GROVE HOUSE PRACTICE

Patient Group Meeting: 15th December 2011
Attendees:           Tony Bamber (Chair)                        Ann Turner-Culverhouse                  


             Sharon Williams (minutes)               Jacky Slator                                     
                                   Sharon Hearty                                  Tony Hayes                    
                                   Margaret Carr                                   Paul Wright    

                                   Mandy Devine                                  Edward Rawlinson 

                                   Tony Hayes                                 
1. Apologies 
Earle Ryan                             Tony Hayes                           Christine Owen             
Deborah Kelly                       John Lawrence                       Ken Ramsden                                                                                 
2. Matters arising from minutes/actions from the previous meeting.
Minutes of last meeting agreed as true record.
Letter / Partnership – Tony Bamber has now spoken with Dr Wilson, both agree that the possible collaboration of Grove House and Tower House is a good idea. It was felt that it may be better if the Patient Group contacted Tower House’s Patient Group to arrange an informal meeting to discuss how things with the NHS are progressing and discuss a way forward for the two Practices, and to see if there is any common ground. Anne Turner-Culverhouse explained that we need to look at what services the two Practices share already within the Health Centre as this is already common ground

The Group agreed that a letter could be drafted stating the Groups views about how they feel towards all the changes happening and how collaboration may be beneficial to both Practices especially as we already have a relationship. Jacky will draft this letter and will send it to Tony Bamber after Christmas.
Action: Jacky to draft letter.

3.  Choose Well Champions:
Jacky passed information to the Group regarding the Choose Well Champions; this is a communication campaign that all Practices have been asked to speak with their Patient Groups about. Jacky explained that it is about trying to get patients to access services in the right way. They are asking that Patient Groups become champions to go to the public and inform them how to take care of themselves, making sure people know where to go with different symptoms. 

Tony Bamber had concerns over financial situations as statistically we are in a deprived area and this could be a problem if we tell someone to go to the pharmacy to purchase some medications that they cannot afford. Mandy Devine explained that we do have ‘Care at the Chemist’, this means that anyone who does not pay for prescriptions can use the service and the Practice supplies a book to them with all the necessary information in.

The Group felt that this needs to be advertised more as they were unaware of this service. Mandy explained that we have previously advertised it and so do the pharmacies and we do have some leaflets available. Jacky explained that we have also issued our own ‘Minor Ailments’ booklet and this also mentions ‘Care at the Chemist’.
If the campaign is something the Group would be interested in and would like to discuss it further we could do so at a future meeting. The Group felt that it would be good to dedicate a meeting to this, but it would have to be quite soon as the campaign starts in December 2011 and runs for 5 months. It was agreed that the February meeting would be dedicated to discuss the campaign. Before this Jacky will look at getting some further information and the Practice will send some information with the minutes to the Group.

Action: Jacky to get some further information and Sharon to send some with the minutes.
4.  Patient Survey – Final results:

Sharon Williams presented the final results for the Patient Survey on DNAs (missed appointments). Sharon explained that updated figures now show that so far this year there has been 1422 missed appointments.
We have surveyed 437 patients within the waiting room and 19 patients via online monkey surveys. Out of this 85.1% patient felt that we did need to cut down the number of wasted GP appointments, 3.7% felt that we should not do anything and 11.2% did not answer. 

We had also asked if they had ever missed a booked GP appointment, 74.6% said that they had not, 22.8% said that they had missed a booked GP appointment and 2.6% did not answer. We asked the patients who had missed an appointment to tell us the main reason why. The below pie chart shows the results:
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Question 3 was: Grove House Practice and our Patient Group have come up with the following suggestions as ways to help minimise wasted GP appointments. 

Please can you rank them in order of preference (where 1 is your favourite option and 6 is your least favourite option): from the below options:

(a) Issue SMS text reminders / e-mail reminders to prompt patients about booked appointments 

(b) Write to every patient who misses 2 or more GP appointments in any 6 month period to ask why 

(c) Do not allow every patient who misses a GP appointment to use Appointments online 

     (d) Do not allow every patient who misses a GP appointment to book any GP     appointment more than 48hours in advance 

(e) Warn every patient who misses 2 or more GP appointments in any 6 month period that if they miss 1 more in the next 6 months they will be asked to leave the Practice 

(f) Other – please feel free to outline your own idea here and rank accordingly

 

39.7% of the people surveyed ranked option (a) has the highest. Please see the pie chart below for the other rankings:
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The Practice will look at the following ways in order to try and reduce the number of wasted booked GP appointments:

· Advertise ways in which patients can both book and cancel appointments

· To introduce SMS/E-Mail facility hopefully by April 2012.
· Be positive and do not punish

Jacky explained that we are also looking at  a 24 hour booking service were patients will be able to phone up and book, check and cancel appointments. Margaret Carr asked if this will be a premium telephone number or a normal one. Jacky explained that it would be a normal rate telephone number not a premium one. These new services will be advertised in our winter 2011 newsletter highlighting what will be coming soon Jacky explained that we will be promoting the survey results during January 2012.
Ken Ramsden had asked at the previous meeting if we could compare 2011 DNA rate figures to 2010. Sharon Williams will send a copy of these with the minutes so we can discuss at the next meeting.
Action: Sharon Williams to send copies of the statistics with the minutes.
5: List size – exit survey?:

Jacky explained that our patient list size is slowly dropping and it is currently just under 10,700. The Practice did lose some patients several years back when we lost certain GPs, but when we got our regular GPs the list size went up again. Jacky explained that currently the loss could be because we have had a few GPs on maternity leave meaning that we have had to get locum GPs in again. 
Anne Turner-Culverhouse asked if we know why patients are leaving the Practice. Jacky explained that we do know why when people are leaving the area, but we do have some that just change their GP. For these patients we would like have an exit survey, but patients who have left may be not be as honest to us, so it may be better is we put something together that comes from the Patient Group.

Margaret Carr felt that it may annoy patients if the Practice has revealed their personal information. Jacky explained that we could write to the patient including a questionnaire that is to be returned back to the Patient Group. Tony Bamber felt that as a Practice and their Patient Group we need to know why patients are leaving and figures are falling, so if Jacky can put together a letter stating this and saying if they choose to complete the enclosed questionnaire and return it to the Patient Group it would help us to understand why they registered elsewhere. 

Action: Jacky will draft this for the next meeting.

5: Patient suggestion / comments box:

There were 4 comments in the box, one had details one the other three were anonymous.
1 – The first comment was with regards to the self check in screen, they felt uncomfortable putting in personal details while patients were sat facing the same way. The Group felt that the screen only shows DOB, whether you are male or female and your appointment it does not give a name or anything. From the comment the Group were unsure if the patient was actually in a wheelchair, if so the screen is then higher up for them and details are more on show. Jacky explained that patients do not have to use the screen they may go to reception.
2 – The second comment was with regards to the 48 hour wait for a prescription and why it is this long when other Practices do them for the next day. Jacky explained that we are actually looking at trying to reduce this time in the New Year.

3 and 4 – Both appear to be from the same patient as the hand writing is the same. Number 3 asks why only one ailment per appointment. Jacky explained that it is about balancing resources, but the GPs are human and if they notice other issues they will deal with them. Tony Bamber felt that we have a system here so that if a patient needs more time with a GP they would tell them to stay. 

Number four asks why a non emergency appointment for their own GP is in 11 days time. Jacky explained that perhaps that particular GP could have been on annual leave and that is why the next available appointment was in 11 days time. Tony Bamber explained that he feels if you are ill you do not mind which GP you see, you simply want someone to give you something to make you better.
Action: Sharon Williams will draft a reply letter to Number one and replies for the other three so that they can be placed within the blue folder.

6: AOB:

● Meeting dates for 2012 – The first meeting of 2012 will be on Thursday 19th January, Sharon will provide a leaflet with the rest of the years meetings date on. The Group can discuss this at the next meeting if some of the dates are not suitable.

Action: Sharon to produce meeting dates leaflet for 2012 and send to the Group.

8: Date of next meeting:
Thursday 19th January 2012 at 5.30pm
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