Corbridge Medical Group

Patient Representation Group

Wednesday 8th November 2017, Corbridge Health Centre, 7pm
Minutes
In Attendance:

MM, FM , JH, SL, PB, MB, Julie Johnston (Practice Manager), Nicola Lamb (Reception Manager)
JH was introduced to the group as a new member who can provide an important insight into the feedback and opinions of our younger patients.
Apologies for absence: 

AH, BC
Matters arising from previous meeting

Dr Rob Barker has now joined the GP Partnership and is working part-time on Mondays/Tuesdays and Friday mornings. He has another role doing academic research at Newcastle University on other days.
The telephone system upgrade had been completed and the music on hold message had been configured in such a way as to give important information to patients on hold whilst reassuring them that they were still in a queue which was well received.

Extended Access Hub

A huge amount of work had been done since the last meeting to establish an extended access GP service here at Corbridge on behalf of 13 practices. Patients registered with these practices can now book appointments with GPs and Healthcare Assistants from  6-8pm Monday to Friday and 9-5pm on Saturdays. Feedback from patients has so far been very positive although full advertising of the service has been held back until some initial teething troubles have been ironed out. It is hoped that a Practice Nurse can also be recruited to provide additional services for patients from the hub. Appointments can only be booked through a patient’s own GP practice and this is not an urgent care service or walk-in centre. Appointments are all at 15minutes duration and it is hoped that NHS 111 would also soon be able to book patients in following telephone assessment.
Care Navigators

Julie described some work which has been done with receptionists in all local practices to provide ‘care navigation’ which is a system devised to ensure that patients see the right person at the right time or are sign-posted to the right service in order to manage GP workload. Patients can assist in this in 2 ways:-
1. We encourage patients to give information to receptionists in order to help them to access the right person or service (which may not be a GP). We will not directly ask for information about why a patient wants to see a GP but we would encourage patients to share information in order to help them access the right service.

2. We are creating a directory of services which will help practice staff to provide information to patients about activities/groups/ support which might be available in local villages/parish halls etc. Any information which would help us to compile this directory would be valued – local magazines and newsletters are useful so copies of these would be helpful.

Patient Survey 2017

Julie presented the results of this year’s patient survey which had been previously circulated to the group. Key points from the discussion are summarised below:-
Generally the survey results were extremely positive. Comparisons with the 2015 survey (listed in appendix 1) had shown improvements in some key areas such as patients being seen on the same day for urgent matters, the ability to book an appointment with any GP within one or two days and waiting times in surgery.

A considerable amount of work had been done after the previous survey to improve Drs’ ability to keep to timed appointments and this seems to have had a positive impact.

However, one area which requires improvement or where performance has worsened relates to patients ability to book with a Dr of their choice. A number of suggestions were made as to how we could tackle this – 
1. Considering the trainees as deputies working alongside certain doctors where care can be shared might help to encourage patients to consult with another member of the team whom they have been introduced to rather than waiting for a specific GP.
2. Encouraging patients to take more minor issues to another GP and keep their long term conditions for discussion with their preferred GP. An analysis of whether the patients who have the most problems with this are ones with long term conditions would be helpful.
3. Providing photographs of the GPs and trainees on the TV screen may make it easier for patients to consider seeing someone else – knowing who they are would make it easier to opt for another member of the team rather than waiting for a specific GP.

4. Highlighting to all patients that their medical records are fully computerised and that any clinician can access the history without them having to go through all the details with a GP they haven’t seen before.

Text messaging, which has just recently been introduced by the practice, is very popular with patients and we will develop this further in future. Our means of communication with patients can be reviewed in light of the survey feedback.
The responses to questions about face to face appointments indicate that patients do not feel rushed and are involved in decisions about their care. Less than 10% thought that a telephone appointment would have been more appropriate suggesting that these appointments are being used appropriately.
The responses about telephone consultations were split almost 50/50 between those which were urgent triage calls and those which were routine booked appointments. For the majority of patients there was sufficient time to discuss the problem, they felt involved in the decisions made and only 5% considered that they would have preferred a face to face consultation. For most patients the telephone call came at the time they expected and almost all were clear about what would happen next in terms of ongoing management of their condition.

Very few responses were received from patients who had been visited at home but of those who did respond, 24% felt they waited too long for the GP to arrive but all patients felt there was sufficient time for the visit and did not feel rushed. All patients were involved in the decisions about their care and were clear about what would happen next. None of the patients felt that a telephone call would have been more appropriate.

The free-text answers to questions 24, 31, 37 and 43 had been circulated in advance and it was noted that the comments were overwhelmingly positive with words such as ‘caring’,  ‘helpful’, ‘kind’ being used repeatedly. Julie agreed to share these with Reception staff.
The main negative comments related to issues already highlighted regarding ability to book an appointment with a preferred GP so these will be picked up in the action plan.

Julie agreed to formulate an action plan based on the discussion and to feedback the results to patients via the TV screen in the waiting room and by placing a copy of the report on the website.
Friends and Family Feedback
The Friends and Family question had been incorporated into the main patient survey so responses from 252 patients were received and circulated in a separate report to PRG members. Of these, only 18 patients had a less than positive rating and many of their comments related to the availability of routine appointments. This is monitored daily by reception staff and we will take steps to ensure that we improve this in line with the previous discussion.
AOB
An issue was raised about the hospital discharge process which recently had not worked well when medication which had been stopped in hospital needed to be reviewed by the GP following a blood test. Julie agreed to look into the specific example given and report back.

Date of next Meeting
Wednesday 17th January 2018 at 7pm
Appendix 1

Results of 2015 surveyed compared with 2017 survey

	Question
	Answers
	2015
	2017

	1. How helpful are receptionists? 
	Very helpful + fairly helpful
	97%
	99%

	2. How easy is it to get through by phone?
	Very easy + fairly easy
	92%
	93%

	3. How easy is it to speak to a Dr or nurse?
	Very easy or fairly easy
	67%
	79%

	4. If urgent can you be seen on the same day?
	No

	19%
	7%

	5. How do you book your appointments?
	By Telephone
Online

In person
	66%
32%

8%
	66%
33%

9%

	7. How quickly do you get seen if requesting a particular doctor?
	Same day or next day
2-4 days

5 or more days
	6%
20%

57%
	5%
13%

54%

	8. How do you rate this (above)?
	Excellent or Very Good
	33%
	24%

	9. How quickly do you get seen if requesting any doctor?
	Same day or next day

2-4 days

5 or more days
	44%

32%

12%
	48%

28%

7%

	10. How do you rate this (above)?
	Excellent or Very Good
	49%
	68%

	11. How long (after your appointment time) did you wait for your last consultation start?
	Less than 5 mins

5-10 mins

11-20mins

21-30mins

more than 30 mins
	17%

28%

30%

16%

8%
	31%

35%

21%

7%

4%

	13. Is the practice open at times which are convenient to you?
	Yes
	87%
	89%

	16 How often do you get to see or speak to the GP you prefer?
	Always or almost always
	40%
	27%

	19. How likely are you to recommend us to your friends and family?
	Extremely likely or likely
	90%
	93%



                            Improvement

                            Decline

