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Minutes of the  Special PPG meeting held 18th February at Kensington Street Health Centre

Attendance:  

Naseem Llewellen, Salma Akhtar, Nassem Llewellen Satpaul Chand and Maria Johnstone
Also in attendance: Michelle Teague – Practice Manager, Surji Cair, Patient Engagement and Public Relations Officer
Apologies:  

 Tony Sedno, Salma Akhtar, Moosa Zina, Juraj Tancos and Dr Wilson                 

After introductions Michelle welcomed everyone and gave a summery of recent changes. She explained the purpose of this meeting which was to discuss the outcome of the survey and agree some actions. There are likely to be other tasks groups for the PPG which will enable PPG members to be actively involved and contribute to changes to improve services for all patients.
 
Patient Survey 

713 surveys were completed. Up to12 responses were discussed, progress reported and some action agreed.

Veteran PPG

We have become a veteran friendly practice, and we are in the process of setting up a separate PPG to meet the specific needs of veterans. As part of support to them we may make referrals to other services such as Mind, Royal British Legion, and social prescribing. Dr Saeed would be the lead practitioner for the group. Veteran PPG members would be asked if they would like to feed into the main PPG group. This is likely to start in April as still waiting for paperwork etc. 

Other surveys

We are carrying out patient surveys on different areas. Recently a survey was carried out on cervical screening and Dr Haque is producing a video answering all the questions that were raised by patients. We are working with the Deaf Society and a BSL signer will be present, and all the information will be signed. A question was raised if the video could be made in Urdu. We will consider the possibilities of which languages we could translate the video into for it to be accessible to all our patients.


Long term conditions, the practice is also taking a deep dive into patients with long term conditions to ensure that patients have the opportunity to access care at the right time and ensure that patients are engaging with us. There is a new system being developed to follow patients’ journeys. This will enable care navigators to ensure that patients are directed to the appropriate clinician based on their health conditions and needs.


Call back service is now in place and patients are using it. It has taken a long time to set up due to our contract with the telephone company. The feedback to the call back service has been positive to date. We are considering a new telephone system. 

DNA (Do not Attend) In one month we discovered that there were 105 unattended appointments booked on the same day. The number is much higher if prebooked appointments are included. There was concern in the room about DNAs and how they can be avoided, and patients penalised. There is a DNA policy which will be revised. There are various strategies being considered to tackle this issue. Reception staff will remind patients that they have DNA/missed appointments, and this has started a process of removal from the surgery. We want to ensure that patients have ample opportunities to cancel their appointments if they need to and are aware currently it might be difficult. If they cancel an appointment  less than 30 minutes it will appear as DNA as the appointment cannot be offered to anyone else.  in future confirmation of the appointment will also include a link for cancellation of the appointments. The practice will ensure that all changes will be publicized. 

PATCHS – The take-up has increased. We are considering recruiting a PATCHS champion. The more usage we have on PATCHS the telephone line is freed up for people who can’t use PATCHS. PATCHS will open for much longer. The admin facility on PATCHS has improved access for patients. The use of AI (Artificial Intelligence) is increasing which will speed up the access and treatment.

Care Navigation and staffing  – A rigorous training has taken place for all care navigators and there has been positive feedback from all staff. We are now running a call centre from Kensington site. One of the Advanced Practitioners is also at the call centre to advise reception staff if there are any queries. This is saving time for the caller and the staff team. Everything is being dealt with quickly and efficiently. All the other sites’ reception staff are not expected to take calls and are able to help patients at reception with their queries. 


Staff survey was carried out and training was identified. Staff retention is improving. There are currently 27 members of the reception staff. One member of the reception staff has returned after leaving. We have two other staff members leaving from different teams, but they are leaving for development opportunities. Staff generally feel supported and happy.

The feedback from PPG members that attended the meeting was that the performance of staff has improved, and they seem much more professional.

As reward for staff the partners have organised an end of year event for all staff with a meal. The event will also include activities which are all being kept under wraps currently. Staff are looking forward to it. 63 staff members will be attending. Michelle will feedback to the PPG group about the event.

Website new improved website is now launched which is working well. It is much easier to navigate. We are adding more information to it. 


Next meeting  

We were unable to go through all the responses of the patient survey outcomes.  A meeting is scheduled on Friday 7th March, 1pm – 3pm at Kensington site to carry on working through the action plan. 

Everyone is welcome!
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