PATIENT PARTICIPATION GROUP

Carnoustie Medical Group
24th June 2010 at 10.30am
Present:
Jean King (Group Business Manager)
Val Adam (Secretary)

Ronald MacDonald



Harry Taylor



Jean Brown




Michael Richardson


Harry Chaplin






Apologies:
George Black
Purpose of the Meeting:
To discuss the advertising flier for the Patient Participation Group
1. Group comments re advertising flier for the Group
· The group members present were given three versions to look at and decide which format and colour they would prefer.  It was decided that the green flier was the best but that the heading should be in red and to change the picture at the bottom to an envelope and dialogue.
· Jean will email the final poster to Jean Brown prior to printing.
· A flier will also be left on Community Helpline desk (Multipurpose Room) for Mr Richardson.
· An A3 poster of this flier will be laminated and put in the waiting room.  There will also be one placed on the reception desk.   Posters will also be placed on the plasma screen in the waiting room, website, library, Spar, council office, chemists and the Panmure Centre.  Jean will also ask if the Guide & Gazette would be willing to place the poster in their paper as a public notice.  
Mr Richardson will ask if the drivers with Community Helpline would be willing to hand out A5 fliers to clients.  Jean has also agreed that information regarding this will be added to prescriptions.  Fliers will also be attached to repeat prescriptions requested by patients who live in outlying areas.
2. How will the Group acknowledge letters

· Envelopes addressed to the Group will be available at reception beside the poster for patients who wish to make a comment and return.  Printed on the back of the envelopes will be “Thank you for your comment” – this will be the only personal acknowledgement.  Val will keep a box for these envelopes to be placed in unopened and will contact the group when there are a few in it.
· The Group decided to meet every month to read the letters and decide where to go from there.  When they require a formal meeting to contact either Jean or Val to arrange.
· The Group does not wish to deal with complaints and this is  stated on the poster.
· The Group decided that they will need to keep a record of all letters received, the outcome and what timescale to give for matters to be dealt with.
· All feedback will be through the Practice Newsletter which is twice yearly.
· The poster will be on the front page of the next Newsletter which is due out at the end of September.
3. Complaints

· Over the last 3-years there have been three main trends in complaints – communication, systems and clinical. There has also been several patients requesting water to be made available in the waiting room (via suggestion book).  This has been discussed by the practice and who felt the cost of this is too high and also there are children attending the surgery and accidents can happen.
· Confidentiality at the desk was another complaint but there is a notice at reception stating that if a patient wishes to speak to a receptionist in confidence there is a room available for that purpose.
· One group member discussed a complaint that a couple of patients mentioned to him regarding a letter they received from the practice pharmacist changing one medication for another and it now not agreeing with them.  If a patient has a problem with new medication they can see the GP who can prescribe their original medication.  This letter had been sent out at the instructions of NHS Tayside not the Practice.
4. 2009/10 GP Practice Experience Survey

· The final report has been published and there was a 99.2% positive response to patients requesting an appointment within 2 working days.
· The five worst were:
To see a preferred GP

To book in advance

Time spent in waiting room for appointment due to the GP running late

Confidentiality at reception desk

Overall arrangements to see GP

· The new phone system has been amended with the automated service being on button 3.  This system is going to be opened up further for appointments to be made up to 4-weeks in advance and also to enable patients to book appointment with Health Care Assistants.  In July there were around 1300 people who used this service.  It is also a good way to update patient’s records – if the person is unable to use this service and has to speak to a receptionist they will then be asked to update their details to enable them to use this system.
5. Quality Practice Award

· The Practice have agreed to work towards achieving this, with Dr McNaughton being the lead GP and Jean King being the Co-ordinator
6. Chronic Medication Service

· In the next 6-months there will be a new Chronic Medication Service available through the community pharmacist.  Patients will be able to sign up to this service and be seen by the pharmacist to discuss all aspects of their their medication.
7. Flu Clinics

· The office manager is going to contact Radio Tay to make an announcement regarding the Flu Clinics and will also mention the Patient Participation Group project.
· The first delivery of the vaccine is due on 22nd October
· There will be six sessions this year all with Practice Nurses and Health Care Assistants.  The GP’s will not be involved with the clinics
8. Protected Lunch Breaks

· Jean Brown asked if it would be possible for GP’s to make their calls to Residential Homes out with lunch times (12.00-12.30).  Jean King will raise this with the GP’s
The date for the Next Patient Participation Group Meeting is Friday 15th October 2010 at 10.30am   
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