Rooley Lane Medical Centre

Patient Participation Group (PPG)

Tuesday 30th October, 5.30-7pm, 2018
Agenda

Ground Rules – we will…

· Work together and get stuck in, to deliver results as a group

· Provide constructive feedback on a range of issues

· Aim to improve the experience and care for the whole practice population 

· Listen respectfully

· Maintain confidentiality

· Agree that all views are valid, even if we do not agree with them – difference of opinions will happen

· Treat all members equally as individuals

· Support each other

· Have fun

· Keep to a timetable – start and finish on time

Agenda

· Opportunity for PPG and PHC to meet without staff 5.30-6.00

· This section is for the PPG/PHCs to organise

· Welcome and introductions

· Summary of survey results 

· Friends and Family results and compare to last year

· New parts of the survey 

· Facility to leave a message

· Using online systems + demo
· Audit of online appointments (if computers fixed in time)
· Plan for missing prescription mapping
· Update on nursing roles
· AOB 
· Date of next meeting 
Rooley Lane Medical Centre
Patient Participation Group (PPG)
Meeting on Tuesday 30th October , 5.30-7pm, 2018

Minutes
Staff present: Dr D (GP), DW (IT and Data Manager), JN (Receptionist), 
PPG members: AS, SD, NS, RS, SR, BH, TH
Apologies: NS, DR

Agenda

· Opportunity for PPG and PHC to meet without staff 5.30-6.00

· This section is for the PPG/PHCs to organise

· Welcome and introductions

· Summary of survey results 

· Friends and Family results and compare to last year

Two of the PPG members came in and did some statistical work on the friends and family test over the September and October flu clinics. The results are below:

	
	Extremely Likely
	Likely
	Neither nor
	Unlikely
	Extremely Unlikely
	Don’t know
	Total

	Q1 - Would you recommend the practice?
	39
	15
	0
	0
	0
	0
	54

	Percent
	100%
	0%
	

	
	<18
	18-30
	31-50
	51-64
	65+
	Total

	Q2 - Age band
	0
	2
	6
	14
	32
	54

	
	Male
	Female
	Total

	Q3 - Gender
	20
	34
	54

	
	Easy to Very Easy
	Very Diff to Fairly Diff
	Total

	Q4 - How easy is it to get through to speak to someone at your surgery?
	43
	27
	54

	Percent
	80%
	20%
	 

	
	Easy to Very Easy
	Very Diff to Fairly Diff
	Total

	Q5 - Overall how would you describe your experience of making an appointment?
	46
	8
	54

	Percent
	85%
	15%
	 


The results above are very pleasing for the practice and it’s good to see very high positive percentages in the easy to very easy range. For question 4 and 5 above we have increased our figures in the easy to very easy range against the NHS national figures.
· New parts of the survey 
· Facility to leave a message

Also as part of the friends and family test we included questions on the virtual receptionist as detailed in our access plan. We wanted to see if there was a need for this service and to find out what the reasons the patients would use this for.  The results showed below that 28 patients said they would use this service and 26 patients said they wouldn’t. We also added some open ended questions to see the reasons for/against using this service. 
	
	Yes
	No
	Total

	Would you be interesting in emailing the reception team instead of phoning?
	28
	26
	54


	
	Appointments/scripts
	If told too
	Didn’t Answer
	Total

	If yes, what would you use it for?
	16
	8
	4
	54

	
	No internet
	Didn’t answer
	
	Total

	If no, what was the reason ?
	8
	18
	
	54


The patients were told that it would not be for making appointments or requesting medication, but still 57% of the respondents above wanted it for this. Even though this is a small representative sample of our population, it would seem that the majority vote would be for clinical requests and not just 1 way feedback communication. 
· Using online systems + demo

DW did a short demo of the systmonline functionality to the group. DW explained how the whole system works and how to request medication, book/cancel appointments and to view your medical record. Some members of the group who haven’t seen this before were surprised how easy and straight forward the functionality was.
Also when discussing the appointments we briefly went through the new Bradford Extended Access Scheme as well as discussing what we could do for elderly patients who may struggle to get here with booking a same day appointment. The above is a potential solution for this, albeit not an appointment with their regular GP/Nurse. When we also looked at booking the next appointment there were a lot of appointments left to book for the following week to the surprise of SR!.
· Audit of online appointments
Following on from above, as per the access plan DW did a systmonline audit to see if we are at capacity for our online appointments and to see if we need to increase the numbers of slots available. We currently have 27% of patients signed up to the service. Firstly we looked at May – July 2018. The results are below:

	
	Available
	Booked by patients
	SystmOnline slots used by clinicians
	Not Booked
	Patient Utilisation Rate

	Total
	414
	376
	15
	23
	90.8%


This showed our patient utilisation rate (appointments booked by patients for appointments) as 90.8%. This at first was quite worrying as it shows that nearly all the appointments are being used up. DW then looked across the year from April 2017 – April 2018 to see what the utilisation rate was.

	
	Available
	Booked by patients
	SystmOnline slots used by clinicians
	Not Booked
	Patient Utilisation Rate

	Total
	1509
	1321
	78
	110
	87.5%


Looking at it as a whole the patient usage rate has dropped slightly, there were 110 appointments not booked at all and 78 used by clinicians. The group was happy that we do not need to increase the number of appointments at present, but re-audit and look at this again for next year’s plan. It was agreed that we need to cut down the clinicians using the systmonline slots. 

· Plan for missing prescription mapping
Unfortunately with all the recent IT issues we have been having we have been unable to do any analysis of the missing prescription audit. It was decided that the practice will analyse the data from the prescription audit as we have gathered a lot more data since the last meeting. 1 or 2 members agreed to attend a Wednesday practice meeting with the staff to identify what the problems are, and what we can do to minimise the risk of missing prescriptions. 
· Update on nursing roles
DW explained that the new nurse role was filled and she is called Bethany. She will officially start from the 1st December doing 2 days a week.
· AOB 
JD will send out the link to the next PPG patient meeting.
· Date of next meeting 
The date of the next meeting will be 22nd January 2018 – 5:30-7pm.
