The Nile Practice, High Street, Cheslyn Hay, Walsall, WS6 7AE

DATE OF MEETING WITH PRG – MONDAY 3RD MARCH 2014 AT 7.30PM

PRESENT:       DR H M ZEIN-ELABDIN.



      RUTH CLARKE



      GROUP MEMBERS:  Thomas Boyle, Hemraj Ramkourn, John Linney, Lynn Betts, Brian Peter, 






   Terence Groves, Cerri Bateman, Nigel Bullock.

APOLOGIES:   Mrs B Cole, Mrs P Evans, Mr B Evans, Mrs R Sohi, Mrs Z Cleary, Mrs J Stokes, Mr L Palij, Mr D Baker, Miss A Sayers, Mrs D Bailey.

AGENDA:

1.)
Discussion of Patient’s Survey




2.)
Action Plan 2014-2015




3.)
Any Other Business

HZ thanked all members for attending the meeting.  Explained that this was the Annual Meeting following Patient Survey.  To share with members the findings from the report and also comments other patients had made regarding the surgery and also to develop an Action plan for the next 12 months to improve our services to our patients.
MINUTES

Action plans for the previous 2 years have been reviewed.  The practice has a new telephone system.  The Cannock surgery has been renovated, new external doors installed and a new call and information system installed.  

· Changes and improvements have been discussed.  

· Increasing awareness of patients to the services we provide is ongoing.

EXTENDED CLINICS (LATE EVENING)

A few patients have requested the availability of more late evening surgeries.  This will be considered in the future but it always depends on the level of funding.  56% of patients from the survey were unaware of the late evening sessions.  It was agreed by members of the PRG and Dr Zein that this would be advertised through posters, practice leaflet and on the website to make patients more aware of this service.

RECEPTION

Most patients are happy with the Reception staff, results show from the survey that the response was good and excellent.  The majority of the comments are positive.  A few patients asked for friendlier was of answering the telephone.  Receptionists should always advise patients that they will be called on the TV screen.  Receptionists at Cannock surgery should sit at the front desk when on their own.

CLINICAL SERVICES

Most patients are happy with the service provided by doctors and nurses.  It was suggested that the list of services provided by the practice nurses be available to patients so they can book directly.  Doctors will continue to visit patients at home as clinically appropriate.

APPOINTMENTS

The majority of patients are satisfied with the appointments but there is still room for improvement especially in the appointments which can be booked in advance. A few of the PRG members commented on the amount of DNA appointments for last month and said that would it be possible for patients to receive a text message reminder regarding the appointment with Doctor or Nurse, I was agreed that this would be looked into as a future option and service to the patients.  

PATIENT AWARENESS

This is an important issue.  All members explained the need to increase patient awareness regarding telephone consultations, late evening surgeries and on-line services. The following was suggested:

· Awareness on what doctors and nurses are available for telephone consultations and what issue can be discussed (i.e., results, hospital letters, referrals, prescriptions, etc)

· Increase the use of posters, leaflets, TV Screen and website for the patient’s information.

· Opening times posted on the front door.

· Make patients aware that there is a website for the surgery where they can get information and re-order their repeat prescriptions.

MISSED APPOINTMENTS

These have been increasing in the last 12 months.  Patients are sent a letter after each time they miss their appointment without cancelling or re-scheduling.  Members pointed out that patients should take responsibility of their own appointments.  Some members suggested a text or e-mail reminders.  This may be considered in the future.

PATIENT SURVEY
All members emphasised the importance of continuing with the practice patient survey.

ACTION PLAN FOR 2014-2015

Prioritised areas and those targeted for improvement during 2014-2015.

	AIMS
	ACTIONS
	MEASURE OUTCOME

	To continue with Patient Survey
	To conduct a Patient Survey in 2015
	Patient Survey 2015

	To increase awareness of patients to various services

· Telephone Consultations

· Late Evening Surgeries

· On-Line services
	To increase the use of posters, newsletter, leaflets, TV Screen and Website.
	Patient Survey 2015

	To inform patients of services provided by Practice Nurses and the issues which can be discussed with the doctor in a Telephone Consultation.
	Information through leaflets, newsletter, TV Screens and Website.
	Monitoring and discussion at the next PRG meeting.

	To make Receptionists available at the front desk all the time.
	Already discussed with staff.  Further discussion at the next Practice Staff Meeting.
	Monitoring.


