SURGERY

PATIENT PARTICIPATION GROUP

MINUTES

6.30 pm Monday 6th November 2017
Patients Present:

John Walton

Denise Shute

Ashley Shute






John Austerberry
Gavin Parker

Patrick Lavery





Norma Barker

Surgery Representation:
Dr K Thompson
Jenni Dollman
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	Apologies: Tricia Walker

Chair:  John Walton
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	Minutes of the previous meeting


	

	3
	Matters Arising

1. Ideas for New Events and National Awareness Campaigns Calendar

Teenager event at KEVI – TW has tried several times to engage with KEVI and has recently been sent a leaflet of a counselling event that KEVI ran for their students (copy enclosed).  TR has recently contacted Rhian Davis – TW update:  KT and TW met 3 weeks ago, KEVI are still keen to progress.  Jill Sanderson, education psychologist advised there had been lots of training with the staff but not directly with the children, agreed there was a need.  Aiming for March 2018.
2. Morpeth Health Centre Car Park
a. Health and Safety Proposal Plan shared with group.  Car Park Safety Works – due to start 20th Nov with a completion date of 1st Dec – if all goes to plan!  There has been some weekend working allocated especially around road markings which will help minimise disruption.

b. JW expressed disappointment in NHSPS failure to redesign spaces.  GP wondered if patients could be encouraged to use public transport, walk, cycle etc.  Use Gazette to promote?  JD suggested raising at NHSPS tenants meeting on behalf of PPG, done and minuted.
c. JW to write to housing developer regarding the roundabout junction expressing our concerns.  Done, letters sent 6th Sept and 31st Oct – no response received to date.

d. PPG Survey, September 2017.  JW to draft questions.  JD to contact JW.  To include section on car park.

3. Linden Homes (St George) - GP to contact site manager of development and discuss roundabout situation.  GP advised:  Galliford Tri not Linden Homes.
a. NHS contribution to the roundabout £60K which is being held by Northumberland County Council.  Query as to what is NCCs contribution?

b. GP to discuss with contact at NCC.

4. Patient check in screen – now working.

	KT TR

GP
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	NHS Choices Patient Feedback

Four received since last meeting.

Patient centred
I have great respect and trust in Greystoke practice. They have the patient at the 'heart' of the service and l say this with true loyalty. We as patients should be proud of a GP practice that is truly striving to be evidence based but always 'person centred'. The greatest support for me is the reassurance l can speak to my 'named ' Doctor by phone as they know me as a 'Person' and not as a medical diagnosis as during my journey in 'living' a healthy lifestyle l have condition called 'Parkinson's' diagnosed 5 years ago at the age of 52 years . 

Same day appts

I wondered how this would work when it was introduced, but my experience in recent weeks has been excellent. Efficient system providing same day telephone consultation and face to face appt with friendly reassuring GP. Can't thank them enough.

New Appointment System

We have found this same day service to be absolutely excellent, incredibly patient focussed and quite honestly could not asked for more. I am sure it is not always easy for GPs to make call after call, but, as working parents it is always difficult to gain urgent access to your GPs. With the implementation of this system, it has been so reassuring to be able to speak with the GPs on any day required, particularly in urgent circumstances and the system is so patient friendly. It also helped to plan working from home and workload ourselves.

I personally can’t thank you enough for this system, the speed it allows us to speak to medical professionals and the reassurance and medical support we could immediately access on any given day.  We would like to thank Dr Elphick and Dr Thompson specifically for their support too. As always, they could not have done more. We are so grateful.

Lack of real care and patient suffering

I have been a patient with GS for over 27 years and I used to think it was a great surgery and have received some great treatment in the past. I am really upset by the complete shift in attitude from how patient's needs are being dismissed now. There is a lack of agreement between what different doctors will prescribe, and inappropriate comments about what certain doctors agree to prescribing and what others will not concerns me. I am even more upset at the lack of actual care for serious conditions, in particular when bringing my husband, who has been completely dismissed for over a year, despite having a devastating, disabling illness. Making him wait months for an essential referral which never actually happened, due to a 'decision' not shared with us, and made for financial reasons has really upset us as we were hanging on through pain and suffering. The new system where appointments face-to-face are virtually impossible to book is making for huge misunderstandings and issues when a patient has a mental health issue...being told go to A&E when you need to see your GP by the receptionist to someone with a severe anxiety issue.....is not the way forward for quality patient care. We have found the doctors' attitude to be patronising, dismissive and uninterested.
Greystoke Response:  We are sorry to hear that you are unhappy with the service we have offered. Unfortunately, we are unable to respond directly to your comments on this public forum, to protect your privacy. If you would like to contact us directly, we would be pleased to discuss the concerns you have raised. We are constantly striving to deliver improvements to our service and constructive feedback is gratefully received.
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	Health Watch AGM – JW

Liaison with neighbouring PPGs.

Representatives from many PPGs from the County.  How useful would it be to have an e.g. 6 monthly or annual update from other PPGs.  JW advised he can get the email addresses of other PPG groups and would be good idea to share e.g. Best Practice, Progress including Aspirational ideas and any concerns.


	JW
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	Age UK / the round house Ashington - GP

Ann Robinson, Health and Well Being Manager at Age UK to be invited to next PPG Meeting to give a 20 minute presentation.  GP has used Age UK facilities personally and found extremely beneficial.  Information attached.


	JD
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	Feedback from the Alnwick Meeting – 31st October 2017 - GP

Care Navigators – is there an information pack available for practices.  Training has been offered and attended by practice staff.

CCG under pressure to perform, winter pressures, A&E etc.


	JD
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	Referral Procedure – GP

GP advised:  recent referral and experienced Choose and Book Referral System.  Now on 5th appointment (appointments keep being cancelled).  Patient not allowed to be involved in the amendment process.


	

	
	New guides support GP staff to increase accessibility

NHS England has produced staff guides, developed with Action on Hearing Loss, Change, The National Autistic Society, RNIB and Sense, are further supported by several new easy to read GP online services patient booklets.

This is part of the national GP forward view programme designed to ease pressure and improve access to primary care.  Do PPG members have a view how these guides should be used / promoted:

· GP online services – leaflet

· GP online services - Patient Guide
· What you need to know about your GP online record – patient guide

· Protecting your GP online record - Patient Guide
· GP online services for carers, including young carers - Patient Guide

· Young people’s access to GP online services - Patient Guide
Promote Guides:  Facebook, website.  Plastic Wallets in folder in Reception area.  If patients would like a copy of this information, please ask as Reception.


	JD

	
	What happens when you are referred by your GP to see a specialist? – patient leaflet

New patient information leaflet produced – will add to website / Facebook and supply in consulting rooms.

	JD

	
	Any Other Business

1. Telephone System.  AS advised he had received message ‘you can’t access’ when trying to access the surgery.  Can a message be used, e.g. the lines are busy, please call again later?
2. Christmas Meal:  It was agreed to have a PPG Christmas Meal, dates and menus to be circulated.


	JD

JD All

	
	Date and Time of the next meeting: 6.30 pm, Monday 8th January 2018 at the surgery.
Apologies:  PL, JA

	

	
	List of 2017-2018 PPG Meetings

(usually 1st Monday of month, every 2 months) at 6.30 pm:

5th March 2018


	


