	
	
	



[bookmark: _GoBack][image: ]
Bridges Patient Participation Group (PPG) 
20 September 2022
Zoom

Notes of Meeting
	
	
	Action

	1

	
Welcome and apologies
Present:  Sue Brunt (Chair), Dr Karen Kirkham, Lennie Edwards, EO, NW, MB, Jim Gammans (ICB)

Apologies: FK, SE, GC

	

	2

	Surgery update

Flu clinics –
Flu clinics are starting on Saturday 1 October.  Patients are being sent a link by text to book an appointment. Those who are unable to receive a text will be sent a letter advising them of walk-in times.

Over 65s will be done 1st and then under 65s from 15 October.

Covid vaccines –
The practice is no longer involved in arranging the Covid clinics.  Patients need to go online or phone 119.  

There was discussion about the lack of local appointments.  Jim will speak to his colleagues to see what the availability is.

Post meeting note: New vaccination slots on the National Booking System (NBS) are available every Monday. The Linden unit is looking to increase capacity.

Marathon –
Dr Ed Beedham is running the marathon in London and Louise Bell is running it in Weymouth at the same time.  They are raising money for Blood Cancer UK. If you would like to donate, you can search Edward Beedham on the Just Giving website or hand your donations to reception if you prefer cash.


Staff Changes – 
Dr Karen Kirkham is sadly retiring from the practice at the end of the month.  The group expressed their sincere thanks to Karen for her 28 years of being a dedicated, caring GP. Karen said it had been a privilege being a family Dr in an amazing practice.
	






























	3

	
Minutes of the last meeting

Enhanced Access
The PCN’s plan has been approved by the ICB.  Although due to start in Oct it will take time to implement.  As most surgeries are doing their flu clinics on Saturdays they can be counted in the requirement of 1 hour per 1,000 patients before 8am, after 6:30pm or weekends.

Website
The times of the Digital Volunteer sessions have been amended.

Deputy Chair
No one has expressed an interest in the role.  If anyone is interested, please contact Sue.

	


	4

	Newsletter
The practice will aim for the Autumn edition to be published by the end of September.  

EO said she doesn’t get the texts with the link although she does get other texts from the surgery.  Lennie doesn’t know why this is the case but will look into it.
	



Lennie to look into why EO doesn’t get the newsletter text.


	5

	Action Plan



The group discussed the outstanding actions.  The “Tip sheet” for patients for getting the most out of consultations still needs to be acquired from Crescent Street.  It will be included in a future newsletter.

JO and SE have offered to sense check newsletters and texts (time allowing) before they are published.

The Digital Volunteers have helped 332 patients across the PCN since June; 100 at Bridges and 50 at Littlemoor.  They have had positive feedback and Sue has been asked to speak to other PCNs and the Council.  The practice will continue to send texts advertising the sessions.  The volunteers are also helping patients set up the BP at Home app which is a great way to manage Hypertension.

	

	6
	Food Bank
The group agreed not to keep this as it was felt the surgery wasn’t the best place for it.
	


	7
	AOB
Sue and Jim are meeting with the local community pharmacy lead.  There was discussion about the lack of Pharmacists and how it’s impacting on their service to patients.  Jim said commissioning for pharmacies will move from NHS England to the ICB next year.  We hope to work with the pharmacies – Lennie suggested they have the surgeries bypass numbers to they can phone directly instead of the patient having to and being ‘stuck in the middle’.  A future newsletter could be dedicated to explaining how the prescription process works and encouraging patient not to stockpile as millions of pounds are wasted each year.

	








	
	Close
Next meeting TBA
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Meeting with Lennie Edwards (Practice Manager) and Sue Brunt (PPG Chair)

12 October 2021





The aim of the meeting was to see how the practice can action suggestions that were considered ways to improve communication between practices and patients. We discussed the Menu of Suggestions that was provided by the PPG Working Group.  Some of the points we are already doing, others we discussed how to implement. 

 











· Better communicate and explain the triaging process that reception staff perform to help direct patients to the right staff member and advise on best means of communicating with them. 



Newsletter June 2021 –



1. Routine appointments and continuity: Having continuity with your Doctor or nurse is better for you and for us.  You don’t have to repeat your symptoms to someone new and they know what the treatment plan is.  We therefore kindly request that, wherever possible, you have routine appointments with your usual GP for ongoing or non-urgent appointments. It is absolutely not what we want to do, but  this could  mean that you may  have to wait several weeks for a routine appointment, although we will of course try to minimise this wait and are looking all the time at how we can improve the appointment system 



2. Urgent problems: Please be patient with the receptionists.  They are not deliberately being obstructive but are working with the system they have been asked to.  They will ask you if your problem is urgent or non-urgent and a rough explanation of the problem.  This is not to be nosey but to ensure you have an urgent appointment if needed and are booked with the right clinician. Urgent problems will almost always be triaged first with a telephone call so that we can be sure you see the right clinician in the quickest possible way. Many urgent complaints can be dealt with safely over the phone, blood tests arranged if needed, prescriptions issued, or the right appointment will be made for you there and then. 



We have a skilled team of Nurse Practitioners, Paramedics, Pharmacists and First Contact Physios who may be best placed to help you instead of a Doctor in the first instance. The doctors will always be available for advice for these staff if needed and of course to see patients as they always have done. You can directly book to speak to our first contact physiotherapists for any joint or musculoskeletal problem such as back pain, tennis elbow, knee pain etc 



ACTION – LE Update and resend by text.



Completed Dec 2021









 

· If face-to-face appointments are needed for patients on an ongoing basis, practices should develop a process to ensure these are booked by practice staff, and this is communicated to patients 



October 2021 – Reception directed to book urgent F2F appointments instead of triage phone calls if the patient feels they need to be seen i.e. patients have the choice.  Routine F2F appointments have been available for patients to book for a while.



NB November 2021 – The above discussed with the PPG.





· Practices to give an approximate timeframe for all consultation calls to be received by patients 



Routine phone appointments are at a set time; however clinicians may not call at the exact time.  Patients are given an approximation and clinicians encouraged to phone as close to the time as possible





· PCN to develop locality “Tip sheet” for patients for getting the most out of phone/video consultations. Distribute digitally & paper copies. 



ACTION – LE See if available from another practice or area. Discuss at next PMs meeting.



Discussed Jan 2022.  Cres St may have one they can share.





 

· Practices to better support GPs to ensure they are making the most out of telephone consultations 



GPs had training on remote consultations autumn 2020.  Trainee GPs have training in telephone consultations.





 

· Practices to make patients aware that summary information from consultations are available in the patient notes section of NHS app/System Online 



Details regarding the NHS App including in Autumn Newsletter October 2021







 

· Further support for practice staff to make the most out of the technology – e.g. ensure all staff are confident in the use/features of eConsult/Systmonline 



ACTION – Include in staff training session

Completed Nov 2021.





· Practices to look at enabling more patient access to technology (eConsult/Systmonline) – on line videos/ workshops/ newsletter tips etc 



eConsult available via the website.   Details regarding the NHS App including in Autumn Newsletter October 2021







· Audit practice website from a patient-perspective to review digital access information.



ACTION – Discuss with the PPG at next meeting.



Completed November 2021.







· PCN to develop information on its website that relate to all practices to create a consistent information source for practices/patients 



Link to PCN website is on practice website.





 

· Training/education opportunities for patients of accessing digital services – possibility of linking with DC Digital Champions 



ACTION - ?PCN to arrange digital technology workshops with the digital champions.



Discussed in January 2022 and agreed to look into it further.



[bookmark: _GoBack]Digital Volunteers began in practice in June 2022.







· Trial for patients with chronic conditions (diabetes, High Blood Pressure etc) 



The practice is involved in a BP at Home pilot where home B/P readings get sent electronically to the practice.







· Practices to update new patient registration forms to ensure permissions are sought for practices to contact patients and establish the communications method they’d prefer 



Already being done.







· Practices to communicate messages via SMS, email practice newsletters and through 3rd party communications. Information bank to be created to allow practices to access relevant messages. 



Already being done.





· Create a group (PPG members?) to check communication messaging before it is released. Is message sent the same as that received? 



PPG asked to trial new flu jab appointment link.



NB  November 2021 - PPG asked for feedback on the above and if they are supportive of rolling it out for blood test appointments







· Practices/PPGs to produce and distribute regular newsletters. 



Already being done.







· Promote condition-specific support groups in local area 



Leg club promoted, armed forces support group details texted to relevant patients, carers groups advertised.  Information is on website and on TVs in waiting room.
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Workstream: Access

Better communicate and explain the triaging process that reception staff perform to help
direct patients to the right staff member and advise on best means of communicating
with them.

Identify patients who are less confident on the phone, adjusting consultations to support
this.

Updating patients when access methods change

Communicate with patients that those who need a f2f appointment will be given one,
there is not currently an automatic right for patients to get a f2f appointment

If face-to-face appointments are needed for patients on an ongoing basis, practices
should develop a process to ensure these are booked by practice staff, and this is
communicated to patients

Practices to give an approximate timeframe for all consultation calls to be received by
patients

Practices to offer video consultations to patients with appropriate technology

PCN to develop locality “Tip sheet” for patients for getting the most out of phone/video
consultations. Distribute digitally & paper copies.

Practices to better support GPs to ensure they are making the most out of telephone
consultations

Practices to make patients aware that summary information from consultations are
available in the patient notes section of NHS app/System Online

Further support for practice staff to make the most out of the technology — e.g. ensure all
staff are confident in the use/features of eConsult/Systmonline

Practices to look at enabling more patient access to technology (eConsult/Systmonline) —
on line videos/ workshops/ newsletter tips etc

Audit practice website from a patient-perspective to review digital access information

PCN to develop information on its website that relate to all practices to create a
consistent information source for practices/patients

Training/education opportunities for patients of accessing digital services — possibility of
linking with DC Digital Champions







Workstream: Technology

Develop a workshop to help increase awareness of digital technology available and how
to access it — possibly work with Digital Champions?

Patients (PPGs) to help support Our Dorset’s digital agenda

Practices to promote digital services to patients

Look at Nuffield Trust paper on 10 practical lessons for implementing digital innovations
Trial for patients with chronic conditions (diabetes, High Blood Pressure etc)

Conduct practice website audits

Encourage intergenerational projects with schools/colleges







Workstream: Communication

Practices to update new patient registration forms to ensure permissions are sought for
practices to contact patients and establish the communications method they’d prefer

Vaccination clinics to update patient records as above

Practices to communicate messages via SMS, email practice newsletters and through 3™
party communications. Information bank to be created to allow practices to access
relevant messages.

PCN/PPGs to develop and update list of local publications to submit health articles e.g.
The Register, parish, school, community newsletters. PCN to produce regular articles for
submission to these publications.

Practices to actively promote the available digital resources/apps available to patients

GP websites - what PCN locality messages could be used across all websites to ensure
consistency across practices?

Create a group (PPG members?) to check communication messaging before it is released.
Is message sent the same as that received?

Practices to actively promote the available digital resources/apps available to patients
Audit practice websites from a patient perspective to review digital access information

GP websites what PCN locality messages should be used across all websites to ensure
consistency across practices.

PCN to consider creating a dedicated Communications Officer post to manage internal
and external communications

Practices/PPGs to produce and distribute regular newsletters.

PCN to consider restarting PCN newsletter for staff to keep all practices updated on latest
activities and to look to produce separate newsletter updating the public on PCN-wide
activities.

Promote condition-specific support groups in local area










