Rooley Lane Medical Centre

Patient Participation Group (PPG)

Meeting on Tuesday 9th May, 5.30-7pm, 2017
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 to meet experienced PPG members from another surgery

Two members from Windhill Green surgery PPG have agreed to come and talk about how their PPG runs. David, Jacqui and I will not be present for this part. 

This may be a good opportunity to think about possible terms of reference 
· Welcome and introductions 
· Tamara – alcohol worker

Tamara would like to talk about what she does in the practice and answer questions
· Access plan 

What should go into the new access plan – please come with ideas about how we can improve access
· Update since last meeting

· Uptake on using Ipad in waiting room using SystmOnline
· Secret shopper audit – results and discussion 
· Languages poster
· Reviewing FFTs every month
· AOB
· Date of next meeting    
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Staff present: Dr D, DW,HH
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· 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
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· Keep to a timetable – start and finish on time

Agenda

· Opportunity to meet experienced PPG members from another surgery
AC from Windhill Green PPG group gave a talk to our PPG group and discussed about how they have structured their PPG group and how successful it has been for their practice and what they have achieved.
· Alcohol worker

TP from the alcohol service unfortunately could not attend the PPG meeting.
· Access plan 

The PPG group in small groups did some group work based on what were current issues patients were having accessing the practice.
Enter stick note findings here
Things to look at:

· DW to create a SystmOnline User guide for ordering repeat medication, online appointment booking.

· Wheelchair users – do a walkthrough from car park ( path ( door ( corridor ( consultation room

· Sticky poster on the push button glass on the outside to tell them to press the button!.

· Refreshments in waiting room

· Advertising what we do in practice

· How we tackle access restrictions for older vulnerable patients.

· Friends and family test – especially with the 2% audit.

· Update since last meeting

· Uptake on using Ipad in waiting room using SystmOnline
Staff have been trained up on how to show people how to the ipad in the waiting room to change their passwords, order medication, book SystmOnline appointments.

· Secret shopper audit – results and discussion 

As discussed previously patients are still having problems with getting through on the phones between 8-8:30am.  We are unable to put in any extra phone lines or bodies in the AM to try and relieve congestion.
However, on a positive note nearly on all audits each person got an appointment either with a Doctor or Nurse and the receptions were very welcoming and had a very good attitude.
· Languages poster

DW printed a “Welcome” poster but collaged with different languages to “break the ice” with non-english speaking patients. DW will ask the GPs where this or a similar poster could be placed, e.g. on the door before coming into the surgery or actually on the reception glass window. SD also mentioned can this be translated in our top 10 languages and be put as a rolling message on our call board. DW will look into this.

· Reviewing FFTs every month
Responses are still very low each month. So we will need this actively targeted with the new questions added.
· AOB
NS mentioned about a lack of communication or update from the Practice Health Champions side of things to the PPG as not all PPG members are health champions

· 10 minute update from a PHC to the other PPG members on the agenda before we come in Jess?

· Date of next meeting   
13th June – (Normal tues PM) 
