Lakeside Medical Centre

Patient Participation Group

Minutes of Meeting held on 24th June 2014 

Perton Library 5.00pm

Present:
Brian Morris (Chairman).



Machiel Lindenbergh



Jan Playford



Christine Young



Claire Wheeler (Vice Chairman)



Hannah Charman



Emma Cubberley



Kelly Marsh (Practice Manager)



Jackie Wedge (Minute Taker) 

	
	Actions

	1. Apologies
Pat Pit

Jane Oakley

Chris Parry


	

	2. Minutes of Previous Meeting
Read and approved by everyone present.


	

	3. Nursing Service
KM informed those present that our Practice Nurse, Sue Caddick will be leaving the practice on 2nd July, although after that will be helping out on late nights on Wednesdays until we can find a replacement for her.  The practice is currently out to advert, however, finding a replacement is proving difficult.

KM to update group at next meeting.


	KM

	4. Practice Appointment Service
Based on feedback from patients KM would like to review the practice appointments, particularly around the time patients are spending waiting to be seen in the urgent clinic and more urgent appointments in an afternoon.

The group were asked for feedback on the current appointment system along with suggestions for improvements.  

CY queried the length of time that was allocated for an appointment.  KM explained that each appointment is allocated 10 minutes unless specifically asked for a double appointment.  The group presented a split view in that some patients did not mind waiting as long as they felt like their problems were resolved during their consultation.  However, other members felt that if patients have work or other commitments they would like to be seen at their appointment time.  The group agreed that patients wishing to discuss more than one complaint should tell reception staff so that they can book a double appointment.  Without this the doctor would get behind which causes a knock on effect throughout the surgery resulting in patients having to wait a long time in the waiting area.   The group suggested that an article could be written about what patients could do to prepare for their appointment.  KM to ask Katie Mackintosh to put in next newsletter.
JP raised that if a patient has learning difficulties and may find it problematic to come in the middle of clinic or wait in a busy waiting room, would they be offered the first or last appointment.  EC confirmed that if this was expressed the receptionists would aim to assist wherever possible.   

At present the surgery runs an emergency clinic for those too ill to wait for a routine appointment, this is allocated 8 slots each morning.  An escalation policy is in place telling the receptionists when the 8 slots are full, an amber alert is to be raised informing GP’s.  The clinic is then extended to 12 slots if these are filled we are then on a red alert (this happens very infrequently).    
Patients when booking urgent appointments are asked for a brief description of what the problem is, this helps the doctors to triage patient. The group feel this was an expectable to ask the nature of the problem, however, understood that some patients would not wish to give this information.  EC informed to the group that if this is the case the receptionist put ‘personal’.  

The group felt the main issues were:

· Need to be able to get an appointment on the day for urgent matters

· Would be useful if you could get an appointment the next day if the problem cannot wait until next available appointment

· Waits to be seen should be reduced for urgent clinics

· More urgent appointments in the afternoon

KM asked for two volunteers to attend the practices operational meeting on Tuesday 8th July 2014, to confirm changes.  ML and BM volunteered to attend.  

	KM

BM/ML

	5. Patient Participation Enhanced Service
KM explained that for this year’s Patient Participation Enhanced Service the group would be required to suggest three priority areas that they considered could improve the surgery.  The group agreed on:

· Appointment Waiting Times

· The redesign of the urgent appointment service 

The group could not agree on a third and decided to think about it defer to next meeting.


	Group



	6. District PPG
District PPG meeting cancelled on 18th June 2014.  Next meeting will be held on 24th September 2014.


	

	7. Any other business
Next meeting 5th August 2014, 5.00pm, Perton Library.
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