 PATIENT PARTICIPATION MEETING 5TH DECEMBER 2011
Attended:

Angela Styring  YWHC (Chair)

Julie Taylor YWHC Secretary

Paul Mills

Alf Malin

Margaret Wilson

Mavis Taylor
Alan Taylor

Brenda Nightingale

Apologies:

Doreen Mills

Gerald Kitson

Doreen Clarkson

Angela opened the meeting by thanking the patients for joining Yardley Wood Health Centre Patient Reference Group. She then exampled the ground rules for the group:

There are few ground rules for the group:

· The group is not a forum for individual complaints and single issues.

· We advocate open and honest communication.

· Silence indicates agreement – PLEASE speak to us.

· All views are valid and will be listened to.

We are required to carry out an annual Patient Survey and with the Patient Participation Group agree priority areas.  Those attending the group felt that the following were the priority areas.

Ability to see the same doctor

Waiting time in the practice

Contacting the surgery by telephone

Communication.

Patient Survey
Please see attached document with compiled questions for the patient survey.  We will be sending out approximately 400 and once the survey has been completed and analysed we will feedback the report and with the group develop an action plan for the next twelve months.
AOB  
One patient asked how does the ‘Duty Doctor’ system work.  There is a duty doctor every day at the surgery.  The duty doctor’s surgery is mainly book on the day appointments. These appointments are shorter than a normal appointment.  The doctor does see some pre bookables but the surgery is mainly urgent problems. This does mean if the duty GP gets called out the surgery to attend an emergency his/her patients may have to wait a while or be asked to see another GP or rebook.
A suggestion was given by the patients on how to improve things in the surgery as follow:

Reception to tell patients when a GP is running late or a message could be put on the touch screen to inform patients.

Patients said it was difficult to get through by telephone at 8.30 to make appointments.  Angela explained that some patients still phone for other things eg. blood test results, nurses appointments etc.  Patients are asked to phone later in the morning for these requests as this blocks the lines for patients trying to get through at 8.30 to make an appointment. An article will be added to the news letter.

A patient gave the following example.

Once Jacque was falling behind and a patient was called in by another nurse to be seen.  Perhaps this could happen more often whenever possible. GPs to also do this.
Date of next meeting.  – A meeting will be arranged following the results of the practice survey.

YARDLEY WOOD HEALTH CENTRE
PATIENT SURVEY 2011/12
The questions have been compiled after a meeting with our Patient Group. 

They have suggested areas in which they feel we could improve our services.

Please answer honestly to all the questions below and we will produce an action plan, once the completed surveys have been analysed.

1.  How important is it to see the same doctor for an ongoing problem?

Important


(
Not very important

(
Not important


(
2.  What problems do you encounter contacting the surgery by telephone?
3.  What do you think of the GP/nurses waiting times in the practice?

Nurses ……………………………………….
Doctors……………………………………….
HCAs…………………………………………
4.  Do you feel you are well informed enough about the practice and the services   it provides?

Yes
(
No
(
5.  What do you think of the physical access to the surgery? eg disabled parking spaces, wheelchair/push chair access at main doors?

6. Which do you find most useful when learning about the services we provide and keeping up to date with changes at Yardley Wood Health Centre?
Online website



(
Practice newsletter



(
Plasma screen within the waiting area
(
Posters around the waiting room.

(
E-mail





(
7.  Are you happy with the opening hours?

Yes  (
No   (
8.  Would you like to order your prescription by e-mail?
Yes  (
 No  (
9.   Would you attend health education sessions if they were available at the surgery during the day?

Yes  (
 No  (
Please indicate below the health education topics you would like to learn more about?

Eg Contraception, Nutrition, Managing your Asthma/Diabetes, other.

Please indicate your gender.

Male
(

Female    (
Please state your age group.

Under 25  (

26-45  (

46-65  (

65+  (
Please state your ethnicity

White/British
(
Irish

(
Caribbean
(
African
(


White Asian
(
Indian

(
Pakistani
(
Bangladesh
(
Chinese
(
Other

(
Would you like to have a say about the services at Yardley Wood Health Centre? Then please join our Patient Participation Group.  Please ask reception for a form.
Do you have any further comments you would like to make about the surgery?
