Patient Participation Group meeting

Date held - Tuesday, 25 September 2018
Surgery Staff Present 


Patient Participation Group Members 
Shelley Practice manager 


SP, RH, JB, MG-A, MB

Lynne Admin Manager

Laura – Nurse Practitioner 

Apologies



JR, ET, EM





AGENDA

Welcome to all members - Introductions and apologies 
Lovely to see new members and its nice to welcome fresh faces and new idea to the group 

JR has been unable to Chair the PPG today, SP has kindly agreed to be the PPG Chair  
Complaints and feedback
Belvedere Medical Centre has received 4 complaints since April 2018
Due to confidentiality issues complaints could not be discussed in detail 

1 was a communication misunderstanding, 

1 was regarding repeat prescribing process

And 2 were concerning perceived staff attitude

All complaints were dealt with and resolved to the satisfaction of the patient/guardian without going further. 
The complaints process is that at the time a complaint is made, they can either speak to Practice Manager immediately or via a complaint form at reception.  

An appointment can then be made for the patient to discuss the issue in further detail either in person or by telephone

The complaint is discussed with the clinician or reception staff members concerned to highlight the concerns and to ensure where this does not occur again.  Staff training for Customer services and conflict resolution has recently taken place. 

A follow up letter or phone call will be made with the complainant to ensure they are happy with the outcome 

Complaints can be taken further via CCG or NHS England 

For information complaint procedure is as above and further details in  attached form and leaflet 

Cairngall update and effect on Belvedere Medical Centre
Cairngall are no longer taking on new patients and are advising existing patients to register at a practice of their choice
Cairngall is due to close at the End of March 2019. 
Belvedere is caretaking at present and trying to support Cairngall staff and patients.  Belvedere Medical Centre expects to become a list size of in the region of 16,000 patients and do have plans to handle this volume of patients.  Belvedere Medical Centre have 13 consulting rooms and logistics are being looked at to provide better utilisation of rooms and staff and staggered clinic times to suit 
A huge recruitment drive is taking place 

A Paramedic already works here who can deal with minor illnesses and home visits 
A Physicians Associate who has completed half of the doctors’ degree, they are expert in examination and history taking but they will not able to prescribe

Graduate doctors and Trainees doctors 
Advanced Health Care Assistant  
Pharmacy advisors who can assist with prescribing issues which free up time for clinician appointments when repeat medication review is required 

 
Appointments are available her for Monday, some are not available on-line e.g. for Nurses as some appointments warrant extra time and some appointments have been booked with the wrong 
eConsult  - The eConsult system is designed for patients who feel they need to be seen on that day or if they feel their issue does not warrant an appointment in surgery and is a query or admin issue.  
A larger number of patients are using eConsult which saves appointments and a lot of issues can be dealt with without the patent being seen but there is also the facility where the clinician will be asked to have an appointment.  If a patient is unable to do and eConsult the reception staff will take a contact number and the patient will be called to assess
An eConsult can be done on behalf of another person e.g. can be done using your mothers name or child’s name. 

It might be a good idea to publish the number of eConsult seen and the amount of appointments saved; this may be published when we have more data to demonstrate 
Our DNA (Did Not Attend) rate has increased this is probably as a result of the walk-in being stopped as appointments are being made but not attending and not cancelling their appointment.  Text messages will be sent to patients who fail to attend their appointment with a warning that if they continue to make appointment and not attend they will be removed for the list of patient  
The GP Hub is available to book appointments at evening or weekends if this is suitable for patients who feel their problem can not wait for a pre-bookable appointment at the surgery.  The GP Hub is at Queen Mary’s Hospital and Erith Hospital  

Flu campaign
We have this week received some of our flu vaccinations but this year there are different vaccinations for patients who are aged 65 and over and for patients who have an existing condition that makes them more at risk of flu.  We are awaiting more supplies.  

We have sent text messages to those patients at risk of flu advising to contact surgery for flu clinic times, and will be sending text messages to patients over 65 year old when we receive further supplies. 
Flu jabs will be administered opportunistically if seeing a clinician for something else, if a patient walks in to the surgery they can be given the flu vaccination IF THERE IS A CLINICIAN AVAILABLE to administer the vaccination – it is better for a appointment to be made or to arrive during a flu clinic 
Any Other Business 

Phone lines – extra lines will be installed very soon and should resolve the problems with getting through to the surgery and should reduce the waiting time to be answered  
Website – does this still mention walk-in – unsure but if there is any confusion JB will provide a link for Belvedere Medical centre to investigate 
Lesnes Abbey Conservation Volunteers could possibly come to the next meeting to give talk on what they do 
Counselling Belvedere Medical Centre no longer hosts Counselling services in practice but patients can still be referred for Counselling or Cognitive Behaviour Therapy (CBT)  by making an appointment with clinician or can self refer via MIND in Bexley 
Date of next meeting
Tuesday 13 November at 12:30  

