HOWDALE AND MARHAM PATIENT PARTICIPATION GROUP (PPG)   

The meeting was held at the Howdale Surgery on Wednesday 16 January 2019.
Present: Jackie Westrop (JW) Chair, Darren Martin, Practice Manager (DM), Mary Mouncer (MM), Nigel Sizer (NS), Chris Brooker (CB), Harold Stephenson (HS), Margaret Stephenson (MS), Sue Perkins (SP), Lesley Tawn PA to Practice Manager (LT).
JW welcomed everyone to the meeting with belated New Year best wishes.
DM advised Dr Do is unfortunately unable to attend today’s meeting.
1.   Apologies:
Ray Watts, Richard Ehlers, Glad McCarthy, 

2.
PPG Member changes:

      JW advised there are no changes, however she has had a couple of enquiries regarding the work of the PPG.  JW also mentioned there has been a request from the National PPG to sit on the National Committee of PPGs in London 4 times a year and she will supply further information to anyone who is interested in this.
3.  Acceptance of minutes:  The minutes were accepted as accurate and signed.
Points from last meeting:

4. DNA
    DM advised the average DNAs for the Quarter Oct  – Dec 2018 was 94.3; the Quarter prior to this was 146; the same period last year 177.3 (47% improvement on last year), and expressed his delight in this improvement. JW felt it was better than other surgeries in the Borough and it’s important to keep the pressure up, asking if the Group could do anything else to help. DM said that the item being a recurring item on the Agenda had been a great help.  
A question was raised regarding how we deal with repeat offenders of DNAs and this is being discussed currently within the Practice, particularly with regard to patients with Dementia. A current idea is to consolidate the list of DNAs and patients with Dementia and see if it is possible to add a Carer’s telephone contact details onto the Patient’s record, to help support the patient with dealing with their appointments. However, at this point in time we are unclear of the confidentiality implications and DM will ask the Information Governance Officer at a meeting next week to clarify this point.

A query was raised if the Marham DNA figures are different to Howdale and DM confirmed there is no real difference.

JW mentioned there are real issues for patients with Dementia receiving the care they need and described an example of a 70 year old gentleman with Alzheimer’s who has some major dental problems and is unable to receive treatment due to his Dementia.

DNAs to be kept on the Agenda.






     DM to Action
5. Patient Partner

This is an automated receptionist system which went live yesterday at Howdale 
(unfortunately this isn’t available at Marham yet).  Patients will be able to telephone when we are both open and closed,  to book an appointment (10 minute ones only), check an appointment or cancel an appointment  automatically whilst on the telephone, without speaking to a receptionist (the exception to this would be during Doctors Call Time between 8.30am and 8.55am to avoid lines being blocked).  Only Doctors’ appointments will be available to book on this system due to the Nurses having specialised clinics. There are two other options: Press 2 and the patient will be transferred to a Receptionist; Press 3 and the patient will be transferred to a Dispenser.  This system should improve patient access and release staff to carry out other tasks.


DM also advised that both surgeries will be changing their telephone systems  to a VOIP system (Howdale in March/Marham in April).  This would provide more lines and also record all incoming and outgoing calls, which would be of benefit to patients and staff.  NS suggested keeping some analogue lines too.
6. End of life Co-ordinator Visit
    JW advised this is in hand and will try to arrange for the April meeting.  To be carried forward.






              


     JW to Action
7.   Dr Hart
DM advised Dr Hart is now almost back to full capacity.  On behalf of the Group, JW  wished to express continued good recovery and a welcome back to Dr Hart.

8.   Disabled Access at Marham
 DM advised we have received three quotes, all around £5000. The regulations state ‘reasonable adjustments’ should be made for disabled access.  Unfortunately the Surgery doesn’t have £5000 available to do this work currently, and if anyone knows of some funding available for this, to let us know.  It’s not a ‘never’ but a ‘to do at some point’.

Agenda of the day:

9. Complaints, Suggestions/Comments box and Website
DM advised during this period there have been five new comments/suggestions raised via the surgeries comments boxes, website and email.

· 1 in praise for one of the Howdale Surgery in general. Patient needed an appointment to see a GP, was seen on the same day, referred to hospital and they then received confirmation of their hospital appointment within two hours of seeing the GP 

· 1 querying surgery closing on a Wednesday afternoon. Patient did not give name or contact details.

· 1 querying the process for emergency on the day appointments. The patient was happy with the practices response. 

· 1 enquiry into the service provided to a family member. Points discussed and individual happy with the practices response.

· 1 request for a patient to change their usual doctor. Carried out, patient happy with response.

10.  Friends and Family Test
        DM reported the results as follows: 

   64% said they were extremely likely to recommend to a friend
   30% said they were likely to recommend to a friend

   5% said they were neither likely or unlikely to recommend to a friend

              1% said they were unlikely to recommend to a friend (but anonymous and no further 
               comment). 
 There were no negative comments.

 Patients are now sent a text regarding the Friends and Family Test, after their appointment, and this has resulted in more electronic responses being received than paper ones. JW thought the only way to get further feedback would be for the PPG to meet with patients face to face in the surgery, however with such positive results, wasn’t sure what the benefit would be. JW reported the WNCCG PPG feedback on other surgeries isn’t as good and the main complaints seem to be around not enough Doctors for the population.
11. Improved Access
The introduction of this system of patients being able to be seen at another Practice, when an appointment isn’t available at this Practice has been positive.  DM mentioned one patient who had been disgruntled at having to travel to another Practice and felt we should be open 24/7.  DM said everyone in Healthcare is doing their utmost to provide the best service possible, however there are limited funds and alternatives are always sought to provide an improved service without cost or disadvantages.

MM said on speaking to colleagues registered at other practices, it makes you feel grateful for the services here and also provided by the QEH.
12. & 13. Feedback from West Norfolk PPG Meeting and PPG Newsletter
         Both to be deferred to the next meeting.



               DM to Action
14. Any other issues from the PPG
NS said he could see that PPGs look at the work of Practices but wondered what systems 
are in place regarding PPGs.  JW advised there are West Norfolk PPG Meetings where the Chairs of the PPGs meet, and also there are meetings at National Level.
NS also wondered about regulations in support of patients with Dementia, as this group of 
people would have difficulty in complaining if they felt the service wasn’t right.  JW advised the CQC regulate Care Homes in the same way as other Health Care Providers are inspected.  The Dementia Café has no formal regulatory body.  For organisations such as The Alzheimer’s Society, they are regulated by The Charity Commission.  JW advised there is a push for all care institutions to have CCTV installed.

JW gave an outline of when she was interviewed during the CQC Inspection here at 

Howdale, and found it quite a complicated process but thorough, interesting, with good ideas being shared between Practices.

15. Any other issues from the Practice.

DM advised sadly two patients had passed away.  The Practice had received a donation

of just over £300 and expressed gratitude for this on behalf of the Practice.  He advised this money is kept in an ‘Equipment Fund’ until there is a piece of equipment needed, which it is felt the money would be put to good use.

DM suggested that the Dementia Café may wish to look into the Tesco Blue Disc Fund, 
whereby shoppers collect a blue disc at the till, and can put it into a box to support a local organisation.  Tesco donate up to £4000. JW said money raised previously had funded a Carers Festival at the Town Hall, at which 600 people attended and was very successful.  The main outcome/theme was ‘I didn’t know that’…regarding freebies and information/support available. It is planned to repeat this type of Carers Festival in the future.
DM said the Practice is very supportive of the West Norfolk Carers and provide a room for them.

Meeting closed 1.45pm

Date of next meeting:

Wednesday 17 April 2019 at 12:30pm.
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