
PATIENT PARTICIPATION GROUP – MINUTES 15 FEBRUARY 2018
Present: Jack Earnshaw (JE) - Chair, Sue Taylor (ST), Maggie Samuel (MS), Rosemary Rives-Roberts (RRR), Bill Graham (BG), Dr Will Sherlock (WS), Linsie Guard (LG) and Karen Acott (KAC).
Patient Participation Group Meetings to start at 5.45pm.
	1.
	Apologies

Lucy Harris (LH), Sue Ware (SW) and Anne Balcomb (AB) and Brian White (BW).

	

	2.
	Approve Minutes of the last Patient Participation Group Meeting
 
Not changed, uploaded to website. 

	

	3.
	Matters Arising
1) Link to Clinical Commissioning Group (CCG) Bulletin to website (LG/LH)
LG completed.
2) Dementia Group – how to join the group (LH)

Discussions about how people would find out about this group. 
WS asked LG to contact Alzheimer’s Society to see if this could be added to their website?
3) Village Activity Sheets – data protection permissions (ST)
ST was making contact with the contacts, not proving very easy.
WS asked LG to add the activities back to the website without contact names/telephone numbers (Just Group and where it is held, web addresses are fine) agreed by WS and Patient Participation Group (maybe put for more details, contact the venue).
4) Forget-me-not Friends meeting with GPs/LH (LH/AB)
Booked for Wednesday 23rd May 2018 2-3pm.

	LG 
LG

	4.
	Improving two-way communications with our villages – Facebook:
This was declined at the Practice Business Meeting. WS noted that comments currently made on some Facebook pages are not very positive. Monitoring of the page could be time consuming. There are village pages that we could post to on Facebook rather than having a Wallingbrook Facebook page. 

What are other practices using Facebook for? Have they found it useful? LH knows of other practices – could we feedback?
It was felt Facebook was more chatty and human than a formal website. 

Still in discussion.

	

	5.
	Telephone System:

LG explained the changes. 
The Patient Participation Group asked if the changes had helped, Wallingbrook Health Group feel this has helped. Call demand on the ‘Referral Enquires’ line have decreased and calls going to the correct destination. 

	

	6.
	Wallingbrook Health Group Update from WS:
1) Rapid Access Clinics on a Monday
WS explained that this has changed on a Monday following patient feedback. The clinic now has specific timed appointment slots (with a possible 30 minute wait) instead of sit and wait. Wallingbrook Health Group had found that patients were waiting until Tuesday for appointments as they did not like waiting in the sit and wait clinic and Tuesday became overloaded. 
WS also explained that patients are waiting until the end of the morning to contact us for same day appointments to try and bypass the system. The service we provide is adversely affected. 
WS also explained due to the rural locality of the practice, patients choose not to travel for health care over the weekends.

MS asked if more staff were needed on a Monday but WS explained that routine appointment services are still needed (with a Usual GP) and if you pull that Doctor to see same day urgent problems then the routine patients will experience a delayed wait.

KAC explained that we have a Rapid Access Clinic every day to facilitate for urgent on the day problems and Same Day Team on Mondays to facilitate for urgent same day and over the weekend problems.
2) Staff Vacancies: 
Business Services Coordinator to cover Maternity Leave.
Patient Services Advisor.
3) Annual Plan following Partners Away Day – see 8.
4) Online Services – see 7-3.


	

	7.
	2018 Timetable:
1) Website Update (JE). Emailed. WS has seen. LH to action.
2) Dates for Spring Newsletter. Inputs by 25 February for publishing 12 March (see 11.2).
3) Review Statistics (Non-Attendances, uncollected prescriptions, routine GP appointment waiting time and waiting in the waiting room times):

Non-Attendance rates:

November = 125.

December = 92.

January = 89.
Uncollected Prescriptions:

Not currently available. 
Routine GP Appointment Waiting Times:

Not currently available.
Waiting in the Waiting Room Times:

Not currently available. 
Website visitor count:
For December it was 9169. 
Online services count: 

Total number of patients online = 906.

Total number of patients registered in Jan = 47.

Total number of patients registered from end of Jan to date = 10.
The Patient Participation Group were asked if they had any ideas on how we could increase the uptake of Online Services. JE expressed concern again that SystmOnline is not user friendly and, although patients may register, they won’t use the system. This is not something the Practice can update or amend, Data and IT Administrators have reported back to SystmOne about SystmOnline.  
4) Arrangements for Annual General Meeting (14 May) – see no. 9.

	LH

	8.
	Partners’ Plan for 2018: 
Dr WS explained that the partnership hold an annual away day every year. They use this day to review the business over the last 12 months, project opportunities for the coming year, manage changes e.g. forthcoming partnership changes, contractual changes and wider NHS changes. At the away day the partnership then agree priorities for the forthcoming year and will support staff through any new initiatives.
The priorities agreed for 2018 are as follows:
1. Partnership  Changes - to ensure a smooth transition through partnership changes 
Dr Tim Burke planned to retire in April 2018 and our new partner Dr Matt Owen is due to start in August 2018.  Dr Burke has agreed he will continue as partner, having the month of May off and then will provide cover for his patients through June, July and August to ensure cover is provided.  Dr Burke will continue to provide cover from September to December working a reduced number of sessions. 
Karen Acott is remaining with the partnership until 2021.

The Patient Participation Group asked when the patients will be informed of GP changes; KAC said this should be done in June/July 2018. 
2. Improve Clinical Focus:
The practice will focus on improving their diabetic care in line with our Care Quality Commission (CQC) recommendations.  New software has been launched to risk stratify patients and provide additional alerts for patient care.
The practice will also be focusing on hypertension monitoring.

3. Enhance Community Engagement:
Wallingbrook will continue to working closely with the Patient Participation Group to ensure they are actively involved in the planning and development of new and existing services ensuring there is opportunity to voice opinions on topics such as service provision and local concerns. 

Wallingbrook will also be looking to work more closely with the Chulmleigh Recreational Association (CRA), a registered local charity to enhance local wellbeing.
4. Sustainable Workforce for the Future:
Wallingbrook will continue to host medical students and hope to introduce nursing students to the practice. Wallingbrook are on the Plymouth University nursing student portal as available providers and are awaiting students to pick the practice, the next round of student placements will start in May 2018.
5. Patient Survey:
The clinicians will undertake a CFEP patient Survey in April 2018. 
6. Patient List Changes:
Dr Jarvie’s list size will be increased due to the 2 additional sessions on Tuesdays which Dr Jarvie started back in November.

7. Encourage Patient Online Access:
Wallingbrook will continue to encourage online access to meet contractual obligations.
8. Federated Working:
Wallingbrook will continue to work as part of the Mid Devon Healthcare federation to ensure the practice can deliver sustainable enhanced access from March 2019 and continue to work jointly with the federation on shared protocols, research, training of students, advanced signposting for Reception staff etc. 

9. Administrative Changes:
The practice must be General Data Protection Regulation (GDPR) compliant by 25 May 2018.
The practice must be compliant with the National Data Opt out programme by 25 May 2018 – more details to follow shortly

The Care Quality Commission (CQC), the health and social care regulators will be launching a new portal process in April 2018, the practice will be required to upload evidence regularly thus demonstrating practice compliance.

A new Information Governance Toolkit will be launched in April 2018 which requires the practice to upload all of their IG policies and procedures thus demonstrating their information governance compliance

There is potential for joint commissioning from April 2018 for NEW Devon & South Devon &Torbay Clinical Commissioning Groups (CCGs) which will result in some changes of reporting processes

Open Exeter system will close and Primary Care Support England (PCSE) will launch their new system.

	

	9.
	Annual General Meeting to be on Monday 14 May 2018 – review minutes from November 2016 and actions: 
· Venue: WHG, waiting room.
· Speaker: ? Chulmleigh Recreational Association (CRA) representative – JE will ask ST.
· Posters: WHG

· Publicise on website: WHG
· Publicise in newsletter: WHG

 
	JE

	10.
	Chulmleigh/Winkleigh/Burrington/Lapford:
MS said that when a friend came in to attend an appointment on a Monday morning about 3 weeks ago, the check in screen wasn’t working and they were originally 15 minutes early but by the time the patient had got to the front of the queue they were late. The patient wondered why the receptionist didn’t call for help from another receptionist. LG fed back to LH. LH has reminded Patient Services Team to ask for help from colleagues if a queue forms.

	

	11.
	AOB – for information/to add to next agenda/urgent items:
1) Dispensary Leaflet is currently being worked on – once in draft form we will send to Patient Participation Group for input.
2) Newsletter: 

Items: 

· Patient Participation Group info & Annual General Meeting date/venue/details
· Staff Leavers/Joiners
· Flu Season 2017/18
· Patient Online Services
· Rapid Access Clinic 
· Non Attendance (DNAs/wasted appts)

· Staff Training/Closure Dates and Bank Holidays
· Forget-me-not Friends café – Winkleigh 
· Hypertension/BP? See point 2 of the Partners plan – WS explained about focusing on Hypertension monitoring; MS suggested this might be something to add to the newsletter?
Deadline for items: 25 February, for publication on 12 March.

3) MS brought up that the building is looking shabby and weather worn.  This has been raised and plans are in place
4) Adverts on TV Screen WS and JE don’t agree with some of the adverts. LG and LH still looking into this with the TV Screen Company. 
5) KAC brought up the NHS Choices website, KAC keeps an eye on ratings, not very good ratings at the moment, can the Patient Participation Group try to encourage patient’s to feed back via NHS Choices website. The Patient Participation Group expressed concerns that few people would use the site and that the last comment was several years ago so the comments expressed are unlikely to be indicative of the service provided by Wallingbrook. 
6) Non-Attendance Policy LG/LH to finalise and upload to website.


	LG

ALL – items to LG by 25/02/18 
KB is bringing draft to meeting.
LG/LH

	12.
	Date of next meeting: Monday 12 March 2018 at 5.45pm
	


Actions to be taken:

1) LG to contact Alzheimer’s Society to ask if they can put the group on their website. The Memory Group has temporarily stopped, LH to update following a meeting with the Alzheimer’s Society on Tuesday 13th March 2018.
2) LG to add the Activity Sheets back to the website without contact names/telephone numbers. LG waiting for response from Information Commissioners Office (ICO).
3) Website Update email from JE – LH/LG in process of actioning. 
4) Review Statistics – LH
5) Speaker for Annual General Meeting – possibly Chulmleigh Recreational Association (CRA) representative – JE will ask ST.
6) Patient queue at front desk – LH has reminded Patient Services Team to ask for help from colleagues if a queue forms. 
7) Dispensary Leaflet – LG to draft.

8) Newsletter items to LG by 25 February 18 – ALL

9) Adverts on TV Screen – LG and LH looking into this with the TV Screen Company.
10) Non-attendance Policy – finalised and LG has uploaded to website.
Patients are reminded that all questions and comments for the practice are welcome and details of Patient Participation Group members you are welcome to contact can be found at Chulmleigh and Winkleigh Surgeries. If you would like to discuss any matter with the practice directly please contact Lucy Harris the Practice Manager who will be pleased to make an appointment to discuss the matter in confidence.
Update from LH:


The group representative replied to say unfortunately due to personal circumstances she is unable to continue the running of the group, with immediate effect. The representative informed LH everyone who has been attending knows. The Alzheimer’s society has been overseeing in the group in the volunteer’s absence; unfortunately the Alzheimer’s society is unable to run the group every week, long-term so has discussed other possibilities with the group. The Wallingbrook Health Group Partners are keen for a professional to be in involved in the group to ensure it is structured and of benefit to those attend. The practice is in contact with Alzheimer’s society to see if the group has terms of reference and whether they have insurance & public liability or whether this is something the practice needs to investigate further. Suggestions include whether the group might look to setting themselves up as a charity to open other avenues for resources and insurance cover.





Stage One - Main 


Thank you for calling Wallingbrook Health Group.  If you are calling due to a life threatening condition, please hang up now and dial 999.  Please note all calls are recorded for training and monitoring purposes.      Please listen carefully to the following options:


For appointments and enquiries press 1             


For repeat prescriptions press 2


Stage Two - Appointments and enquiries 


For appointments Press 1


To discuss a referral or general enquiry Press 2 


To speak to Dispensary Press 3


To hear these options again Press 0


At stage 2 patients are using option 2 for all of their dispensary queries and the call demand in Reception has increased significantly, effecting workflow.


We have therefore changed the system to the following:


Stage Two - Appointments and enquiries – 


For appointments Press 1


To speak to Dispensary Press 2


For referral enquiries Press 3 


For all other enquiries Press 4


To hear these options again Press 0
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