
Easington and Peterlee Medical Group

Minutes of Patient Focus Group Meeting

29th March 2007

Attendance List:  G Carroll (EPMG), Dr Barlow (EPMG), S Lonsdale (EPMG), J Sanderson, A Dennison, D Mullen, Mr D A Allan, S Scott (PCT)

Apologies: Mr Calvert, M Howarth, A Stephenson, V Jolly

	Item
	Outcome

	1. Minutes of previous meeting 
	1.1. Minutes 25th January 2007 agreed

	2. Matters arising
	2.1. Attendance List: Mr Allan’s name to be added

2.2. PCT is aware of practice’s desire to upgrade premises. Since last meeting the automatic doors had been installed at Arbroath House. Practice has also put application to PCT for more space in Peterlee.

2.3. ART-work Arbroath House: Mrs Howarth had organised with Mrs Lonsdale.

	3. Improving Practice Questionnaire – Feedback survey march 2007
	3.1. The primary focus of the meeting was to review the findings from the annual survey and action plan for the next 12 months.

3.2. Mr Carroll explained that the survey was in its third year and in keeping with previous arrangements the practice had commissioned feedback for each GP/Nurse.

3.3. General discussions had already taken place and the purpose of today’s meeting was to ensure consistency and feedback on the practices plans concluded from the survey.

3.4. Dr Barlow presented to findings to the meeting. He noted that the survey is very subjective in nature and to some extent cannot be relied on for statistical purposes. However, it is acknowledged that the feedback from the three years of the survey shows a consistent pattern and in this we can discern some objectivity.

3.5. The comments from the survey support our expectation that we need to try to improve the responsiveness of the telephone answering service. This is particularly so on busy days such as Mondays and early mornings. That said it was noted that the score had actually improved from previous years but it is accepted that the baseline is still low.

3.6. Some comments were contradictory in that they asked for evening surgeries – we are the only practice currently providing evening surgeries. Similarly Drs who score high on patient satisfaction tend to overrun surgery time however, a number of comments were received suggesting that they were kept waiting or didn’t have enough time.

3.7. There is a perception that patients mark down the newer doctors – preferring to see “their own GP” yet at the same time patients want more availability of appointments and flexibility.

3.8. We recognise that the change over to the new computer system coincided with the survey period and this has resulted in some frustration

	4. Action Plans
	Telephone System
	· The practice has looked into increasing response time. Additional staff hours have been budgeted for the reception manager and response time will be reviewed as part of the regular patient focus group meetings

	5. 
	Prescription Lines
	· The service is still rated very highly however, its success has now resulted in some patients suggesting that its not as easy to get through on the telephone – the reception manager has begun to review this as part of the overall telephone feedback

	6. 
	Web Site


	· Some patients don’t recognise the availability of information even though we have an established web site and conducted a mailing of brochures to all households. However, we have taken this on board and we are producing more information for patients and will place message on the telephone system. In addition we will enclose supplementary marketing information when sending letters to patients for clinic appointments and so forth.

	7. 
	Appointments
	· We have already started to offer more appointments but we remain concerned at the high monthly DNA rate – 400 for February.

· Our recruitment of 3 additional GPs is now complete with the final placement beginning 10th April.

· The management team have begun the timetabling of additional surgery sessions and will see an extension to the volume of evening surgery beginning in April/May. Plans thereafter will be to programme a start date for weekend surgeries.

	8. 
	Reception
	· Continue to be very good and feedback suggests that frustrations when they do occur are around telephone and prescription ordering. We have already looked into this and have put in place stricter auditing of Admin/GP responsiveness to all matters regarding prescription queries. We are also looking to provide a dedicated GP session to work with admin on queries and hospital prescription discharge notes.

	9. 
	Doctors


	· The long established GPs have tended to score higher than the newly appointed GPs.

· We are investigating why this should be.  

· We have already set plans to profile new staff to the public and will soon display photographic board of all GPs/Nurses in our reception areas and place the same information on the Web site.

	10. 
	Nurses
	· The nurse team score very highly from the survey. This is no surprise and confirms the feedback generally form informal sources and the focus group meetings. However, the patients still don’t seem to appreciate the different roles within the team and therefore we will promote this over the coming month. Specifically we will try to give better clarity on the role of the Health Care Assistants.

	11. Any other Business
	11.1. Polish Residents: Sarah noted that the local community now had many Polish residents. We have agreed to translate some of our patient information into polish. We will give copies to Sarah for distribution.

11.2. County Durham PCT: Mr Allan expressed concern that the Newly formed PCT didn’t seem to have good representation from Easington Area. He observed also that the minute’s form the PCTs meetings did not have an attendance list. He would also like to know what the PCT is doing about the brokerage money (5.5 Million) lent by Easington to its neighbouring areas. We agreed to forward comments to the PCT

11.3. Confidentiality: Mr Allan noted the new computer system prints the prescription slips with more patient details than previously. He was concerned that this could lead to identity fraud. It was agreed that we would raise this issue with the PCT.



	12. Date and time of next meeting
	Mrs Lonsdale to arrange for 3 months




