Birchwood Surgery Patient Representative Group

Minutes from meeting Tuesday 25th October 2011 7pm 
Attendees
Brian Marshall, Peter Wenman, Elaine Trezza, Janet Bridger, Madeliene Guy
Dr Heelis, Dr Raymond, Rina (reception), Kim Randall (practice manager)
Invitations for the meeting were sent out late and no request for confirmation of attendance was requested. In future the agenda will include contact details if members cannot attend both in advance and at short notice.
Minutes will be sent to all patients who expressed interest initially asking if they can attend in future, some if not all meetings 

It was agreed that we should continue to look for representation from patients under 30 years of age

Approval of minutes of last meeting 
Minutes approved
Follow- up of action points from last meeting
Front doors - Push/Pull signs have been added
Patient calling system - the elapsed time when names are displayed has been extended to 15 seconds with positive feedback from pts so  far 
Patients information \ Notice Boards
Pictures of notice boards at Nevells Road were shown and compared to ours
We agreed we would move the porch notice boards to the waiting room and have them themed e.g. 
· support group
· practice information e.g. appointments and  prescribing process, details of specialist clinics operated at the surgery

· children or adult services
· Links to local services and info e.g. What happens at Nevells Road, Ernest Gardiner day Hospital, Baldock Health Centre?
· A monthly themed section e.g. out of hours, nhs initiatives

The display needs to be bigger and bolder and clearer
The TV screen display needs to be shorter and change more often and be more animated 

The practice will work on this before the next meeting
DNA Policy

Follooiung the groups comments last time, the Practice has had discussions on this and  a number of new initiatives are starting

Letters being sent at doctor \ nurse discretion, advising patients of ways to cancel appointments and advertise on line booking and cancelling and SMS text reminders 

When patients are booking appointments the receptionists will ask the patient to repeat the details back to them. Research has shown this is effective
We are promoting patients signing up to text reminders 
Approval of proposed ground rules for group 
Approved
Election of Chairman and Secretary

All agreed the practice should continue to chair and minute the meetings for 6 months whilst we are getting established.
Patient Survey
Feedback received from the virtual group and those attending including 
The DOH survey is too long
Many of DOH questions are relevant but need to be tailored to the way Birchwood works.
We need to cover the concept of nurse practitioner

How do you rate specialist clinics e.g. diabetes
Ideas for future clinics would it they helpful?? well man \ well  woman

Telephone appts????
On line prescribing do you use it? or did not know about it. This is an example where we can not only get opinion but also publicise services that are new.

Cleanliness and surgery appearance

We need to be asking questions that will give a balanced opinion asking questions about what we do well as well as areas that we might need to improve on. This is because surveys are used by The Primary Care Trust and potential new patients to judge us.
It needs to be possible for patients to make comments as well a score questions
It was agreed that all representative should look at the DOH survey and see what they think is relevant and how it could be adapted to be more specific to Birchwood and think of other questions they would like to include.

Feedback should be communicated to Kim either verbally , in writing or by email to prgbirchwood@nhs.net ( For those present I gave you my email address but probably better to use the one we have set up for the group). These will then be summaries and a draft suevy can be discussed at the next meeting.

Other comments

We will remind receptionists that they must ask patients the urgency of prescription request before they give them the form to make sure it is the correct colour.     they give script  form of orange or have notice  

Kim will log issue with system supplier re confirm button for on line appointment booking not always showing on screen

Contact details for out of hours services need to be more easily accessible
Date of next meeting

Thursday 1st December 7pm. This is not the date we suggested at the meeting as we will be doing late night clinic that day  

