
	1


No negative comments were raised over this period.

Website Online returns

There were no online responses for the month of January.

Friends and Family Test Report February 2018

The report below covers the returned Friends and Family Test answers for the period of February 2018. 

Howdale Group Practice combined report

A total of 9 patient responses were posted at Howdale, Marham and online during this period.  Patients are asked to rate how likely they are to recommend our service to their friends and family if they needed similar care or treatment. There is also space on the form to tell us their main reason for selecting their choice. The combined results are shown below.

	Extremely Likely
	Likely
	Neither Likely or Unlikely
	Unlikely
	Extremely Unlikely
	Don’t Know

	       9
	0
	       0
	0
	0
	0

	      100%
	      
	
	
	
	


These results have been separated to give individual reports on the responses from both surgeries and via our website. This is to ascertain if there are any areas relevant to individual locations. The results are tabulated below.

Howdale Surgery

A total of 4 patient responses were posted during this period

	Extremely Likely
	Likely
	Neither Likely or Unlikely
	Unlikely
	Extremely Unlikely
	Don’t Know

	  4
	0
	0
	0
	0
	0

	       100%
	 
	
	
	
	


	Comments
	Total

	Very happy with service.
	1

	Always had a pleasant and efficient service.
	1

	Appointments always held on time and sometimes before.  All details explained thoroughly and in detail.  Friendly atmosphere.  All staff, Reception, Pharmacy, Doctors and Nursing staff always helpful.  Thank you.
	1

	Absolutely fantastic surgery!  Needed an appointment for my little boy (20 months) and the staff were brilliant in helping me sort it on the same day.   Makes everything so much easier when all the staff are so kind and considerate.
	1


Replies to points from comments

0 negative comments were raised over this period.

Marham Surgery

A total of 5 patient responses were posted during this period

	Extremely Likely
	Likely
	Neither Likely or Unlikely
	Unlikely
	Extremely Unlikely
	Don’t Know

	5
	0
	0
	0
	0
	

	       100 %
	
	
	
	
	


	Comments
	Total

	Very helpful, even at short notice willing to go the extra mile to accommodate.
	1

	Fab staff.
	1

	Excellent service
	1

	Because of the super service offered by the staff.
	1

	Always get an appointment when needed.
	1


No negative comments were raised over this period.

Website Online returns

There were no online responses for the month of February.

Friends and Family Test Report March 2018

The report below covers the returned Friends and Family Test answers for the period of March 2018. 

Howdale Group Practice combined report

A total of 12 patient responses were posted at Howdale, Marham and online during this period.  Patients are asked to rate how likely they are to recommend our service to their friends and family if they needed similar care or treatment. There is also space on the form to tell us their main reason for selecting their choice. The combined results are shown below.

	Extremely Likely
	Likely
	Neither Likely or Unlikely
	Unlikely
	Extremely Unlikely
	Don’t Know

	       10
	2
	       0
	0
	0
	0

	      84%
	      16%
	
	
	
	


These results have been separated to give individual reports on the responses from both surgeries and via our website. This is to ascertain if there are any areas relevant to individual locations. The results are tabulated below.

Howdale Surgery

A total of 3 patient responses were posted during this period

	Extremely Likely
	Likely
	Neither Likely or Unlikely
	Unlikely
	Extremely Unlikely
	Don’t Know

	  3
	0
	0
	0
	0
	0

	       100%
	 
	
	
	
	


	Comments
	Total

	All very good, excellent service.
	1


Replies to points from comments

0 negative comments were raised over this period.

Marham Surgery

A total of 9 patient responses were posted during this period

	Extremely Likely
	Likely
	Neither Likely or Unlikely
	Unlikely
	Extremely Unlikely
	Don’t Know

	7
	2
	0
	0
	0
	

	       78 %
	12%
	
	
	
	


	Comments
	Total

	Very caring surgery and people top class.
	1

	There is no better surgery, top class.
	1

	Very satisfied.
	1

	Very good service.
	1

	Very friendly and personable reception.  Dr and student explained everything very well.
	1

	Receptionists are very friendly and helpful, help with sorting out not only appointments, but my medication.
	1

	The reception staff are helpful, but you can never get an appointment when you need one, but they are helpful.
	1


No negative comments were raised over this period.

Website Online returns

There were no online responses for the month of March.
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