[image: image1.png]


[image: image2.png]se Health
with great care





THAMESMEAD HEALTH CENTRE PPG
PPG Meeting Minutes – 27th July 2023

Attendees: 

Dr Norris, 

Dr Yinka, 

Georgette N, 

John P, 

Bethany C, 

Heakli D, 

M. Forrest, 

Gezim G, 

Josefina R, 

Barbara R, 

Lia, 

Razib, 

Ore 

Practice Staffing: Georgette
· Historic issues with clinical and non-clinical staffing hence heavily relying on locums. Happy to announce since the start of the year, we have hired a Regional Medical Director and a Lead GP.

· We are in the process of on-boarding two new salaried GPs to start within a couple of months

· We have increased our workforce as well in reception/administration. Now fully staffed. 

· In addition we have on-boarded a new PCN Mental Health Nurse, PCN Physiotherapist, GP Assistant and recently a PCN Paramedic. Clinical workforce in the practice is growing to support with demand.

New Appointment System – Georgette, Dr Norris & Dr Yinka
· New Triage system led by the lead GPs and management.

· The system is mainly for patient requesting for GP appointment on the day as advance booking can be requested as usual.

· The system will endeavour that patient are being seen by the right clinician in the right appointment.
Renovation/development of the practice – Georgette & Dr Norris
· Currently drawing up plans to increase utilisation of practice space which would enhance our patient access. What some of the plans include:

1. Utilising the space near the entrance as a storage room for medical notes.
2. Additional reception counter in waiting area between two entrances to the corridor.

3. Converting baby changing room into a clinical room

4. Creating an additional clinical room between room 5 and 6. Long term solution.

· We have identify some health and safety risks such as the flooring in reception area which needs stripping and relaying due to deterioration in some areas. Room 2 door frequently jamming and patient toilet next to room 4, tissue cover broken exposing the tissue completely. Our facilities team is addressing these issues/risks to resolve.

· We will be doing a tidy up of our practice posters across whole premises to ensure they are all relevant.

Patient Survey - Georgette
· NHS GP Patient Survey, 59% of patient found their overall experience with the practice as good. 

· 3 areas of concern from the survey that we are addressing to improve are: 

1. Good Overall experience of making an appointment was 41% – What we are doing to improve this: 

(i) Upskilling our receptionist in customer service. 

(ii) Reception are not allowed to say ‘Call back tomorrow for an appointment’. We always have to offer a pathway for patients.

(iii) Changing our appointment system to a triage system.  

2. Easy to get through to the GP by phone was 40% - What we are doing to improve this: 

(i) Increased our reception workforce to answer calls, especially 8am rush. 

(ii) Patients offered a call back option on the telephones. 

(iii) Call queue monitor in reception. Easy to see incoming call status for all receptionist.  

3. Satisfied with the general practice appointment times available was 50%. What we are doing to improve this: 

(i) We are offering patients advanced appointments if on the day availability is not suitable.

(ii) We also offer extended hours appointments with Greenwich hub during the week and weekends 

PCN Updates – Dr Yinka
· Increased extended hours to finish 9pm instead of 8pm during the week Mon/Wed and Fri.

· Recruited PCN Mental Health Nurse, Physio and GPA in the last 3 months supporting the workforce of the practice. 

· Currently working on Capacity Access Plans to improve appointments 

· Work done around early cancer diagnosis – increasing PSA testing in the greenwich borough 

PPG members review

· Overall extremely pleased with the practice. They are aware that there is only so much the doctors can do.

· Requesting for more personal relationship with allocated doctors if possible.

· Receptionist team are great.

· Stronger improvement needed on Dr IQ to alleviate stress on receptionist.

· New appointment system looks very promising.

· Patient with the explanation given by Dr CN regarding the approach which the lead GPs are adapting in treating patients- more investigative approach so they can treat the patient properly.

· GN – We promised to have these PPG meetings every 2 months.

· Patient 1 – I think quarterly would work better.

· GN – Perfect! Going forward we will hold these PPG meetings quarterly.

· Patient 2 – The practice use to have a pharmacist call all the time, and discuss all your meds, your conditions etc now this has stopped.

· GN – We used to have the pharmacist based on site Monday to Friday, we are looking to bring someone in soon. 

· Patient 3 – to be honest they didn’t really notice that there no permanent doctors for a short while. Well done.



