HOWDALE AND MARHAM PATIENT PARTICIPATION GROUP (PPG)   

The meeting was held at the Howdale Surgery on Wednesday 17 October 2018.
Present: Richard Ehlers (RE), Darren Martin, Practice Manager (DM), Mary Mouncer (MM),  Nigel Sizer (NS), Chris Brooker (CB), Dr T Do (TD), Harold Stephenson (HS), Margaret Stephenson (MS), Glad McCarthy (GM), Sue Perkins (SP), Lesley Tawn PA to Practice Manager (LT) .
RE opened and chaired the meeting.

DM advised Dr Do is Duty Doctor today and will be attending the meeting a little later.
1.   Apologies:
Ray Watts, Jackie Westrop
2.
PPG Member changes:
No updates since the last meeting.

3.  Acceptance of minutes:  The minutes were accepted as accurate and signed.
4. DNA

DM advised last month’s figures as follows:

Doctors 80, Nurses 32, HCA 33, Midwife .7

     Over the period July to September, there was an average of 46 DNAs per month.

5. MJOG
  DM advised MJOG has now been installed and is an automated notification system, which   can be used for appointment reminders, cancellations, invites for flu clinics etc and has been running since the end of September.  Initially MJOG is being used for booked appointments as a tool to try and cut down on DNAs. Once an appointment has been booked, a text message will be sent to the patient confirming it, and also a reminder will be sent the day before.  There is a facility to cancel the appointment and also for the patient to decline receiving these texts in which case a code will automatically be put on their record. If a patient has multiple appointments in a row for one visit eg 30 min appt with Nurse, they will only be sent one text.  The text message is received as a normal text message or can be accessed through an APP. After the patient has attended the appointment, an invitation is also sent by text to ask the patient for feedback for the Friends and Family Test.  Since the beginning of October to date, there has been 40 appointments cancelled via this method which is a very positive start. MJOG advised that a report shows about 50% of patients here have registered a mobile number which they consider is good and higher than some other Surgeries which are at 25%.  There are various other reports available on MJOG for monitoring eg one shows us when a message has been sent and it is undeliverable in which case we can check we have the correct contact number, which also helps as a data cleansing facility. Prior to going ahead, the Surgery approached the Information Commissioners Office and Data Protection and all are happy with the process as it is for the provision of healthcare and benefit to the patient.

The next step will be to increase the percentage of mobile contact numbers for patients and continue to learn how the system can be used to best effect.  
6. Patient Partner

This is an automated receptionist system.  Patients will be able to telephone in to book an appointment automatically whilst on the telephone, without speaking to a receptionist.  Only Doctors’ appointments will be available to book on this system due to the Nurses having   specialised clinics. Patient Partner has been installed but is not planned to be up and running until November after the MJOG system has had time to bed in, rather than implement two new systems at the same time.

7. End of life Co-ordinator
    Deferred to next meeting.






                 DM to Action
Agenda of the day:

8.   Complaints, suggestions/comments box and website
    DM advised there had been no new complaints.  With regard to the one mentioned at the  

 last meeting, all the paperwork has been dealt with but the case is not yet completed. 
1- A comment was in praise of the Surgery by the family of a temporary resident who had received an on the day appointment and was pleased with the service received.

2- A comment was in praise of a Nurse.

3- A comment was received regarding Repeat Prescriptions from Care Homes which was really more of the process of a Pharmacy in town, which has been dealt with.









     

9.  Friends and Family Test
        DM advised there were 20 responses, of which 19 were extremely likely to recommend 
     and 1 neither likely or unlikely. 

10. Dr Hart
 DM advised Dr Hart is currently unwell and away from the Surgery.  He is coming back but we are unsure when this will be.  Locum GP cover is helping during Dr Hart’s absence.
RE wished Dr Hart well, on behalf of the Group.
11. Improved Access
    DM advised this was due to be introduced in April 2019, however NHS England 

had decided to bring it forward as a pilot scheme, with three weeks’ notice and it was put in place on 1/10/2018.  The main reason for this new system is to try and cut down on inappropriate A&E attendances.

There are Hubs at King’s Lynn and Swaffham, where patients can be seen in the evenings or weekends.  A patient will call the surgery for an appointment in the normal manner, and if the Surgery cannot accommodate their wishes, eg for an evening or weekend, our receptionist will offer the opportunity to go to the Hub.  If the patient wishes to do this, the receptionist will telephone the Hub and book an appointment, advise the patient and send a patient summary to the Hub.  After the appointment, the Hub will send a report of the attendance to the patient’s registered surgery for the inclusion in the patient’s medical records. It isn’t a walk in service. The times are generally 6.30pm to 8pm on weekday evenings, Saturday and Sunday mornings.  Due to the timings of the clinics, they are not suitable for blood taking and there is no Pharmacist available. The system is being tweaked regularly.  
A question was raised from the Group where the finance comes from. DM responded that the CCG fund it.
A Group member advised there is a GP at QEH just inside the Reception area overnight. DM advised this isn’t a walk-in service and is linked to the 111 system. Patients who call 111, are often seen by this GP during out of hours.

12. & 13. Feedback from West Norfolk PPG Meeting and PPG Newsletter both deferred to next meeting.









      DM to Action
14. Any other issues from the PPG
A Group member raised a point regarding the Disability Access at Marham which was

noted in the Friends and Family Test feedback.  DM advised two companies had been out to advise and they both said a button call system would be best, however he will discuss again with Dr Hart on his return. To be kept on the Agenda

           DM to Action




     
Another question was ‘If a patient has a flu jab at a Pharmacy, does the patient’s registered Surgery receive notification of this?
DM confirmed this is the case. When a patient has a flu jab at a Pharmacy, the Pharmacy claim the fee for this from the NHS, and obviously this affects GP Surgery income.
A question was raised regarding the closure of wards at QEH, and if it had affected patient’s being referred there?

Dr Do advised he has heard some patients had their surgeries postponed.  If a patient needs an operation quickly, or for elective surgery there is the option to refer elsewhere eg Norfolk and Norwich.
RE advised that he lives near to Bridge Street Surgery and they have many posters promoting the Flu Vaccination and queried why didn’t we circulate some – offering to put one in his front window. DM advised this is the first year posters haven’t been circulated in shops etc.  Due to the change in Flu vaccine this year, in that it is a different one for the various eligible groups, and supply dates have been staggered, we are managing the flu campaign according to supply and demand, as well as the usual invitations to attend. 
15. Any other issues from the Practice.

None raised.
Meeting closed 1.15pm

 Date of next meeting:

Wednesday 16 January 2019 at 12:30pm.
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