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Patient Representative
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Patient Representative
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Apologies:
John Butree



Patient Representative

Karen Brown 



Patient Representative

Mark Thornton


Patient Representative

Angie Deakin



Patient Representative

AM presented the summarised results of the recent survey and thanked the group for taking the time to help with the distribution of questionnaires and for help with summarising the results.

The group looked at the results of the questionnaire and discussions took place around what patients found to be important and if or how problems could be addressed.
The following summarises the main points and actions agreed for the action plan. 
It was noted that whilst 86% of patients found the surgery accessible and marked good and above, car parking at Hemsworth was continuing to be a problem, particularly with the current building works still ongoing. This is also due to the fact that often the car park is used by people attending the dentist across the road.
AM reported to the group that approval had been given by the practice to employ a car park attendant/grounds man to hep alleviate the problems with the car park and ensure that only patients and visitors attending the surgery that day, park on the surgery premises.
Level of satisfaction with the opening hours was pleasing in that 86% marked good and above.

Only 57% marked good and above for ease of contacting the practice by telephone. This along with13 comments that were made regarding the length of time waiting on the phone trying to get through, highlighted that this was still an ongoing problem. This is also a common theme running through the practice complaints system.
It was felt that this could be addressed by making information available in a different format, for example, more use of the patient screens at each of the 3 surgery sites and notice boards in waiting areas.  It was noted in particular that some group members were unsure as to how to obtain test results. It was agreed that a poster would be designed and displayed at all 3 surgery sites. This may help a little towards patients not needing to ring in with general queries.
AM stated that plans were still underway to introduce further phone lines to take telephone calls from 8am. The practice will work with BT in order to ensure that this is implemented as soon as possible. Reception rotas will also be reorganised to ensure that all lines are fully manned from 8am.
Whilst we had only 1 comment that there should be a separate telephone line for cancellations, the group felt that this would be extremely useful and may help towards alleviating the problem with patients getting through on the telephone. It would also of course reduce the number of patients that do not attend, freeing up the appointment to be made available to other patients. The group agreed to include this point as an action, and AM agreed to take forward to the practice the suggestion, that we have a separate line for cancellations or a number where a message is left, which is checked regularly throughout the day.

AM suggested that we could include as a further action, a separate telephone line for choose and book calls. AM explained to the group how choose and book operates and the need for a telephone line in order for patients to make an appointment.
Hopefully the above actions will help reduce the time that patients are waiting to get through on the telephones since more lines will be available.
A discussion took place around the fact that 68% of patients had marked good and above for the opportunity to make comments, compliments or complaints about the service and quality of care.
It was felt that this was an important area and opportunity should be given to all patients to make a comment or a complaint. The existing boxes are old and not placed in the ideal location for patients to see. It was agreed that new comments boxes would be introduced into each of the waiting areas of the 3 surgery sites in a more prominent position and labelled with a note explaining that the box is for comments or compliments, but complaints should be made through the practice complaints procedure. 
There were no actions required regarding GP’s and Nurses as patients seem generally satisfied with their performance. 
The view of reception staff while seemingly positive, was contradicted by the comments noted and this seemed to depend on which staff and which site was being commented on. 
A total of 10 people commented on confidentiality being an issue, with the comments for the need of a private/quiet area for patients to speak or discuss sensitive issues with the reception staff. It was highlighted by the members that Hemsworth in particular is a problem. AM suggested that the practice display more prominent posters/notices on the reception desks that ask that privacy is respected of the person in front of you and asks that they step back until it is their turn.

Whilst a tape barrier currently exists at Hemsworth, this could be redesigned in an attempt to encourage patients to step back with a prominent notice politely explaining why. It was also suggested that the area in the waiting room at Hemsworth, by the staff door into the reception area, be a quiet/private area where patients can speak to a receptionist in private without the need for the reception staff to move too far away from their post. A poster informing patients of this quiet area could be displayed on the reception desk.

A further agreed action was to ensure that reception staff constantly remain vigilant in politely requesting that patients step back and wait their turn.

It was also felt that patients were not always aware of the self arrival screen and therefore were possibly queuing at reception unnecessarily. It was suggested that a further notice be displayed directing/inviting patients to use the self arrival screen, hence reducing the number of patients waiting at the desk. 

It was noted by a member of the group that there was not a waste bin in the waiting room at Hemsworth. AM agreed to ensure that a bin be placed in the waiting room.
The survey summary showed that 10 comments were made about the appointment system and that future appointments were usually already taken. AM commented that whilst this has been highlighted through the survey, it is a theme that runs through the practice complaints system and is often commented upon by patients. In an attempt to make more appointments available, AM confirmed that plans are in place to appoint a Salaried GP and a Nurse Practitioner in the near future. The Nurse Practitioner will commence employment with the practice as of the 19 March 2012 with the GP post currently being advertised, with interviews due over the next couple of weeks. It was felt that this was a positive action and in view of the number of comments made, it would be useful to re-survey this area in a few months time to ask patients views to analyse whether or not the new staff appointments have made an impact.

It was also suggested that to gain views on the telephone system in a few months time would also be a useful exercise.

All actions were agreed through discussion by the members and the practice representatives, with the feeling being that all were a priority and that all were achievable given realistic timescales.
A summary of the agreed areas of concern and the action plan with target dates is as follows:
	Area
	Action
	Target Date

	Car Park
	- the practice to advertise and appoint a car park attendant/grounds man.
	30 April 2012

	Contacting the Practice by Telephone 
	- communicate information for patients via the patient information screens located at the 3 surgery sites and the notice boards, in an attempt to avoid patients telephoning with general enquiries. 

· - the practice to liaise with BT to introduce additional telephone lines with reception staff rotas being reorganised to ensure that all lines are fully manned from 8am.

- the practice to consider introducing an additional/separate telephone line for cancellations or a number where a message is left which is regularly checked.

· - the practice to consider an additional/separate telephone line for Choose and Book calls.
	31 March 2012 
30 April 2012 

30 April 2012 

31 March 2012 

	Opportunity to Make Comments, Compliments and Complaints 


	· - introduce new comments boxes, placed in more prominent positions in all waiting areas of each of the 3 surgery sites.

· - clear labelling of boxes, highlighting that complaints should be raised through the practice complaints procedure.
	31 March 2012 
31 March 2012 



	Confidentiality and the Need for a Private/Quiet Area


	- more prominent notices on reception desks requesting that privacy is respected.

· - redesign the tape barrier at Hemsworth along with a polite notice asking that patients wait for their turn.

- introduce quiet/private area in the Hemsworth waiting room.

- display notices at the reception desk informing patients of the area.

· - brief reception staff on the need to politely request that patients step back from the desk until it is their turn.

· - display notice inviting patients to use the self arrival screen.
	31 March 2012 

31 March 2012 

31 March 2012 

31 March 2012 

31 March 2012 

31 March 2012 

	Appointment System and Future Appointments Taken


	- appoint a new Salaried GP.

- appoint a new Nurse Practitioner.
	31 May 2012
31 March 2012 


We discussed future open days and trying to set up an advocacy service to continue to seek patient views and address concerns.  
It was agreed that we would send the draft report and action plan to the PCT for the deadline on Friday this week, so any alterations needed could be done in the next meeting, in time for the ultimate deadline at the end of March 2012.
Date and Time of Next Meeting:
Tuesday 20th March 2012 12 noon – 2pm
Therapy Unit - The Grange Medical Centre

 Hemsworth
Pontefract

WF9 4DP
