Mortimer Medical Practice Patient Participation Group (PPG)
Minutes for Thursday 02 February 2023 at 6pm held Kingsland Surgery 

	Present 
	Apologies 

	Dr Black Senior Partner 
Brian Taylor (via Teams)
Gilly Lloyd
Diane Lee Secretary 
Sue Plant
Rosie Trotter
Pauline Hammond  
Christine Moore (via Teams)
Kate Best 
Richard Hanks 
Fiona Harper (Practice Manager)

	Mrs Jeanne Wood
Mrs Christine Hanks 





1   Minutes of the last meeting 

1.1 PPG Still looking for representation from areas including Orleton. Fiona will advertise through Practice Facebook in the hope local pages pick it up and share also Orleton village hall. Kate Best joined us tonight and has agreed to represent Orleton. Closed 

1.2 Green Impact Plastic consumption Jeanne and Gene are looking at
paper dispensary bags. Morgan and Fiona are looking into more ways to reduce and recycle plastics. Ongoing 



2   Matters arising;

2.1    Appointments data 10 Nov 22- 02 Feb 23 328 DNS’s equating to 2.9%.
  11465 appointments. This does not take into account the extra patients
  that have not had a booked appointment but a have requested a call
   back on the day. 

2.2    Practice Population 8,700,  we have 6 GPs  made up of 4 Partners and
   salaried GPs.  Medical Students from Keele University no longer come
   to the Practice . However you do have 2 GP Trainees they have already
   undertaken 2-4 years of their training in secondary care and university
   but wish to become General Practitioners.  To do this this they have to 
   spend 12-18 months working in a GP practice taking clinics but under
   the supervision of a qualified GP.


3   Covid and Flu Vaccination Programme coming to an end for 22/23
  over 3300 patients had Flu and almost 3000 Covid Boosters.


4 PPG issues

4.1	 Prostate testing. Would like to see health promotion around prostate screening. Dr Black explained that there was not a current national screening programme as the blood test was not reliable in isolation. There is limitations and can produces false positives and false negatives. A rectal examination following the blood test is what we are currently doing so patients who have concerns should book an appointment to see one of the Clinicians.  It was agreed tp add Prostate Screening Health Education information could be uploaded onto the screens. 


5. Practice News

5.1	Staff Update 
a. We have welcomed Elaine or new receptionist and said goodbye to Charlotte. Welcomed Pip expanding our domestic team. Unfortunately Tori didn’t start with us she decided to stay with the District Nurses.

b. For the future we are currently out to advert to recruit a Health Care Assistant (HCA) to take over from Glen who recently retired and Kirsten has decided to spend time with her family so going out to recruitment for a receptionist.  

c. Dr Baxter has officially given his notice and will be finishing with us at the end of April. He is taking on a Partnership at a local surgery. He will be missed and we wish him all the very best in his new adventure.   

d. We are currently running with a reduced Practice nurse team. We ask that if you have appointments booked especially for chronic disease reviews if you can’t attend please let us know in advance as these are highly sought after appointments and we can offer them to someone else. 

5.2	Practice Vision we are looking to review and update our services we provide. We would like to hear form the patient what they felt would be good. We can’t promise that we can change everything as we have t consider contractual obligations, capacity and staffing. We can discuss at the next meeting.

a. One suggestion is named GP. This is difficult to do as we are spread across 3 practices and different GPs have different skill sets. Patient can always request a particular GP and book appointments with them, this can’t always be met with acute or urgent appointments.  

5.3	Complaints reviewed annual – There was a total of 33 written complaints recorded in 2022.  The main areas and learning points are as follows: 

· The complaints concerning communication between staff and patients had a decrease this year the pattern remains perceived bedside manner or the way a member of staff spoke to the individual. All staff had completed customer care training. 

· There was an increase for 2022 in dispensing complaints. On investigation this was attributed to staffing and workload. There was a period of time where we were we were severely understaffed and with successful recruitment we built up the team. The team as it stands are 70% new members of staff employed since August. 3 of which have never worked in a dispensary so we are guiding them through their National Vocational Qualifications (NVQs) and on the job training. We have added additional hours and are now starting to see a difference. Also contributing was the delays in stock delivery and national shortages. 
[bookmark: _GoBack]
· Patients that were unhappy with their consultation or care had slightly decreased form 2022. Some of the concerns were around blood taking procedures. The nursing team have reviewed this and have implemented improvements with national guidance.


· For the last 3 years we have averaged 35 complaints a year. We will endeavour to listen and improve services to reduce this figure. Staff are all aware that complaints are a useful tool to learn from and improve/review how we are preforming and the services we are providing. Complaints about specific individuals are always involved in the complaints process. 
 

6. Questions from Patients: 

6.1  	Please could we have the times, places and contacts for the Taurus out  of  hours, that is if you have been able to have the meeting that was cancelled a couple of weeks ago? 
Answer:  There are appointments at several sites Weobley on a Monday. Kington, Leominster alternate weekends and Station medical Centre in Hereford. They are all booked appointments done through reception here at the surgery.  
Once booked the patient should receive a text. 111 have recognised a gap after challenging how to contact them OOH’s they have amended their text to read the following: 
“Don't forget your appointment at <TIME> on <DAY> at <LOCATION> Your appointment will be :<SLOT TYPE>.If you can't attend or no longer require your appointment please reply CANCEL or call 01432270636 between the hours of 9 and 5 Mon-Fri, or 07876473629 evenings and weekends..”
I have asked reception to keep the numbers to hand as not all patients have access to a mobile of signal and may need numbers.
Urgent out of hours care is still accessed directly through 111 
6.2	Extended access it would be nice that these out of hours home visits/emergency call outs were attended by the practice GPs
Answer: Unfortunately this is not feasible, we would lose too many appointments to have the GPs on a shift pattern. The appointments are already oversubscribed without reducing them. We have to work within the working time directive there is no capacity to add extra hours to the GPs day.  We are also under contractual obligations as a Primary Care Network. 
6.3 What ages are being covered by this year's Shingles Vaccine Programme?

Answer: Eligible over the age of 70 until 79. If you hadn’t received an invite please contact the surgery. 
6.4 The receptionist rings to say to the patient that the GP is requesting another blood test (patient had samples taken few days ago).  When she asks why and what are they checking for now - the receptionist says she doesn’t know.  Makes another appointment for the nurse and that isn’t for another week so patient anxious now.   The patient understands that the receptionist isn’t the person to give out personal information but could the doctor OR a nurse ring if this sort of thing happens for patients, especially as some are overly anxious with waiting?
Answer: Receptionist may not be aware why or which test. It could be a test that was omitted at the time, the hospital have requested a repeat or looking at the results the clinician has identified another test they would like to have. 
PM will speak to Reception to inform the patient if it is a routine or urgent appointment. The Clinical staff will direct this. Anything over a week would be routine. If the patient is anxious or worried contact reception and ask for a clinician to contact you.
6.5	Some Patients trying to book their flu jabs were not able to get an appt at Orleton and having to go elsewhere. These patients were elderly and didn’t want to travel to the other surgeries.  Thought the queueing system was better!
Answer: It’s a difficult balance to strike. If we save appointments for people or open them up beforehand and only send some invites we be promoting an unequal service. We are looking at ways to improve the service for the 23/24 campaign. We are going to endeavour to get the clinics open to book late summer this year for end of September and try and encourage them to visit their closest surgery.
6.6	Information screens in the practices that never appear to be operating.  
Answer: I am working on the screens, Diane asked last meeting. It is the software and hardware when we upgraded our IT. I have a new connection coming (due delivery Friday) and currently working on a presentation including Practice useful information and Health promotion. I am hoping this is up and running next week. 
6.7	
7 Any other business

7.1 	Diane would like to discuss http://www.severnfreewheelers.org.uk/hospitals/our-service.aspx this is a hospital run service that are made of volunteers on motorbikes with advanced riding skills to move urgent medical essentials including blood, pathologies and patient scans between hospitals.  

7.2	We were asked if we can recycle inhalers at the surgery yet. PM will look into it again as this service stopped by the waste disposal company. 

7.3	We were asked about automatic text being sent out for annual checks etc.  We do send text messages but they are generated by manual search and recalls. The system does not do it automatically. 


8. Next Meeting Thursday 11 May 2023 at 6pm 





Diane Lee
Secretary
Patient Participation Group 
