



Little London Surgery Patient Participation Group Meeting – Thursday 15th February 2024

Attendees: Mr M Newport (MN), Mr K R Gunter (KG), Mr A G Brown (AB), Mr Mark Faulkner ICB representative (MF), Mr B Salt (BS), Ms Diana Mason (DM), Dr M Chander Little London GP Partner (MC), Rachel Johnson Little London Practice Manager (RJ), Jodie Howells Little London Reception Supervisor (JH)

	Topic
	Discussion
	Action

	Welcome and introductions
	MN opened meeting. Mark Faulkner Project Manager from ICB welcomed.


Mark gave a PowerPoint presentation on Digital First Primary Care GP Website Development Project 

The PowerPoint outlined the ways in which patients could contact the surgery ie website, telephone and visiting, discussed the various appointment slots we have. 

Discussion took place.
	

	Research Ready
	Informed PPG members that we are research ready with examples of topics we are working on.
	

	PPG job specification
	Discussed the need to recruit more PPG members. To agree the PPG specification and to attempt to fill the available roles i.e. Vice Chair, Secretary. 


PPG to agree the attached PPG roles specification. 
	

	Current Positions
	· MN requested to step down from Chair and to go into the Vice Chair position.
· AB put himself forward as Chair. MC mentioned that regular attendance would be required. AB said he is Disability Advisory Advocate for NHS and we have to be inclusive and offer Teams meeting as an additional way to attend as well as face to face

Agreed:
· AB is Chair
· MN is Vice Chair
· DM Secretary – RJ agreed to support DM and start the process in August at the next PPG meeting.

MN said the Liaison meetings have dropped off now Walsall Health Watch.
	

	National and Local Practice Survey
	National survey noted that only 98 patients responded – 505 surveys were sent out

Discussion took place at how we were comparing nationally and looked at our own patient online survey.

Issues noted were access and difficulty getting through on the telephone. Noted reception score highly

Agreed from the survey feedback that we would:
· Reintroduce the DNA policy
· Introducing the queuing system on the telephone
· Access
· MC said that we are in week 3 of accurex triage service
· We have recently employed 2 new clinicians
· We have additional GP trainees two who have just qualified 
· Additional PCN staff – MC explained 

MF said that it is considered a good response rate if receive 10% surveys back.
	 

	GPIP 
	We informed the PPG how we engaged on a 26 week programmed “General Practice Improvement Programme” (GPIP) – we looked at all areas ie staff wellbeing, frequency of attenders, DNA rate, audited telephone usage, queries we receive and signposting. Our Coach was involved in national audits and 30% of appointments can be avoided.

We also organised Care Navigation Training for our receptionists.
	

	AOB
	MC said that chest X-rays are now walk in at the Manor on the same date appointments have restarted for all other x-rays.
	

	Date and time of next meeting
	Thursday 15th August 2024 at 13:00
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Patient Participation Group Volunteer Members' Guidance on Roles and Responsibilities

Little London Surgery Patient Participation Group 



Patient / Carer representative



1. Role overview

The GP Practice strives to provide high quality care that meets the needs of its patients and carers. To help us do this effectively, we have a Patient Participation Group (PPG) that consists of patients and practice representatives who come together to discuss the work of the practice and identify any areas for improvement. 

Details of practice size, numbers of GPs and other staff can be found on the practice website 



 2. Role description  

Members are requested to attend and contribute to regular PPG meetings. These take place as a minimum twice a year. We aim to ensure that practice decisions are influenced by patients and carers and we want to enable them to participate in the work of the practice. 

[bookmark: _GoBack]Patient / carer representatives should:



· be a current patient or a carer of a patient who is registered with the practice; 

· approach the role with objectivity, tact and diplomacy, drawing on and using their own experience to inform discussions and decisions, in a manner that is mindful of the priorities and concerns of all patients; 

· work collaboratively with patients and the practice team; 

· be willing to voice opinions and contribute to discussions; 

· listen to and reflect the views of other patients and carers; 

· be able to attend meetings*; 

· Respect the codes of conduct of the PPG and the confidentiality of any patients or carers whose concerns may be discussed at meetings; 

· uphold the seven key 'Principles of Public Life' as summarized by Lord Nolan:

· Selflessness

· Integrity

· Objectivity

· Accountability

· Openness

· Honesty

· Leadership









Patient / carer representatives are encouraged to:



· talk to other patients and carers to pick up comments and concerns in the community, whilst respecting the confidentiality of any individual; 

· promote the work of the PPG, sharing feedback and knowledge gained with community networks; 

· set aside personal agendas (there are other avenues for discussing these) and try and be an objective, agenda-free expert who is representative of any other patients and carers, expressing their views openly and fairly even if you do not agree with them; 

· read agendas and papers in advance of meetings, making a note of any questions and/or comments; 

· attend and contribute to meetings and notify the practice as early as possible if attendance is impossible.

· act politely and in a constructive way at meetings, using objectivity and a balanced approach; 

· listen to and respect other members and their views and be aware of the Equality Act 2010 and the personal characteristics protected by the law.

· be proactive and positive patient ambassadors; 

· take advantage of any training and development opportunities provided by the Practice/NHS.

3. Practice responsibilities

The Practice has a responsibility under its GP contract to have a PPG, and should work with the PPG Chair to ensure that appropriate support is given and that each volunteer patient/carer representative:



· receives an appropriate 

· has the chance to meet the Chair of the PPG to discuss roles and responsibilities and any questions / concerns; 

· is introduced to all group members by the Chair at their first meeting and is provided with a list of the group members, by name and job title (where applicable); 

· is provided with paperwork for meetings at least one week beforehand;

· is invited to take up relevant training, support and personal development opportunities.



PPG Practice /Surgery Lead



The Practice/Surgery Lead is a key point of contact for PPG members. In addition to what has been outlined above, the Practice Lead’s responsibilities include: 

· co-ordinating and liaising with surgery staff, clinicians, Chair and patients (acting as a communication conduit); 

· assisting the Chair (i.e., maintaining a register of PPG members (independent of patient medical records, but within the practice), emailing (blind copied to members) minutes, agendas and information to patients via a generic dedicated surgery email address, and managing incoming emails in liaison with the Chair. This protects patient confidentiality whilst identifying and managing any communication that does not fall within the remit of the PPG.



The Practice Lead provides:



· administrative and practical support;

· materials, paper, photocopies, printing;

· a meeting venue where possible;

· access to training opportunities within the NHS/practice;

· access to peer mentoring support with another local PPG, subject to availability;

· access to any locally based PPG networks or umbrella groups;

· help to members in understanding the NHS and realising the potential of their role;

· a role in raising the profile of the PPG within the practice.



4. Other key roles



Other key roles, outlined below, should be occupied by members of the PPG who are registered in the practice but who are not members of surgery staff.



Chair/Vice Chair



Chair's duties concerning meetings include:



· preparing agendas in consultation with PPG members and the surgery (where appropriate);

· conducting meetings in a manner that enables everyone to have his or her say without over-running the time set aside for the meeting;

· steering the meeting through the agenda;

· summarising what has been said;

· moving to a vote if necessary

· ensuring minutes are recorded and action points carried out.



The qualities of a good Chair include:



· leadership;

· having the respect of members and the practice;

· having strong and active community links and networking; 

· assertiveness; 

· being concise; 

· attentiveness; 

· impartiality; 

· diplomacy; 

· active listening.











Secretary



The Secretary works alongside the Surgery Lead to help the Chair plan meetings and agendas and provides administrative support, including:

· ensuring that notices of meetings/agendas are drawn up and sent out in advance;

· Taking notes of meetings and distributing minutes with the assistance of the practice.



Qualities of a good Secretary include:



· keenness to do the job;

· being well organised and conscientious;

· tact and discretion;

· good IT Skills (desirable);

· Ability to communicate concisely and effectively.
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Digital First Primary Care
GP Website Development Project

By prioritising digital solutions, primary care can overcome geographical barriers, increase accessibility, and empower patients to take control of their health. 
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Black Country Integrated Care Board 

Sheila Gregory, Project Manager, 

Walsall Place, Digital First Programme











3 ways to get in touch with your GP surgery



Black Country Integrated Care Board 
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So, What’s The Problem?



Black Country Integrated Care Board 
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Well, for starters…
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Black Country Integrated Care Board 

The 8am rush

Getting through and still having to wait on the line

No appointments left by the time you speak to someone and being told to call the next day

You’re not sure its urgent but you want to speak to someone before the routine appt of 4 weeks away

















So, what’s the solution?
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Black Country Integrated Care Board 











Technology supports better ways of working…enables balance





Black Country Integrated Care Board 
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More and more people use internet & smart devices





Free’s up (traditional) access for those who do not or cannot use more modern technology

















Its about changing the balance 




Black Country Integrated Care Board 
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Black Country Integrated Care Board 

Improving GP Practice websites 





is one of the tools to manage access – shifting balance





This Photo by Unknown Author is licensed under CC BY-SA











10

Black Country Integrated Care Board 
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Black Country Integrated Care Board 

New GP websites are in line with NHS England’s criteria and design standards – NHS look and feel
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Black Country Integrated Care Board 
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Easy to find health information & sign posting in one place from one click of a button











 













14
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Online request form to ask 

Routine appointment

Cancel appointments

Medical & admin query













GP Website Development - Benefits
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Black Country Integrated Care Board 











Administrative burden will be better balanced





Effective signposting for patients





Improve patient satisfaction & experience





Improve access for patients with disabilities





Empower patients to manage their health & care  





Legally compliant website



















Patient Feedback
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“very well implemented with Appointments, Prescriptions, Opening Times and NHS 111 all on the main page”











“Extremely well implemented”





“This is much more user friendly”



“Better than previous website, clear, easy to use and informative”



“whoever has designed the website has done a fantastic job”
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Black Country Integrated Care Board 

Questions?













What is Digital First Primary Care?

It’s a programme of work to support the transformation of primary care by promoting the implementation and development of digital tools within general practice to help both patient and practices

We are delivering 2 projects: - 

Improving GP websites to be user friendly and accessible to patients to contact their GP online and effective sign posting to healthcare professionals & services

Supporting practices with making digital transformation improvements, that improves patient access for their patients

18

Black Country Integrated Care Board 









This 5 year programme of work was mandated by NHSE as a national programme starting in 2019, but Covid got in the way and delayed delivery which only commenced early 23, recruiting a small team in Oct 22.



Our main objective is to improve the digital front door to GP practices, so that patients can access their GP services more effective and more efficiently.



2 projects
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Promotional Material
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Black Country Integrated Care Board 







Campaign resources on Department of Health & Social Care website

Black Country ICB promotional material
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Opening Hours
The surgery is open from: 8.00am to 6.30pm Monday to Friday
We sub-contract to South 1 PCN extended access between the hours of 1.00pm to 4.00pm.

Extended hours surgery operates on a Saturday. These are intended to cater for patients who are unable to attend surgery during
normal working hours.

Evenings and Weekends

A range of appointments is available on evenings and at weekends.

Additional appointments will be available 6.30pm to 8.00pm Monday to Friday, and 9.00am to 5.00pm on Saturdays for all patients.
You may be offered an appointment at your GP surgery or another location nearby.

This may be a:

« aface to face appointment
« atelephone consultation a video consultation

To book an appointment, please call Little London Surgery

Once you have booked an appointment, please ensure you attend. If it is no longer required please cancel it.

Out Of Hours and Emergencies

For emergency visits ring the surgery on 01922 628280 or 01922 622898
For life threatening emergencies ring 999

For urgent advice ring 111 (24 hours)

When the surgery is closed please call NHS 111

Walk in centres (no appointment required) are available at Manor hospital (enter via ASE).

Your local pharmacy may be able to help

You may not always need to see a doctor or get a prescription. Local pharmacies offer many of the same services local GPs do.

Your local pharmacy can provide confidential, expert advice and treatment for a range of minor illnesses. They have private
consultation rooms and you don‘t need to make an appointment.

And. if symptoms sugagest it's something more serious, pharmacists have the right training to make sure patients get the help they
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Welcome To Little London Surgery

A heartfelt message to all of our patients

Unfortunately, we are seeing an increase in unacceptable behaviour from our patients, which will ultimately result in driving staff
away from the practice and will only make the services we provide harder to deliver.
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Health Information
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Self Care Information
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Medical problem

@ Make it clear if you are filling this in on behalf of someone else.

Describe the medical problem
e.g. Sore throat with a dry cough.

Type response here

500 characters remaining
+ Attach a photo (optional)
How long has this been going on for?
e.g. It has been going on for over a week.
Type response here
500 characters remaining

Is this problem getting better or worse? Have you tried anything?
e.g. Itis getting worse and | have taken paracetamol

Type response here

500 characters remaining

Is there anything else you want to tell us? (optional)






image18.png

Contact us about your request

A This will be read by a member of the team within 2 working days. If
your request is for a repeat prescription, your medication should be
with your pharmacy within 2 working days barring any issues. If your
request is for a sick note extension, you should receive your new sick
note by text message within 1 working day barring any issues. If there
are any problems with your request the surgery will contact you.

If you need more urgent help, call your GP. If your GP practice is closed,
visit NHS 111 online ¢ or call 111. In an emergency call 999 ¢3
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Choose the option that's right for you to tell us
what's going on, then we'll get back to you with

the help you need.
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Getting.in touch with
justgat easier

Use our online form to access
the right care for you.

As well as calling or visiting the surgery,
did you know that you can also get in touch
with us by using an online form on our website?

It's convenient, secure and could save you time.

Talk to us today to find out more.

Your
health
LY Help us

help you
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Our new practice

website is now live!

As well as calling or visiting the surgery, you can
also get in touch with us by using an online form
on our new website.

It's convenient, secure and could save you time.
To find out more go to: www.portlandmedical.co.uk

or scan here
EERE
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