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Minutes
Patient Participation Group Meeting
16.05.24
Chair: Debbie Bodhanya- Managing Partner
Emily-Jade Wright- Reception Manager
	Agenda Item
	
	Action

	1.
	Welcome and Introductions
	

	
	Introduced Debbie Bodhanya as the Managing Partner and Emily Wright as the Front of House Manager.
The Limes Medical Centre (LMC) has a virtual Patient Participation Group (PPG) of 550 people and send out messages and invites periodically.
The practice is now looking to also include face to face participation with different members of the PPG. 
The practise aims to hold a meeting once a quarter, rotating the member of the PPG that attend to get new views and input from members that wish to engage. This could have a patient chair- this will be discussed at the next meeting.
	

	2.
	Purpose of Meeting
	

	
	The face-to-face meetings are to engage with the PPG and be open to new ideas and feedback; and to discuss positive as well as constructive feedback. 
	

	3.
	Updating Terms of Reference
	

	
	Most PPGs have their own Terms of Reference to help clearly outline the aims and expectations of the PPG. These are attached for review. Feedback is welcome
	

	4.
	Challenges of General Practice
	

	
	The Limes has approximately 65 staff that covers 4 sites- Epping, Waltham Abbey and our smaller sites. 
Since the introduction of the Primary Care network (PCN), the number of Clinical staff has increased. In addition to our GPs and Nurses, we also have a large Clinical Pharmacist team, 2 Social Prescriber, 2 First Contact Practitioners (FCPs), a Health and Wellbeing Coach and 2 Community Paramedics that work across the 6 practices in our PCN. The Limes also has an emergency Care Practitioner that carries out home visits just for the surgery. 
The Community team also supply a Rapid Intervention Service (RIS) for home visits in the community. 
We have approximately 19,000 patients (including 9 care homes) on our books currently- this number has not changed very much over the years. We supported staff and patients throughout the very stressful time of the Covid pandemic. The care homes create a significant workload each week, including home visits, weekly MDT meetings and virtual rounds. 
One of the challenges faced by General Practice is the growing demand for services.
Our Front of House team are trained to ‘Signpost’ patients to the most appropriate service or clinician and therefore patients are asked when they call or come to the front desk for ‘A brief idea of the problem’. These details are documents prior to being signposted.
Demand for appointments has increased nationally post pandemic. 
The Limes offers both an acute care team that deals with on the day clinical concerns as well as routine appointments. 
The British Medical Association (BMA) recommend our clinical timetable meaning that we can reach capacity for on the day bookings. However, each query is triaged, and the routine concerns can be booked up to 2 weeks in advance with a GP or 3- 4 weeks in advance with our nurses, CPs, HCAs etc. 
Appointments are booked based on 1 query per appointment. We have kept to 15-minute appointments.
We have a dedicated test results line open in the afternoon for patients to call to check if results are back. Our results inbox is connected to the hospital pathology inbox, and we receive roughly 200 results per day. These are filed by the clinical team and the patients are contacted accordingly (vi a text or phone call).  
The surgery was heavily involved in the rollout of the COVID-19 vaccinations from 2020 onwards, first operating out of St Margarets Hospital and then moving over to our surgeries. Each booster campaign has a smaller cohort that we must abide by.
	

	5.
	Hard to reach groups in the community
	

	
	The surgery is working hard to engage and support our hard- to- reach patient groups.
Our hard-to-reach groups have been identified as
· Boating community
· Veterans
· Carers
· Deaf community (we offer interpreter services)
· Blind community
· Homeless
· Asylum seekers and refugees (we offer translator services)
	

	6.
	IT and Online Tools
	

	
	NHS APP
We are only able to input data (such as consultations or results) that we have Clinical Governance for. If the hospital request tests, then this information is not always visible as we do not hold Clinical Governance- it is with the requester. 
When we receive hospital letters, our processes ensure that the correspondence is scanned on to a patient notes and assigned according to whether any action is required. 
E- Consults 
The surgery uses the e- consult service (found on our website) that allows patients to answer a set of questions about their concerns. This is then passed through to the surgery and triaged by the clinical team. Some surgeries are only using e-consult as means of appointment booking. We have decided not to take this approach as we would like to continue contact with patients.  
IT Sessions
The Front of House Manager runs IT sessions for any patients that wish to have help setting up their Online Services and NHS App. Patients can ask at the front reception for assistance with this. 
	

	7.
	Open Plenary Session
	

	
	There is a long wait for blood test appointments
The booking for blood test appointments can either be done online via Swift Queue or by calling the hospital.
We have raised the concern over the long wait for blood test appointments
Will the new Diagnostic centre help with the workload? 
This will depend on the staffing and the building of the new site. Having this in Epping will be helpful to residents as it is not always easy trying to get to PAH in Harlow. 
What can we do about further appointments in the evenings or for those that cannot always get to the surgery in the daytime?
Stellar Healthcare offer Saturday appointments for those that are not able to come to the surgery in the weekdays. We are not funded for additional hours currently. 
Feedback for the staff
Thanks to the reception staff and clinicians for hard work and continued care.
What is being done to combat wasted appointments (those that are not attended)?
Our ‘Did Not Attend’ (DNA) rate is significantly lower than the national average. We do not have recourse for not attending appointments. 
The phone lines in the morning are always very busy- what can be done to help people get through for on the day queries?
The phone lines are open from 08:30-13:00 and 14:00-17:30 Monday to Friday. If a query is routine, it is advised to call later in the day rather than at the start of the day. We introduced the ‘call back’ option but pressing number 8 and this has had lots of good feedback. 
Use the e-consult service for more routine queries if you’re not able to call. 
Patients that are eligible for flu jabs/smears/shingles/health checks can also book online as they are sent invites via text to book in.  
	

	8.
	Any other Business (AOB)
	

	
	Will we publish set open hours for our branch sites on our website?
Theydon Bois and North Weald are branch surgeries and are not necessary, however we are committed to providing services to the communities. The services in Theydon Bois are open most days and the services there have been quadrupled. Waltham Abbey always a GP and a Nurse or HCA or Clinical Pharmacist.
Can we have a list of which GP is at the branches on the website?
Our clinical team rotate throughout each site to provide services where they are needed. 
Would the surgery ever close their books to new patients given the increase of housing in Epping and the surrounding area?
Our current population is stable and does not fluctuate very much. We can apply to close our books but that will give a very negative view of the surgery. There would be lots of inspections and investigations if we were to do this. We combat the growing population with strict boundaries for new patients. We cover CM16 post code and the EN9 post code in Waltham Abbey. When patients move, if they are out of area, they are asked to register at a local practise. 
	

	
	Next meeting date: To be Confirmed
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