NOTES FROM PATIENT GROUP MEETING HELD THURSDAY 19 JANUARY 2012

PRESENT: SE, LP, VC, CH,  FL,  FL, EG, JT, AC, Sue Brooks, Dev Shah, Robin Davy, Nada Yaqob

APOLOGIES RECEIVED:  SG, WW, KM,DC, MC, AD, PC, JC, SW, LD

Chair thanked everyone for continued support.  Brief discussion about role of chair and note-taker roles and anticipation that these roles could be carried out by patient representatives with support from practice.  PRG is two way process/opportunity for both staff and representatives to raise issues or discuss changes. 

Notes of previous meeting agreed.  

Discussion regarding  frequency of meetings. Agreement reached that four monthly would be appropriate unless there are exceptional circumstances.  

Discussion about need to promote and expand PRG base and ideally include involvement of young persons. Options explored with regard to young people included posters, provision of information during family planning evenings at health centre.  PCT wide options including Young persons service acknowledged to be more problematic as we are promoting our practice only and this would need to be PCT initiative.  Blogging and tweeting were suggested but acknowledged to be inappropriate at present time for a variety of reasons - constraints staff and use of social networking sites. Others options explored included providing links to practice website specially designed to appeal to young persons, colourful posters or short questionnaire tailored to young persons.  Considered appropriate that any initiatives to increase PRG numbers should be seen to come from PRG group as opposed to practice led.JT to draft poster. SB to draft questionnaire and discuss website links with young colleague and also explore how these links could be used.

Discussion about representation on group and whether it would be beneficial to rotate membership for a set number of representatives on eg annual basis.  Acknowledged that this would be dependent upon increased membership and will be discussed further at a future meeting. 

PRG information now included on practice website.  Information includes survey results and record of meetings.  PRG representatives are anonymised through use of initials only. 

As a result of patient survey and PRG feedback the following 3 Action points have been agreed.

1. A number of patients stated they were unaware of the practice website and also wished to have facility to book appointments online or order repeat prescriptions.  Practice website has been in operation for a number of years and many patients use this.  ACTION: Acknowledged that promotion of  practice website (www.grovemed.co.uk) would be beneficial Information will be provided in patient information binder, new patient packs, patient touchscreen and notices in reception.

2. High percentage of patients were not aware of name of reception staff to whom they are speaking. 

ACTION: Reception staff name badges have been ordered and receptionists will give their first name when answering the phone.

3. A number of patients were unaware that they could request to speak to a receptionist in private.  However it is acknowledged by all present that this could be difficult operationally (staff and room availability) and also generally considered that there are few occasions when this would be required as tend not to discuss confidential matters with receptionsists.  Alternative methods discussed ie email or telephone. ACTION: A notice will be displayed advising patients that this facility is available but there may be a slight delay in speaking to a receptionist in private if reception is busy or rooms unavailable.

PRG feedback has resulted in a further two action points.

4. Provision of comments/suggestions box in reception area.  NOTE an electronic version has now been made available through practice website.

5. Provision of information about the practice will be made available in binders in the patient waiting area. 
Information in binders will include:

· practice leaflet
· PRG membership 
· NHS choices website information
· Promotion of practice  website and facilities available through website, 
· Importance of advising practice of changes to circumstances ie address, phone numbers etc. 

· Survey results and record of PRG meetings

DATE OF NEXT MEETING: THURSDAY 24 MAY 2012.  6.30pm

