Minutes of Beechwood Medical Centre (BMC) Patient Reference Group (PRG) Meeting Dated 10th December 2012. 
Venue: Beechwood Medical Centre Meeting Room.

Present: 

Elliott Summers, BMC, Chair

Patricia Tighe, Patient

Doreen Donnelly, Patient

Cathryn Holdsworth, Patient

Julie Rawson, Patient

Ian Smith, Patient

Graham Walker, Patient

Brian Richardson, Patient

Granville Barker, Patient

Apologies:

Liz Coulson, BMC.

Jean Coles

Wayne Collins

Patricia Bamford

Shane Allen

Craig Rosconie

Lynn Lindley

1.Introduction:

The Chair thanked everybody for their attendance and welcomed the new members. The PRG now has sixteen members and more are welcomed. The Chair then gave a brief overview of the PRG function for the benefit of the new members and then identified the specific purpose of this meeting which was to analyse the results of the patient survey and to then agree an action plan for taking forward to the BMC Partners. The Chair gave a copy of the survey results to each member and then talked through each question, taking input in analysing the results, before getting collective agreement on what should be in the action plan . The results were as follows.
           Total Surveyed : 190
           Males 78, Females 112.    Age Range 20-76.
    1. Are patients happy with the appointments system, in particular a) waiting times, b) telephone consultations c) telephone triage

     If not why not  

Result: 72% happy with entire system. 25% feel waiting times can be too long, 6% did not like telephone triage,  2% did not like telephone    consultations. 

Action plan: It was agreed that the PRG should ask the BMC Partners to set a target waiting time of no more than 7 days for the first routine appointment with any GP. Should waiting times slip beyond 7 days then a plan should be in place to bring waiting times back to within the agreed timeline. 
    2. Are patients happy with how and when they are informed of test results. If not, what would they like? 

          Result: 75% happy, 6% not happy, had either not got results or felt they shall be called, 19% no comment  
          Action plan: It was agreed that this was a satisfactory outcome and that no further action was required. 
    3. Are patients happy with appointment methodology, do they prefer telephone to staff, automated system, and would they like online capability? 
           (more than one preference is fine)
 Result: 78% happy with methodology in it s entirety, 9% were not. 84% like talking to staff, 24% like automated service, 18% would like online 
 Action plan: It was agreed that with twenty-four telephone and online appointment capability being recently introduced that more advertising/marketing was required to engage the patients in these services. 
    4. What specialist services would patients like to access in-house that aren t currently available?

         Result: 93% did not want any other services. Of the 7% that offered suggestions 2% wanted more blood clinics, and 1% each wanted   physio, spinal, walk-in health visitor, coronary, skin clinics. 
         Action plan: It was agreed that the survey indicates that the level of services currently provided meets the needs of the patients and that no further action was required.  
    5. Do patients think that the current services available are advertised adequately?    
          Result: 86% yes, 14% no.

          Action plan: No withstanding the action plan for questions 1 and 6, it was agreed that this was a satisfactory result.  
    6.  Do patients think they fully understand what minor surgery is available or would they like more detailed information?  
          Result: 76% yes they understand, 24% requesting more information. 

      Action plan: The PRG members felt that whilst the majority were happy, that 24% was still a significant number and that therefore the minor    surgery banner should be upgraded with more itemised detail. 
    7. Do patients think that Beechwood staff  have the right attitude and do the staff always identify themselves adequately?    
          Result: 84% yes, 6% no, 10% sometimes. Of the negative comments 4% said attitudes were sometimes questionable. 

          Action plan: The PRG members were in the whole complimentary on this result but do request that an ongoing customer service training  programme is present for administrative staff. 
    8. Should reception be manned all of the time Result; 80% yes, 20% no and when it is manned is the level of staff adequate.  Result: Yes 71%, 29% no.  If not at what times should it be improved, e.g. from 2pm on wards for prescription collection? Result: Just 2% gave timings of 2pm onwards.
          Action plan: It was agreed that the PRG should request that the reception area is permanently staffed. 
     9. Are questions asked on the phone by administrative staff appropriate?  
           Result: 86% yes, 14% no. If no, normal comment of too intrusive. 
          Action plan: It was agreed that this was a positive result and that no further action is required. 
   10. Do patients like the idea of having the Pharmacy onsite and are they aware of what services are available there?  
         Result: 100% yes.

         Action plan: A positive result requiring no further action. 
   11. Do patients like the new seating arrangements in reception, if not why not?    

         Result: 96% yes, 1% no, 3% no comment.

         Action plan: A positive result requiring no further action. 
   12. Should the advertising screen in reception be bigger?     
         Result: 35% yes, 63% no, 2% no comment.

         Action plan: Whilst the majority voted against a bigger screen, the PRG members felt that in the interests of patient education a bigger screen would be desirable and that this should form a part of the plan. 
13. If the waiting room is full and you are needed to sit in the area close to the Doctor’s rooms would a second appointment information screen be necessary?

Result: 87% yes, 7% no, 6% no comment.
Action plan: The PRG members endorsed the findings and request that a plan of action be put in place should the demand on the waiting room increase to the point where this screen be necessary on a regular basis.   
   14. Is the car park adequate Result: 38% yes, 56% no, 6% no comment and would it benefit from allocated spaces being marked out for patients? 
   Result: 46% yes, 35% no, 19% no comment.
         Action plan: The PRG members debated the car park issue cognisant of the fact that it was raised last year. Large financial outlay against very minimal space gains had seen the subject put on hold previously. However the survey results indicate a concern, albeit in the minority, and therefore the PRG requests that as a minimum the BMC Partners conduct a study to ascertain what feasible options, if any, are available to improve the car parking situation. 
   15. Is the lighting sufficient in the waiting area?   

         Result: 97% yes, 2%no, 1% no comment.

         Action plan: A satisfactory result requiring no further action. 

   16. Where should the self assessment area be relocated to?   No suggestions
    Would you use it more if it were a) hosted Result: 49% yes, 45% no, 6% no comment  b) in a private room?  Result: 38% yes, 42% no, 20% no comment
Action plan: The PRG members discussed options and agreed to trial a new site outside of Room 9. This trail to include a hosting element and once trialled the results to be discussed at the next subsequent PRG meeting.  
   17. Do you want/read more magazines in the waiting room?  
         Result: 32% yes, 67% no, 1% no comment.
        Action plan: Whilst this was a positive result to maintain the status quo the PRG members did discuss the value of a muted and texted news channel TV to occupy patients during the waiting time. It was agreed to adopt a proposal for such a screen.  

2. Next steps. 

These minutes are sent to all PRG members, the BMC Partners, a copy is available to all BMC staff, and they will also be uploaded onto the BMC website. At the next meeting the PRG will present the plan to a BMC Partner and both parties will attempt to agree the way forward and adopt the plan.    

3. AOB

3.1 Warfarin machines – A PRG member asked if the BMC would consider purchasing such a machine and they had seen then in action very successfully elsewhere. 
Action – The Chair agreed to look into this and report back. 

3.2 Flu clinics – The PRG members questioned whether a better system could be introduced to avoid excessive queuing, e.g. numbered tickets, inviting patients on a time/alphabetic basids, etc.

Action – The Chair agreed to investigate and report back.  

4. Next Meeting – Monday 4th February 2013 at 1345. 

