THE FERRYHILL AND CHILTON MEDICAL PRACTICE

Patient Participation Group (PRG) Minutes 
Tuesday 10th April 2018 
Present:
Anne Turnbull, Margaret Chappell, Christine Hall, John Harbron, Jennifer Wood (Practice Manager - Chair), Fiona Almond (Deputy Practice Manager - Minutes)

Apologies:
Linda Gibson, Anne Davies, Margaret Blythe, George Jones, Anne Jordan, Marion Mitchell, Anne Carbin
1. WELCOME AND INTRODCUTIONS

Jennifer Wood welcomed all to the meeting including the new member Mr John Harbon.  Jennifer Wood announced that we were very sorry to hear about Mr Aubrey Blythe passing away in December 2017, he was a very valuable member of this the group and Jennifer explained that Margaret Blythe (Aubrey’s widow) was not wishing to attend the meetings at present however would be welcome to re-join the group at any time.
2. ROLE OF THE GROUP 

Patient Participation Group members must be registered at the Ferryhill & Chilton Medical Practice. 
The role is to provide constructive patient feedback, acting as a critical friend without taking up personal issues or complaints at the meeting. 

3. MINUTES OF THE PREVIOUS MEETING

The minutes of the 3rd October 2017 were agreed as a true and accurate record.

4. MATTERS ARISIING

4.1 Chilton Surgery
Some members of the group raised concerns at the previous meeting in October 2017 regarding the open plan aspect of Chilton Surgery and when asked by the receptionist for a brief description of the problem patients can feel embarrassed, Jennifer Wood advised that the GP’s ask the receptionists to ask patients for a brief description of the problem however patients can say “private” or “personal”.  Jennifer Wood advised that Receptionist have been asked that if a patient does not want to say out loud what the problem is they might feel more comfortable writing it down.

The group suggested that a physical barrier could be purchased or a line painted on the floor in Reception asking people to queue behind it.  Jennifer Wood agreed to raise this with Dr Orlandi as lead GP for the Chilton building.
ACTION
Jennifer Wood

Some members of the group raised concerns at the previous meeting in October 2017 that staff climb over the desk at Chilton Surgery into the waiting room, Jennifer Wood advised that staff have been asked not to do this.

5. FRIENDS AND FAMILY TEST RESULTS

Comments 2017/2018.
86 comments in total for period Aril 2017 to end February 2018 18 less positive (highlighted in yellow) therefore 82% positive.

How likely are you to recommend our GP practice to friends and family if they need similar care or treatment?
	
	Extremely Likely
	Likely
	Neither Likely Nor Unlikely
	Unlikely
	Extremely Unlikely 
	Don’t Know
	Hand Written
	Online

	Apr-17
	9
	0
	3
	1
	0
	0
	10
	

	May-17
	0
	0
	0
	0
	0
	0
	0
	

	Jun-17
	13
	3
	1
	0
	2
	0
	15
	

	Jul-17
	0
	0
	0
	0
	0
	0
	0
	

	Aug-17
	3
	1
	0
	0
	0
	0
	2
	

	Sep-17
	9
	13
	0
	0
	3
	0
	17
	

	Oct-17
	3
	0
	0
	0
	0
	0
	2
	

	Nov-17
	11
	10
	0
	0
	0
	0
	11
	

	Dec-17
	1
	0
	0
	0
	0
	0
	1
	

	Jan-18
	20
	7
	4
	2
	0
	1
	3
	31

	Feb-18
	
	
	
	
	
	
	
	

	Mar-18
	 
	 
	 
	 
	 
	 
	 
	


82% extremely or likely to recommend.

November 2017 – Child Health Clinics.

January 2018 – Friends and Family Test added to Online Services.

Thinking about your response to this question, what is the main reason why you feel this way?

	All the staff at the surgery from doctors, nurses, HCAs and receptionists have always been helpful and accommodating to my requirements. I myself work within the healthcare industry and understand the constraints they are all put under, but they continue to provide a first class service with courtesy and a smile. Keep up the good work!



	Great service in difficult times for NHS. GP always rings back promptly. Streamlined repeat prescription ordering service is efficient and effective. Only downside is that on a number of occasions I have had to wait up to 20 - 45minutes passed my appointment time with a nurse and this can be particularly inconvenient if I have another appointment to keep elsewhere. Whilst I appreciate that listing is a difficult issue to manage I do feel that perhaps it should be revisited on a regular basis to see if there is a more efficient system.

	Excellent reception staff.



	Dr X and staff are friendly and helpful.



	Always get good treatment. Can usually see doctor on same day if its an emergency.



	I have found the surgery friendly and efficient.



	I love the online facilities and have always been impressed by the care and attention I receive, particular from Dr X.



	Very happy with the service given.



	Lovely service quick and friendly.


	Always had a good service from the surgery, I use the online system for all appointments etc. and to date have never had any issues.


	I have had really good service from Dr X.


	Friendly reception staff and professional GPs.


	Easy access to medication and appointments.


	Confident In the relationship we develop with the staff.


	Always greeted with a smile from reception, Dr X is also very understanding and listens to what I have to say, very caring. 

	The Chilton practice is clean and I like the doctor I see. I like that I can book appointments online in advance (although more appointments available online would be good) because I can see the appointments available for the doctor I want and at the Chilton practice which I prefer. I like the parking is always available at the Chilton practice. 



	The service you provide from booking an appointment to seeing a GP or nurse has been excellent, all staff at the Ferryhill & Chilton surgeries are friendly, and professional. It is one the best GP practice's we have been registered with, I speak for my wife also, keep up the good work. Kind Regards Mr & Mrs X.



	You usually just have to use your local doctor. I wouldn’t recommend any particular doctor at this practice as I have seen a few different doctors with very different opinions on the same thing. 



	Friendly approachable staff. Confident in the healthcare professionals.


	Friendly staff with time to explain things.


	GPs are lovely, easy to talk to and approachable. The staff always try and help you get an appropriate appointment. Its clean and tidy too. The Nurses are kind and do a grand job.



	Every time I have been to the practice everyone has been nice and helpful.



	The ladies are lovely and good at their job.



	No problems with the service.



	We feel very welcome when visiting the health clinic. 



	Friendly help.



	Friendly environment, caring staff, informative.



	If someone I knew was poorly and over the counter medications went successful then the GP practice would be the place to go.



	Good friendly staff at the clinic. 



	All staff are lovely, caring, patient and helpful.




	Always feel comfortable around all health professionals.


	Doctors are professional and friendly.



	Good surgery.



	Because the treatment was fast and pleasant.



	Always try to help and very fair.



	Very kind staff.



	She was lovely, very helpful.



	Service always available when required. V Good.



	Happy.


	Friendly doctor, quick - got in early. Dr X. Got appointment when needed friendly reception staff. 



	The receptionists are always friendly and helpful. 



	Can I suggest a wheelchair to help people get to the end of long corridor. You can but on second hand!



	The staff are always friendly and helpful. My px are always ready promptly without any problems. Nothing is too much trouble for the Doctors. 

	Very nice people. (Patient signed their name).


	Friendly staff, helpful doctors. 



	Very helpful staff.



	Always seem to get things done. Dr X in particular. 



	Reception staff are efficient and helpful. Was seen by doctor within a short length of time, even without an appointment. 




	Good service. Well looked after.



	Rang "on the off chance" of an appointment and was seen within an hour with the duty doctor, which I think it’s a good idea to have this system in practice. 



	The Doctors is good.



	Friends Doctor, very understanding. 



	Very helpful reception. 



	Never had an issue.



	Need all the help I can get so if others need I come to doctors.



	Good practice, pleasant staff.



	Friendly accommodations.



	Everything is done in a timely fashion and all are very pleasant.



	Friendly and helpful staff.



	Waiting time to see a Doctor.



	Reception was very busy on the morning I visited. Service is good. 



	Because most of the time if you see a suitable doctor who doesn’t judge you normally get right help. 



	Quick and friendly throughout.



	Good care. 



	Friendly, informative.




	Helpful, pleasant.



	Dr X has gone far and beyond to help with my conditions. 



	I have said 'likely' as I have always been able to get an emergency appointment for myself, especially after my emergency caesarean. My little boy (1) has always been seen same day. However, some of the GPs are very old fashioned and knowledge is very patchy when it comes to CMPA and allergies. 



	Waiting times to see your GP are far too long unless your ailment warrants an emergency appointment or can be dealt with by the Nurse Practitioner.


	Takes forever for someone answers the telephone and sometimes the receptionist etc. can be quite abrupt especially the older ones.



	Do not approve of the telephone consultations the practice now applies never seen to have appointments and when you visit the surgery there are hardly any patients.


	Appointments are difficult to get when urgent. There is no logic in trying to make an appointment when you are unwell to be told that there are no appointments for 2 weeks.



	Obtaining an appointment is hard.


	Fewer appointments available than in past.

	I had trouble with blood tests last year. Due to errors by the nurses I had to repeat the test 3 times. Hence I haven't rated this as "Extremely likely". Otherwise I am very happy with the surgery. 



	Having appointments booked for you with no knowledge other than a text the day before telling you that you have to see a nurse for your diabetic care. TBH I've cancelled as any service that’s looked over by Dr X is bound to be a disaster.



	Waiting to see Doctor. 

	Because the service in my opinion is sliding and getting worse mainly receptionists! Never answer the phone!

	Waiting times to get an appointment.

	Waiting times and waiting for telephones to be answered.

	Late appointments. Some staff aren't very friendly. Other than that everything else is good. 

	Trying to make an appointment is not always easy and having to explain your symptoms to a receptionist can be highly embarrassing as well as not necessary. 



	Not happy as the last couple of times I've seen my GP my complaint Is being a certain age and women's things when I know its more but just plod on. 



	Been several times for some condition to be told it hasn’t been recorded on my records.

	Whenever I come with an issue I feel as though I'm rushed, I've gotten no further with my problems!


6. PRACTICE ISSUES

6.1 Care Navigation

Jennifer Wood explained that Care Navigation is a person-centred approach which uses signposting and information to help primary care patients and their carers move through the health and social care system.
Why Use Care Navigation?

· We want patients to see the right person, to provide the right care in the right place, at the right time as efficiently as possible.

· To improve access to General Practice.

· Release GP time to care for patients with long term conditions or complex needs.

· To improve the job satisfaction for frontline staff in general practice.

· As part of the national plans from the General Practice Forward View published in 2016.

How Does It Work?

· If you contact your practice you will speak to a navigator.
· They will ask you for a brief outline of the reason for you contacting the practice if you permit.

· Following training, the navigator will be able to offer you choice regarding appropriate services you can access, but it’s still your choice.

· The choice may be in relation to the appropriate member of staff within the practice.

· The choice may also be with an alternative service who can meet your needs such as community pharmacy, stopping smoking or sexual health.

· Where appropriate the navigator may be able to book an appointment for you directly.

· This is not clinical advice or triage.

· You do not have accept the choice provided by the navigator.

· You can still request to see your GP if you wish.

Ferryhill and Chilton Medial Practice along with all other Practice in the area are hoping to go live with this new service in September 2018.
6.2 Extended Hours

Jennifer Wood advised the group that Ferryhill and Chilton Medical Practice would like to continue to offer an Extended Hours service on a Monday evening for the next 12 months with all GP’s taking part on a rotational basis and two Practice Nurses, the group agreed to support this.
7. PATIENT GROUP ISSUES

7.1 Complaint
Mrs Margaret Chappell raised a complaint she has spoken to a patient about however would not provide any further information to allow the Practice to identify the patient and therefore the Practice are unable to investigate the complaint further.  Jennifer Wood asked the group to signpost any complainants onto Jennifer herself so she could look into them further.

7.2 Children’s Playground – Chilton

Margaret Chappell raised concern that the Town Council have intentions to build a children’s playground at the end of the car park at Chilton Surgery, it was agreed this was a Town Council issue.
8. ISSUES FROM DDES PATIENT PARTICIAPTION GROUP

It was noted that they now meet at Wheatley Hill and had recently had a talk from the Minor Eye Conditions Assessment and Treatment Service which was very good and Fiona Almond advised this is very likely to become part of Care Navigation.
The Help to Health Scheme was discussed which is a Volunteer Driver Scheme contactable on 0300 330 9424 who charge £0.45 per mile, it was agreed to add this information to the Practice Website.

ACTION
Stephen Jackson
9. ANY OTHER BUSINESS/ITEMS FOR NEXT MEETING

Date of Next Meeting

Tuesday 2nd October 2018, 6.00pm – Ferryhill
