Audley Mills User Group

Minutes of Meeting 28 February 2007
Those present - Dr Alan Kerry, Steve Doherty, Brian Dawbarn, Pauline Dunmore, Barbara Dunmore, George Dunmore, Kenneth Turbutt, Sydney Smith, Sidney Painter, Sylvia Kersey, Brian Kersey.

1. Results of GPAQ survey - all measures have improved except satisfaction with phoning through to practice.  However, satisfaction with phoning through to Doctor for advice has improved.  Still fall short of benchmark – room for further improvement.  See attached sheet for summary of results and improvement.
Action in the last 12 months:

· In the previous year we have undertaken staff training for receptionists, focusing on manner and attitude in dealing with callers.

· We have adopted a communications strategy involving redesigning our website, starting regular newsletters and holding these public meetings.  The feedback has been very positive but we need to ensure more people are aware of the website in particular.
2. Recurring themes / problems

a. Telephones

i. Getting through to make appointments

ii. Speak to somebody

iii. 'Premium rate' line (it isn't but 'free local calls' don't apply

iv. More people to answer the phone in the mornings

b. Choice of Doctor

c. Convenient appointment times (evenings, mornings)

d. E-Communication

e. Text number - for late cancellations only?

f. Receptionist attitudes - some, some of the time

g. Some Drs attitudes

h. Waiting times - inform patients if they are likely to have to wait >15mins? >30mins?

i. Some people are still unclear how to use the appointment booking system / telephone system

j. Loss of on-site phlebotomy service

k. More access to self-help information

3. Specific Outcomes (Action Plan) AMUG to hold us to this, review progress in 6 months but some of this represents a 2 year plan

a. Prepare an A4 guide to using the appointment booking / Telephone system (and use posters, newsletter, website again) - also to include information about other appropriate sources of health advice (pharmacist etc) (AK to lead)
b. Improve contactability

i. 4th person on phones in morning (SD to lead)
ii. Text number for people to use if they need to cancel an appointment (ST to lead)
iii. Email - begin by inviting 'generic' queries, NOT directed to a particular doctor, must be happy for email reply (confidentiality issues), NON-urgent queries only (questions@audleymills.co.uk) (AK / CL  to lead)
c. Explore ways to inform patients if they are likely to have a long wait (SF to lead)
d. Specific user group to look into further? (CH and LS to lead)
i. Family Planning - uncertain what services are available?

ii. Anticoagulant patients - warfarin monitoring?

iii. Alzheimers patients and carers?

Drs Horner and Saville will lead on Family Planning (audit)

4. Date of next meeting- AMUG to arrange to meet in 3 months, we will meet with them again on 26th September 2007


The following day we discussed these outcomes at our practice educational meeting.  We decided:

· Action plan agreed as above

· Other sources of health information - we still have a wide range of health. information leaflets available at Audley Mills Pharmacy (which used to be the Real Health Shop).  NHS direct online is linked from our website.  We will seek to publicise these sources more.

· Lead people for the outcomes have been agreed as above

· The patient group we will focus on improving services for is 'Family Planning'.  We may also look at Carers for Alzheimer's patients.

· The 'User Group' that met last night is not representative of Young People - we would be happy for the group themselves to seek to rectify this, by networking or perhaps by inviting alternative members.  Maximum group size not to exceed 10?

