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7" June2022 — MHP -Freezywater

Attendees

Adam White Chris Avery Graham Dove
Nigel Rawcliffe John Donnelly Mary Paulus
Tina Matthews Leena Parker Janice Downing
Margaret and David Green Roger Owen Melvyn Downing

Medicus Representatives:-
Vivien Kentish, Anisha Rawal and Dr Ujjal Sarkar

Guest: Emma Rigby — Love Your Doorstep

This PPG Meeting was the first to be held face to face since the COVID pandemic restricted meeting
in person. It was not such a formal meeting more an event for everyone to get together after such a
long time apart.

Tuesday 7t" June - 1pm—3pm
Our agenda with be as follows:
1pm — Welcome and Introductions
1-30pm — 2pm — Buffet Lunch
2pm — Medicus Updates
2.30pm — Meet our MHP Contact Centre Team

2.35-3pm - Questions and Answers
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Meeting Summary

Agenda Item
Welcome
1 Vivien and Dr Sarkar welcomed members back and introduce Emma Rigby
from Love Your Doorstep who will be updating the PPG on how Medicus is
using Social Media and plans for the future.
Emma Rigby:
Emma gave the members an overview of the support her team is giving to
Medicus:-
5 e Posting regular updates on Social media platforms
e Monitoring Twitter, Facebook and Local sites
e Supporting health campaigns
General support to ensure that patients who use this method of
engagement/information are kept up to date.
Medicus Updates:
Dr Sarkar and Vivien gave an update on:
e COVID
3 e Staffing Shortages/Recruitment and Retention
e Site Upgrades
e Service Improvements
o Call Handling
o New Contact Centre
Live Demonstration from Medicus Contact Centre Anisha Rawal joined the
meeting live from the new Medicus Contact Centre. The members were given
an overview from Anisha and were able to view the Medicus Call Handling
4 Dashboard showing all sites, calls waiting to be answered and how many
agents were on calls.
The members were shown data for the call handling project, this forms part of
the Medicus service Improvement plan.

The event closed at 4.30pm

Date of next meeting: 4™ October 2022 at Medicus — Carlton House.

A copy of the slides presented are attached to this summary.
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Tuesday 7% June- 1pm- 3pm
Our agenda with be as follows:
1pm—Welcome and Introductions
1-30pm - 2pm — Buffet Lunch
2pm — Medicus Updates
2.30pm — Meet our MHP Contact Centre Team

2.35-3pm — Questionsand Answers

COVID Vaccine

SITES

STAFF — National Shortage

SERVICE IMPROVEMENT

PPG POSTER

Extension and upgrades for Carlton House:

+ additional Ciinical Space
- Extension to First Floor — Administration
= sraffarsa

Cariton House will continue with the COVID Vacdine services and a
Primary Care Services throughout the building works — the site wi
not close at anytime. Al risks have been reviewsd, with our insurers
and builder, t is safe 1o continue 10 offer services

COVID Vaccination
Update
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Site Updates

COVID - Vacdine

You can geta booster dose i you had 2 Ind dose of the
COVID-19 vaccine at keast 3 months ago and you are over 16,
including pregnant women and:

- Vouare a front

e groups

= Chidren 5-11 can s have aVaccine

COVID - Vacdne — 4th Dose

Starting with over 75 — § months after 3+ dose
Messages will be sent out a5 people reach the aiteria
or they can walk in sfter & months —we are waiting on
confirmation that this will be rolled out to all in the
Autumn.

There is a “Walkin” Service at Cariton House for first,
second, Booster Vaccines or fourth doses for eligible
patients every day: If you have received a letter of

invitation, please bring it with you,
9am —1pmand 1.30pm —6pm

MHP - Riley — Intemal and external refurbishment of this

Moorfield Healthcare ste has been completed — cinical rooms

centre upgraded, outside areas compietely
refurbished

MHP — Lincoln Road ‘Works start soon to extend and refurbish
and Willow House these locations

B e
L N N O O
no fre=non

mIpec e

Investing in, upskilling and encouraging
Our Staff

daudia Brown

Nursing Assoiate - MHP

Lincoln Rozd

Anicha Rawal — Team Leader = MHP Contact Centre
Lecley, Diana, Daniella & angela — &1l COVID Administrators —
now training in the Contact Centre

Kamron Ali — Workflow Administrator — now Team Leader for
workfiow in Central Team [ X ]
Verda, Luke & Simon - COVID Admvinistrators — trining in
Central Team —Waorkfiow
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Shortage of

Clinical Staff

P g—
- Hard to recruit GPs
S — 1 appication from B! Advert

- Local Channels are not
offering any candidates

- Locums 3= expensive but
necessary

+ MHP st 3ble to offer
encugh appointments to fulfi
NHS contract 'Y
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call Handling Update — Feb 22

Freezywater, Enfield Isiand
and Riey-Moorfield have
joined forces to answer calls
during the peak fime at sam
until 9.15am.

More Fatient Care Advisors
have been empioyed to
support sites at peak times
and enhance customer

zenvice,

Averaze wait fimes are now
reduced by 30%-10%

is an area that is being addressed, staff

ng for Receptionists and Group Guidance is
iszued to 3l sites.

January 2022 will see another project being
started to combat the call handing issues raised.

Medicus & now monitoring daily the traffic
coming into the sites, a quick summary of what
we know now:

Each week we recsive on average 15,000
calls

Waiting times have been reduced on average
by 25% - we 5l have work to do

Seif-Referral Options are helping patients get
support. quicker - over 1000 3 week are using

this opions
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Incoming Calls - MHF
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Communication with Patients

New call handiing Pilot - 6 Septemiver

- Calls from 4 Sites - betwesn 8am and 9.15am answerad by 12 Call Handlers —calls
are routesd to the next availaile handler
Quees can be up 1o 50, however normally answere within 15 mins and after
230 5-4 smins — after 8.30 -2rminz
This pilot is being cosely monitared by MHP and new solutions are being
designed to suppart a better patient experience.
Staflf are not s stressed and experience s sbuse

The above pilot has been 2 great success, with calls being answered quickly
and pafients able to get appointments 2t their local site or one 3 short
distance away — this helps patients understand they can use any MHP site.

We are now working on more ways to make communication, dealing with
requests, registrations and doc 2 it and faster

dluster D - Cal handling solution want Frethis week— same
configuration as the above Piot — patients are akready seeing a
difference.

‘Waiting Times - MHP

Data ishelping us
understand how 1o manage

incoming call volumes

We can see peak times and
sbandonment rates
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How have we reduced the numbers of calls coming in:-
. Answering calls quickly —stopped multiple cals from the same patient
. Offersd more options for patients to self-refer
. Contact Centre are supporting sites with call handfing from May 2022
PATCHs & better utilised, so calls are reduced

Live Link to call Handing Dashboard -

Meet the Call Handing Team
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