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Heathfielde Patient Participation Group
Minutes of Meeting No. 11 held at Heathfielde on Monday 8 December 2014
Present:   

Heathfielde - Dr Lisa Anderson 
                     Dr Chamila Perera
PPG -  Allan Blacher 

            Gillian Livingston

            Gillian Kaye
            Stewart Block (Chairman)
            Norman Roback

            Keren Lewin 
            Hilda Silver

Apologies:  PPG 

Gillian Jordan
Michael Fishman

Miriam Lemur                 
Lawrence & Tessa Gould-Hacker 
H K Patel 
Lyn Tobin

Mary Ogle
1. Introductions
Mutual introductions were made. The new practice manager, Dr Shamila Perera, was introduced by Dr Anderson and welcomed to the PPG. Dr Perera said that she looked forward to working together with the PPG to improve the Practice. It was noted that Dr Anna Goncalves had left and been replaced by Dr Jack Manashy.
Mr Block reminded the meeting that the remit of the PPG, as had previously been agreed, is to work with the practice staff to help them help us. It is not a political forum nor a forum to air detailed individual issues save that a general principle can be derived from one or more individual issues.
2.  Minutes of Last Meeting: 
The minutes of the meeting in March 2014 were posted on the web site (http://www.heathfieldemedicalcentre.nhs.uk/surveyreport.aspx?p=E83008) and no amendments have been received. Due to the change in Practice Manager the Action Plan thus noted will need to be reviewed.
3. Matters  Arising
There were no matters arising not on the Agenda.

4.  Care Quality Commission (CQC) Inspection
      Mr Block noted that under their new remit the CQC is to be more focussed on results rather than on process. GP Practices as well as Care Homes, Hospitals, Dentists &c will be evaluated on the criteria: are they safe, effective, caring, responsive, well led? CQC now has dedicated team to each sector, GPs, hospitals, care homes, and will inspect one area at a time. Assessment will be against a five star rating system. A few Barnet GP Practices were inspected as a pilot and the rest are being rolled out now.
In preparation for its CQC inspection, of which two days notice is given, Dr Perera has reviewed with outside consultants various health and hygiene aspects. The CQC team will speak to patients on the day and, if available, also to a member of the PPG. 

The CQC, according to a meeting attended by Mr Block, regard “being responsive” to include an active PPG.

Dr Perera said that they would get two days notice of a CQC inspection, the inspectors would like to meet patients on the day and a PPG representative if avaible.

On receipt of notice Dr Perera will send an e-mail to the PPG     

ACTION: Dr Perera            

5.  “Friends & Family Test                                            
The Friends and Family Test (FFT) is a single question survey which asks patients whether they would recommend the NHS service they have received to friends and family who need similar treatment or care. This test was introduced on 1 December 2014.
Surveys are monthly, results published locally, the first due in February.

It was suggested that the next PPG meeting should be post the first results.

ACTION: Mr Block & Dr Perera

6. The Appointments System
Concerns were raised about the Appointments System, the delay in getting a routine appointment, 10 days was quoted, and the difficulty in sometimes securing an emergency appointment. The meeting was told that the target is 72 appointments/1000 patients/week. This means 540 appointments per week for Heathfielde; in fact, the average number is 743 per week, 37% over target.
Dr Perera said that a new appointment system had been implemented on 1st November and would be reviewed in January. When making appointments priority is given to certain groups Golden patients, eg, under 5, terminal.
In discussion it was noted that not all “urgent” requests are urgent, there are limits to the number of effective appointments per GP, the Minor Ailments Scheme has not been implemented throughout Barnet and that practices have a telephone triage system. The importance of receptionists in the appointment system was also noted.
Dr Anderson said that the practice would like to hear what patients want from an appointment system. Mr Block, thanking Dr Anderson for this initiative, asked for a volunteer to lead an e-discussion on this issue. Unfortunately, no one volunteered. 

Mr Block said that extended waiting times is a symptom not a cause.

Not withstanding his other commitments Mr Block would circulate a simple questionnaire after first reviewing it with Dr Anderson and Dr Perera.
ACTION: Mr Block, Dr Anderson and Dr Perera

7. The Complaints System

Dr Perera briefly reviewed the Complaints System noting the target time for acknowledgement is 3 days with in-house review completed within 28 days. Dr Anderson said that one reason for any delay could be the need for the doctor to check with their Medical Defence union. There was some discussion over the internal process and the extent to which a complaint was reviewed by another doctor.

8 AOB; 
Surgery Pod: up and running. How are patients directed to it? Supported in using it? Is it effective?

Blood Test results: Not all patients clear how these are communicated.

9 Date of Next Meeting
Probably at the end of February, ideally after the first “Friends and Family “results available.
