GROVE HOUSE PRACTICE

Patient Group Meeting: 24th February 2011
Attendees:  
  Jacky Slator (Chair)                         Mandy Devine



   Ken Ramsden                                 Sharon Hearty                                  


             Sharon Williams (minutes)               John Lawrence
                                   Paul Wright                                      Tony Bamber             
                                   Tony Hayes                                     

1. Apologies 
Ann Banner               Margaret Carr                          Earle Ryan           
Neil Connolly            Ann Turner-Culverhouse         Christine Owen  

Edward Rawlinson                 
2. Matters arising from minutes/actions from the previous meeting.
Minutes of last meeting agreed as true record.
Check in Screen – Jacky informed the Group that during January 65% of patients self checked in for a GP and 62% self checked in for the nurses. The sign above the check in screen actually states ‘clinician’, so Jacky will look at changing the sign so it states ‘GPs and Nurses’. 
Action: Jacky to change wording of sign.

Percentage for online scripts – Jacky explained that approx 12% of our patients send in prescriptions via e-mail and it would appear that there are fewer using online scripts than have signed up to use the online appointments service. The Group felt that maybe this is because there have been more patients wanting appointments rather than ordering a prescription.

Ken Ramsden asked in which publications does the Practice advertise the online prescription service. Jacky explained that it is in all, though it may not be on the plasma any more. 
Action: Jacky to check if online prescriptions are advertised on the plasma.

Online Appointments – Jacky informed the Group that it did not originally state that admin can also see any comments that the patient may put in when booking an online appointment, but she has changed it so it now does.
Acoustic hoods / Soundproofing – Sharon Williams explained that she had been looking for a solution, but it is proving difficult as all acoustic hoods seem to be for telephones not for the front of a reception area. She explained that she had also looked into soundproofing, but again so far all she can find is soundproofing panels and these would not be suitable for our reception area. 

Action: Sharon will keep on looking for a solution before the next meeting and Jacky will ask the Practice Managers forum if anyone has any ideas.

Tony Bamber explained that since the last meeting when he had been visiting different places such as the bank or the hospital, he has noticed that nowhere had any form of acoustic protection. Ken Ramsden felt that the only solution was for other patients to wait a distance away, but with the way the building is laid out this is not that possible. Jacky explained that Dr Wilson had a plan to separate the two reception areas and have one big waiting room, but this would be very costly and could bring a lot of disruption if the plans ever went ahead.  

Facebook – Jacky has e-mailed Neil Connolly regarding the Practice having a Facebook page, but has not yet had a reply.

Wheelchair space – Jacky informed the Group that the chairs have now been re-arranged leaving space for a wheelchair though we are looking into a more permanent solution such as a painted line.

3.  Runcorn Consortium:
Jacky explained that this is now a huge topic and we should have this as a regular item on the Patient Group agenda. She explained that the PCT is being phased out and that ours is now so small it is merging with another PCT; by 2013 all PCTs will be disappearing. The GPs are gathering in consortia and taking over some of the role of the PCTs, they are trying to decide how big the Runcorn consortium should be. On Wednesday 23rd February the GPs met and felt that Runcorn is big enough to be one consortium on its own. Runcorn consortium board will initially consist of 6 GPs and 3 lay members and it must be in place by April 2011, there is still a lot to be established.
Jacky explained that the role of the Patient Group may change as the consortium may want to meet with the Group. All the changes will have a big impact on this Practice and if one of our GPs is in the consortium then it means we also lose a GP once a week. Tony Bamber asked if the Practice will receive extra funding while the GP was away from the surgery. Jacky explained that it is an area that we are as yet unsure of and even if we did receive funding it is proving very difficult to find good locums.
Jacky informed the Group that Halton Borough council will also be heavily involved. It is likely that there will however be a link with Widnes as Halton Borough council will have the funding for both Runcorn and Widnes and there could be an increase in budget if we do work on things with them. Though there will be two separate Boards for Runcorn and Widnes.

 Tony Bamber asked what will the Consortium be as the PCT has never been perfect. Jacky explained that the consortium will be a body that commissions services for the people of Runcorn. Tony felt that local health care may go and it will be a case of where ever is the cheapest. Jacky explained that this is where the Runcorn GPs will try to ensure that they keep these local services. She explained that the consortium will have some PCT staff allocated to them and hopefully the budget will come with them. Runcorn are actually one of the few areas in the country where we are performing well which is actually good at this stage.
Ken Ramsden asked will the Practice stay as it is as he has heard talk that there may be a call centre for patients to phone and this is where you would lose the personal touch. Jacky explained that as far as she is aware she has not heard anything regarding a call centre. Ken Ramsden asked if it could be possible that as a Group would they be able to help the consortium. Jacky explained that most Practices now have a Patient Group set up and as yet there has been no communication between these Groups, this may change now. 
4: Transforming Patient Access:

● Survey Results – Sharon Williams explained that before we started the new appointments system in July 2010 the Practice conducted a survey to see how patients felt about booking a GP appointment. Now that the new system has been in place for 6 months, during February the Practice did a re-survey to see if patients felt there had been an improvement with the appointment service. Sharon presented to the Group the results of the recent patient survey. 
249 patients were surveyed in July 2010 and 348 patients were surveyed in February.

Question 1 asked ‘How easy was it to book today’s appointment with the GP?’ Back in July 2010 63% of patients felt that it was easy or ok to book a GP appointment, after the February survey there was a significant improvement as 84% of patient now felt it was easy or ok to book an appointment and the majority (50%) of the 84% felt it was easy. 7% felt that it was not very easy compared to 18% back in July 2010, 4% felt it was quite difficult compared to 9% in July 2010 and 5% felt it was awful which was half of the 10% back in July 2010. 
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Question 2a: Do you know that you can book telephone appointments with the GP? 
85% said ‘Yes’ and 15% said ‘No’ compared to results back in July 2010 which where 73% said ‘Yes’ and 27% said ‘No’. 
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Question 2b: Do you know that we now offer GP appointments on most Saturday mornings?
76% answered ‘Yes’ and 24% answered ‘No’, this was actually a drop since the July 2010 survey when 83% answered ‘Yes’ and 17% answered ‘No’. 





Question 2c: Do you know that we now offer GP appointments on most Thursday evenings up to 7.30pm?

As with question 2b there was a drop in the February 2011 figures with 72% answering ‘Yes’ and 28% answering ‘No’ compared to 79.5% saying ‘Yes’ and 20.5% answering ‘No’ back in July 2010.





Question 2d: Do you know that we offer appointment booking via the internet? (new question for 2011 survey):

74% of patients were aware that we now offer online appointments and 26% did not.




Question 3: This was an optional question which asked: What is the ONE thing we could change that might help to improve our appointments service to you personally?

The main comments to come out of this were: 
● No Comment / Nothing needs changing – 60% of the patients surveyed made no comment or felt there was nothing we could change. Back in July 2010 this was only 26.9%.
● 17% commented on ‘Appointments’: More appointments available on day via the phones and internet, more pre-bookable appointments, waiting time for appointments, more clinics in the evening. Back in July 2010 40.6% of patients surveyed commented on appointments.
● 9% commented on ‘Phone lines / 8.30am bottleneck’ – Only 6 people were still unhappy about phoning at 8.30am, open phones earlier, more staff on phones, waiting time on hold. In July 2010 the figure was 22.9%.

● 12% of patients gave ‘Positive Comments’: Excellent service, happy with service, much improved, All staff friendly & very good, internet service good, all ok. This figure was only 3.2% in July 2010.
● 2% of patients surveyed had ‘Reception complaints’: Could be more understanding, more civility from reception, don’t ignore you when waiting, can be quite condescending. This figure had gone down since July 2010 when it was 3.2%.


Nine Patients felt that they should not have to give symptoms to a receptionist, 14 complained about GP choice and 33 commented on various issues such as Internet issues.
Overall nearly all figures have improved except questions surrounding extended access. It was felt that the Practice needs to look into making patients more aware of the Saturday mornings and late Thursday clinics.  Ken Ramsden felt that we need to make patients more aware that they can book ahead and do not have to phone at 8.30am and that we are listening to our patients.
● Advertising: Jacky asked the Group how they feel the Practice should inform the patients of these changes and improvements. Jacky explained that we will be putting up a display in the waiting room and looking at putting a section in ‘Inside Halton’. The Group felt that also it should also be promoted on the plasma and within a newsletter. The Group felt that maybe there could be someone within the press who could write something as the survey is of interest to the Practice’s patients. Jacky considered that there may be some Practice management magazines where we could advertise the results. The Group felt that over the past 6 months there have been improvements with the service. 
5: Patient suggestion / comments box:

There were no comments in the box.
5: AOB:

Jacky informed the Group that Dr Lisa Sprott and Dr Maria Flinn are now both on maternity leave. Jacky explained that this may mean that some patients who see these GPs regularly may be disappointed and this could cause a few issues in the near future with regards to patient satisfaction.
8: Date of next meeting:
Thursday 31st March 2011 at 5.30pm
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