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GREAT NORTH MEDICAL GROUP

PATIENT FORUM MEETING MINUTES
TUESDAY 13th JULY 2021
Attendees:
	Barbara Matthewman
	Patient Forum Chair

	Sue Bushell
	Business Manager

	Diana Foster
	Patient Representative

	Michael Hague
	Patient Representative

	Ann Hague
	Patient Representative

	Steven Lyons
	Patient Representative

	Linda Mitchell
	Patient Representative

	Ian Mitchell
	Patient Representative

	Georgina Newnham
	Patient Representative

	Brian Rawson
	Patient Representative

	Yvonne Rawson
	Patient Representative


Apologies: 
Jayne Briggs - Patient Representative
Ann Brown - Patient Representative
Mary Bieris - Patient Representative
Frank Bryan - Patient Representative 
Thomas Crehan - Patient Representative
Roy Dean - Patient Representative Ann Hague
John Hynes - Patient Representative
Moravian Muscroft - Patient Representative
Linda Pinder - Patient Representative
Margaret Sutcliff - Patient Representative
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	Item
	
	

	Minutes of the last meeting.
	These were all believed to be a true record. 
	

	Introduction
	Welcome 

	

	Patient Forum  Venue

	This month Patient Forum Meeting was held via video link due to the current social distancing regulations set by the government for Corona Virus
	

	Guest Speaker


	Sue Bushell (Business Manager)                                          
                                                     
	

	Doncaster Wide Network Patient Forum Meetings

	Steve Lyons and Diana Foster attend the Wider Doncaster network forum meetings, they are held on the fourth Friday of the month. 
Feedback from the Health Watch Meeting                                               
Held by video link 
Feedback at the next Patient Forum Meeting
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	Corona Virus Vaccination Programme Update
	Where are we now?

· We are currently inviting patients Aged 18 years and above
· Letters have been sent to patients that we have been unable to contact
· Patients due for their 2nd vaccines have been invited
· The Roving team continue to revisit patients due their second vaccine
The practice figures currently stand at:

1st dose given   10,987 = 84% of the practice population
2nd dose given     9.412
184 patients have declined the vaccination

As it stands, we have 1,123 vaccines left to give
We are urging patients to please inform their GP practice if they have changed their contact details.
The practice will continue to update the Facebook page with new information
Patients that don’t have access to a smart phone can telephone 119 for a copy of their covid vaccination status           
Steve Lyons has written to MPs to request vaccinations for University students

                                                                                                        
	

	Flu
Vaccination
	We have been advised by Doncaster CCG to hold off with the flu vaccine planning. Update at the next meeting                                                       
                                  
	

	Staff Updates

	Practice Pharmacist to be discussed at the next meeting


	

	Capitation Report


	The forum has asked how many patients are registered at the practice.

At the time of the meeting there are 16.620 registered Patients registered.
The group are very concerned about the high population of new housing being developed within our practice boundary.  Linda Mitchell joined a seminar meeting
and did state that no one was prepared to listen to views and the development 
has been approved

                                                              
	

	Face Masks
	The practice will continue to ask patients that attend the practice to wear face coverings, this is to help protect both staff and patients
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	Waiting times for telephone calls 
	This issue was discussed at the last meeting and unfortunately the situation hasn’t changed.  I apologise on behalf of the practice for any inconvenience that has been caused
It is very apparent that the telephone lines are extremely busy at the moment and the waiting time for calls to be answered is increasing.  The Care Coordinators have said that a large number of calls are for advice about the Covid Vaccine, booking an appointment for a vaccine and possible symptoms of Corona virus we will continue to monitor this closely and keep you in touch with the findings
Sue Bushell has had a meeting with the telephone provider and the findings are below:

March 2021
9,828 calls were answered by the practice

773 calls were abandoned by patients

A total of 607,000 calls were made 

May 2021 
9,548 calls were answered by the practice

4,140 calls were abandoned by patients

A total of 209,000 calls were made 

July 2021
3,209 calls were answered by the practice

965 calls were abandoned by patients

After audit the telephone provider have said that there were 59,234 calls made to the practice in the last 3 months and that the system cannot cope with the demand.

Sue has asked for prices for a transfer to another line for example prescription queries press 1, this would also be dependent on having the staff to manage the calls, she is also looking into the message facility and will speak to other practice managers to see how they utilise the service

Update at the next meeting
   
	

	Appointments
	The forum has suggested having some telephone triage calls added to the on- line booking system

Outcome:

The doctors have agreed to a trial period and the appointments have been added.
Pre-bookable appointments have also been added to the system for a trial period
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	Changes to Services at the Practice
	1. The Health Care assistant will no longer be seeing patients for Pre Chronic Disease Management reviews (only blood tests)

2. The Practice Nurse appointments are back to normal

3. Patients that have well controlled Asthma have the option of a telephone consultation

4. Blood test appointments at Woodlands will now be pre-bookable

5. Prescriptions:

The Prescription clerks will be putting messages on patient’s prescriptions informing them when a review is due


	

	Suggestions from the group


	1. A GP to attend the meetings
2. Message facility


	

	Audit of Work
	The practice will display an audit of work performed between July 2020 – July 2021

This will include:

1. GP consultations which currently stands at 46,954

2. Nurse/HCA Appointments which currently stands at 19,769

3. Calls taken by the reception

4. GP home visits

5. Practice Physiotherapy Appointments

6. Practice Pharmacy Appointments

Once completed the results will be displayed in the waiting rooms of both 

Practices


	

	Future Meetings
	The practice continues to encourage the group to take suggestions forward for discussion and where possible changes can be implemented, could we please ask

That all personal issues are taken forward in line with practice protocols and procedures.

Thank You



	

	Admin staff 

	We are currently receiving a very high volume of aggressive calls from patients and whilst we agree that patients are very frustrated at the moment, we feel that this is not acceptable behaviour.  We have had 4 staff leave in the last month because they simply have had enough this has left the practice very short staffed and we are struggling to recruit.

The forum has made suggestions:

1. Send a letter advising they will be removed from the practice

2. Zero tolerance and remove from the list
3. Implement sanctions for abusive patients

4. Dr Niki to put a message on the telephone message

5. Listen to calls to see how the call was handled by the Care Coordinator

Feedback at the next meeting
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	Dietician Service


	Doncaster North Primary Care Network is now offering a First Contact Practitioner Dietician Service led by Natalie Wilson who is currently based at the Lakeside Practice

Natalie’s role is to assess and support patients lose weight as per the service’s inclusion criteria.  She will also be able to refer patients to Tier 3 weight management service at BDTH if the patient would like to consider bariatric surgery.  She will offer video, telephone and face to face consultations.  

Natalie is not a prescriber bur she will be able to offer advice on simple medication and can liaise with a practice prescriber if necessary.

The patient will ring the practice and the Care Navigator will book them into the FCP Dietician service.  The call has to be related to weight management


	

	Upcoming Community Events
	1. Wellbeing workshops with IAPT

       Monday to Friday 1:00pm - 3:00pm


	

	Next Meeting
	The next meeting will be held Wednesday 18thAugust 21 @ 2:00pm as requested
and will be by zoom video link
On behalf of the GP’s, Management and Practice Staff we thank you for your continued support
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