RESULTS OF GREAT LUMLEY SURGERY 
2012/2013
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HOW SATISFIED WERE YOU WITH YOUR LAST APPOINTMENT WITH A DOCTOR

	
	Very satisfied
	Neither or
	Very dissatisfied

	Allowed enough time
	275
	16
	1

	Asked about symptoms
	271
	14
	0

	Listened
	276
	11
	0

	Explained about tests and treatments
	271
	14
	2

	Involved you in decisions
	269
	15
	1

	Treat you with care and respect
	280
	6
	1

	Took problems seriously
	244
	10
	1

	Instilled trust and confidence
	272
	13
	1

	Privacy of consultation
	277
	9
	1
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PLEASE RATE YOUR LAST APPOINTMENT WITH A NURSE AT THE SURGERY
	
	Very satisfied
	Neither or
	Very dissatisfied

	Allowed enough time
	266
	25
	0

	Asked about symptoms
	250
	35
	0

	Listened
	269
	27
	1

	Explained about tests and treatments
	257
	33
	2

	Involved you in decisions
	249
	34
	2

	Treat you with care and respect
	242
	24
	1

	Took problems seriously
	263
	22
	2

	Instilled trust and confidence
	261
	26
	1

	Privacy of consultation
	265
	17
	2


HOW SATISFIED ARE YOU WITH OTHER CLINICS WE OFFER

	
	Very satisfied
	Neither or
	Very dissatisfied
	Not applicable

	Asthma 
	38
	4
	0
	227

	Baby Clinic
	8
	2
	0
	256

	BP 
	55
	6
	0
	212

	Diabetic
	28
	4
	0
	252

	IHD
	18
	1
	0
	255

	Midwife
	1
	1
	0
	272

	Podiatry
	17
	3
	5
	253

	Physio
	11
	6
	2
	252

	Cryo 
	4
	1
	1
	261

	Dietician
	8
	2
	0
	256

	NHS Health Checks
	48
	7
	1
	207
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ABOUT THE BUILDING
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ABOUT YOU & THE SURVEYS THAT WERE RETURNED
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THE DOCTORS AND STAFF WOULD LIKE TO THANK ALL PATIENTS WHO PARTICIPATED IN THIS SURVEY

LUMLEY SURGERY SURVEY 2013 PATIENT COMMENTS

QUESTION 1

Booking an appointment, if long term VERY EASY if 1-2-or so ahead, NOT POSSIBLE

Can’t usually arrange future appointments although not tried in a while

Hearing problems – telephone very difficult

Sometimes wrong tablets have been ordered (those with similar name)

Unable to book an appointment one week in advance. Was advised to ring at 8am on day of required appointment. (this was for a specific doctor)

Can never get an appointment when needed. Always say you can’t book an appointment for the next day but you can book one for a week later or so, how does that work?

One time my test was said to be clear but on seeing the doctor was told different but I realise a new computer system had been installed

When I have tried to book ahead I have always been told to book on the morning of the day I require to see the doctor.

Tried on 3 occasions to book appointments in the future due to work, each time I was told to ring back on the day.

This only happens at very busy times (very early morning)

Once or twice I have phoned and the phone was not answered so I had to call back

Can’t get appointment to fit around work and can’t pre-book

Had no feed back from ultrasound test completed on 10th May 2012 at University Hospital Durham or bone mineral scan completed on 5th July 2012 at Queen Elizabeth

Phone constantly engaged at 8am for at least 10 mins

Having to ring up on a morning to get an appointment

I am always advised to call on the day at 0800

A great proportion of pre-bookable appointments should be available

At 8am I have rang as many as 14 times constantly getting engaged signal before getting through. Very frustrating, I realise it is through volume of calls but it doesn't help. Haven’t managed to book one in the future.

Despite phoning early often no free appointments. Also phoned once left repeat prescription request - but it got 'lost' and had to ask again 2 days later

All medication used to be printed on the px, this no longer happens and we now have to write the name of the required medication on the deposited prescription instead of merely ticking it. This change also affects records of medication and lists for hospitals

Not always possible to book an appointment with a specific doctor in advance

Trying to book an appointment on phone at 8am is becoming more difficult

May have to phone five or six times

Never any future appointments available when requested always asked to call back on that morning even weeks in advance

Lost my results

Difficult to get through first thing on morning – if you want to see a particular doctor you sometimes have to wait longer than you would like

At 8am it often takes 10 minutes to get through – repeatedly engaged, very difficult to get appointment after 8 as usually booked by then

Never been able to make appointment over next few days

Don’t like being put on hold as it costs money

OPENING TIMES

Should be at least 1 late night opening until 7pm for people who work, in addition to the Saturday opening

Before 8am x 1

Lunch time x 2

After 6pm x 6

Extended weekend x 5

OTHER CLINICS

would like to see a Well Man clinic as we are always being told that we must do self checks and take more care of our health and I would like to see men with prostrate problems have regular check ups

None

Menopause clinic/support group

Although I don’t go to any specific clinic, I’m satisfied with my treatment and general appointments with practice nurses

A yearly mot check up for over 50's

Heart function tests for 65yr+

A well being clinic would help may patients

I wasn’t aware these services existed apart from dietician

Alternative therapy advice

Counselling service – very satisfied

RECEPTION SERVICES
Girls very helpful
Have seen an improvement during the last few months

Although 'bodies' change, in general Great service

I find the receptionist most helpful and friendly

The staff are very friendly and nothing is a bother

Generally staff at reception are friendly and approachable. They are very accommodating when possible. They try their best but unfortunately they can’t conjure more late appointments when all have been taken.

All the girls on the desk are lovely, love having a little chat with them! Very kind and polite.

Attitudes & helpfulness can vary quite a lot on reception. Sometimes felt lack of awareness towards stresses of “long term” illness when trying to sort things out

When reception is busy with people coming in privacy is compromised. If the couple of seats were not at the door way/reception desk it may be better, but I don't know how this would affect the amount of seating you require.

Getting to know their names and them to know mine so that there is more of a feeling of friendliness especially when there is an occasion to use the telephone.

Because of having to have a special Blood Test I had to spend 2hours sitting in waiting room and was very pleased to witness the Reception staff especially the young lady answering the incoming calls. It was a particularly bad morning for her as there were 2 doctors and 1 nurse away on sick leave and the way she handled having to tell patients of the situation regarding appointments was very impressive. I did make Helen aware of my experience and was very pleased to do so.

I cannot fault the reception service and consider them the cornerstone of a successful service.

All the receptionists welcome all patients with a smile and they are all very polite hard working girls

Usually very good - occasional hiccup

We are fortunate to have such a good set of reception staff.

This cannot be avoided at busy times

As per a previous comment the telephone is not always answered

Phones are answered as soon as possible and any same day appointments are made if any available, if none, the next available one with a preferred Doctor is made.

It would be helpful if receptionists wore name badge. Then patients could put a name to the face.

Having contact with people who live in different areas I know we have an amazing GP surgery. I am extremely pleased with aspects of the services provided by my GP Surgery and the people who work there.Dr Manjooran is an absolute and the Staff at the Surgery do a fabulous job. Others may and would learn a lot from the level of service the surgery provides. The ladies that work on reception are extremely helpful and professional. I know we are fortunate to have the GP's and Staff we have. Thank you to all concerned.

I have never tried to contact reception via the telephone.

I think that a telephone service on Saturday morning would be useful.

Sometimes feels like it’s a chore for some receptionists (not all) a little more customer service please.

Staffs are always polite, helpful and provide an excellent service. I have no complaints.

I am very impressed by the new young people in place, they are extremely helpful.

Absolutely Fab
I WOULD PREFER NOT TO RECEIVE PHONE CALL FROM RECEPTIONIST ASKING TO MAKE APPOINTMENT TO SEE DOCTOR ALTHOUGH NOT URGENT. THIS IS OK IF A TELEPHONE APPOINTMENT IS AVAILABLE SAME DAY BUT CAUSES WORRY IF APPOINTMENT IS NOT AVAILABLE FOR SEVERAL DAYS.

Two new receptionist I believe are still in learning phase and not as outstanding as experienced staff. Joan is excellent – nothing is too much trouble. I like knowing who new staff are 

NEWSLETTER ITEMS
I’m quite satisfied as the newsletter keeps me up to date with any new doctors & also gives me an insight into their lives, family & interests out of surgery hours so they don’t seem like strangers when we see them

Yes it keeps me up to date with whats going on in and around the surgery
Details of missed appointments given

Not seen one, didn’t know about them

Quite happy as it is

Information on the activity of the patient reference group

Info useful – no improvement necessary

Everything you read is interesting love reading it while waiting for my appointment as am always early

Health tips. I.e. for winter good sources of vitamin D and C. Summer - what protection factor sun cream to use and keep children covered especially heads. Hayfever prevention - spoonful of LOCAL honey daily and probiotic yoghurt daily throughout the year. It does work and is cheaper and more natural than all the medicines prescribed or sold over the counter.

I AM SATISFIED WITH THE NEWSLETTER IN ITS PRESENT FORM

Continuation of the pieces giving a sketch of the life of the new registrars, doctors, nurses etc. is good.

Not sure but will think about it and use suggestion box!!

I think it is very informative as it is

N/A

The Newsletter already seems to cover all newsy bits happening at surgery.

NHS changes. Care for elderly. Access for disadvantaged groups

Ok as it is

Never received a newsletter

Advice & guidance on preventative actions to improve health a topic per newsletter

REGARDING THE BUILDING

Building is very clean and tidy, very modern & up to date
Heavy doors

Hard during winter!

One small point – light & diffusers in waiting area require attention

We have always been happy with the cleanliness of the building

Its so accessible

Access for wheelchairs and disabled not very good because of double doors

for people using wheel chairs (power chairs) there are no drop curbs to the car park, one has to drive to the car park entrance where there is a badly maintained drop, not good situation when its raining

One thing that could be done... put a sign up to say that’s the doctors as people who don’t know where it is won’t find it as its very discreet.

Access not terribly easy for disabled and mothers with pushchairs etc.

Wheelchair users - awkward to get in alone and slight "lip" on entry does not help. In a perfect world a flat surface and automatic doors would be very helpful!!

Use powered wheelchair and usually require assistance with doors.

Sometimes difficult to get past patients waiting at reception and pushchairs and prams at the vestibule

But do you have to have music / radio on???

Only a struggle on baby clinic days

I am confined to a wheelchair and find it awkward negotiating the door and small step together, this, however, is a minor problem as there is usually someone willing to help.

I’ve out not very because of the toilet area which is at times dusty and in the afternoon smelly – water on the floor from the sink. I think it is possible unhygienic otherwise I have noticed nothing. The door at the entrance is very heavy to open, difficult for the infirm and mothers with children, wheelchairs

SERVICES
The surgery is becoming increasingly busy; as this happens we hope that getting late appointments will not become a problem especially when it can be tricky getting through on the phone first thing in the morning. We are also unsure of the 48hours wait for repeat prescription as this could be a detriment to some patients.

Honestly by continuing to do what you do very well and always leaving the door open to suggestions/feedback and not being afraid to be innovative. The surgery provides a high standard that is not easily maintained and even that is a challenge.

Although not unhappy and not usually needed on a Saturday morning, repeat prescriptions can’t be filled as the chemist doesn’t open at all on a Saturday

Don’t like having to ring on the day to arrange appointments with GP, the NHS assumes every patient will not show to appointments made in advance, this should be changed, particularly to patients who have busy lifestyles

None

Sometimes I have ordered tablets over the phone and went to collect them; I have been told they have not been dealt with

Nothing wrong at all

If all the services were perfect you would not have a job.

Keep doing what they do.

Having said that we are satisfied with our treatment I find it difficult to make any suggestions for improvement!

Didn’t get my stitches out and ended up at hospital!

No comments, I find the surgery provides an excellent service.

The surgery is the best feature of the village

Firstly I have been a patient at this surgery from the first day of opening & we have always had marvellous care for our well being. On several occasions I have had to call in after taking ill unexpectedly & had instant attention & care. Everyone is very helpful, kind & pleasant. Good work.

8.30 am is too early a deadline for making same day appointments for the elderly

Very professional service from all staff, very accessible, very friendly, polite & re-assuring

Deaf people can’t hear the doctor when they call there name

Generally very satisfied but on an accession, I was not given an appointment time of my choice and was asked to come back to book the appointment

Everyone in the practice is very helpful & friendly, frustrating when you try for same day appointment and if tool ate for that day would like to be given option to book for following day, generally been able to get appointment same day.

In general medical staff are friendly & efficient; admin staff are usually friendly & helpful

Pleased to be a long standing patient of the practice

Thank you all for a prompt, efficient, kind and friendly service

A little note about the reception team, they are fantastically helpful. They are polite and all work to a respectable manner of standards – Well done!

I feel we have an excellent GP service and consider myself and my family are very fortunate to be taken care of by such a wonderful team. Thank you

The service I have received has always been very good. I particularly like that I can ring at 8am to make an appointment with a particular doctor for the same day

I particularly like the friendly service given at all times for all staff

It was difficult to make an appointment for the dietician – she seemed to be booked up months in advance & it wasn’t possible to make an appointment 3 months in advance. That was some time ago so hopefully things have improved

The doctor’s surgery is great – keep up the good work

Unable to book a flu jab for disabled husband, eventually paid at supermarket early December following husband being ill with heavy cold

Receptionists are very friendly; overall I am really satisfied with all services provided

Excellent standard of care, best surgery I have been to

Very friendly & helpful staff, keep up the good work

Carol Robinson provides excellent service. Experienced reception staff are outstanding, pleasant, efficient & helpful. Denise is cheery, caring and very good, excellent at her job. Don’t know other staff well enough to comment. There were hiccups when the new computer system was installed. The surgery does have a welcoming & efficient feel to it. I worry about confidentiality because seats are close to doctors rooms. It is not pleasant when leaving a room in distress seeing all these faces looking at you.

OTHER SUGGESTIONS
Bring back the use of hand gel during the winter particularly as more people appear to be checking in using the console.

Ordering repeat prescriptions via internet would allow out of hours submissions/requests, however collection should remain as 'in person' at surgery reception as now.

A harsher line should be taken with patients who make appointments then fail to turn up!!!

For me the surgery is on the right track already

Modernise the way patients are called to consulting rooms i.e. neon sign or speaker system I feel more patients could be seen by each doctor or nurse if they did not have to keep getting up to go to the door to call the next patient.

Online appt booking, online prescription requests, online advice

Possibility of booking on line appointments

I think that it would be useful to be able to speak to someone at the surgery on Saturday mornings, even if just to arrange a future appointment.

It would be helpful if it was easier to see a doctor of your choice within a few days depending on availability

Have last date of item on prescription to keep a better check to re-order

Since you ask, on a professional level, would you please check you’ve completed all section 1 on medical certificates of cause of death, print your name in block capitals next to your signature(see pages 3&4 in the book of forms 66 and give your GMC number. This will save time on both sides making & answering telephone calls – particularly when you’re ‘closed for training’. Many thanks in advance

No other improvements, decorating is getting done and will look great!

More appointments to pre-book would be good

If slots are available, should be able to book the appointment at any time and not just filling one after another. I was not given a 3.15 appointment because 3.00 one was not filled. I had to come back after two days. I do scholl run so could not do 3pm

Can not fault the practice, staff or facilities – only improvement would be the option to offer more pre-bookable appointments in advance

Booking appointment with my doctor for me is difficult

It is the best doctors and best reception service in the whole country

Improved weekend access

When I get a repeat prescription even though I’ve been on a certain medication for long term, I still need to see a doctor for about a minute which an appointment has to be made. It could save drs time if it could be signed along with my full time medication as I see my dr at least monthly. Any changes to meds could be made then

Being able to make an appointment 24-36 hours in advance means patients who suffer chronic/acute conditions & are taking medication have to be up, dressed & medication taken in order to phone the surgery at 8am for accessing appt as invariably appt given are for early morning. This stress could be alleviated if appt could be booked in advance

Very satisfied with everything

Would like to know how the surgery is developing, websites which may be useful about GP consortium

Room used for counselling could be more conducive for its use. Perhaps someone could speak to Carol Robinson about this. Sometimes wonder if softer touches in the waiting area would move the surgery from a clinical feel to relaxing. Right pictures from community projects eg schools, give a more community feel. Choice of music? more relaxing as long as it doesn’t make people feel worse. I find the display area & board very useful – perhaps the website address could be displayed. Are there sufficient spaces for wheelchairs? Repeat offenders who miss appointments – could they be reminded of appointments through phone calls – it bothers me so much time is being wasted

ABOUT YOU
You should be race blind

LUMLEY SURGERY

DIRECTED ENHANCED SERVICES – PATIENT PARTICIPATION REPORT

March 2013

Service Delivery

Step 1:
Develop a Patient Participation Group (PPG)

This initial step which was carried out in 2011 was to advertise that we were looking to set up a PPG to enable us to gather the views of patients from the practice to obtain feedback from a cross section of the practice population which was as representative as possible. 

PRACTICE PROFILE as at March 2013
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Our practice list of 4768 currently has patients registered in 5 nursing homes within the Chester-le-Street area. We have 7 patients with Learning Disabilities, and 75 who are registered as carers.
We aimed to strive towards ensuring our PPG was as representative as possible by re -advertising through:

· posters in the surgery

· Posters and flyers in  local community centre(parent & toddler group, gym)/local shops

· practice newsletter

· prescription messages

· practice website

· village matters (this is delivered to every household in the village) 

· therefore demonstrates that we have made an effort to engage with all possible underrepresented groups)

· GPs/Nurses/Reception Staff

(Copies enclosed)

The responses we received indicated that patients were willing to attend meetings to be held at the surgery.

Our PPG consists of 21 members and 2 virtual members. This complies with equality as the virtual members are accessible through email as they are unable to attend meetings on a Saturday which was the most popular day chosen by the PPG to hold the meetings on. This shows that we are still able to reach the views of those who are unable to attend.

A description of the profile of the members of the PPG who are all registered patients of Great Lumley Surgery are as follows:
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The group has grown slightly since last year through further advertising however despite our efforts of advertising in baby clinic, at the local mother & toddler group, at the local gym and speaking to patients directly in surgery, we still haven’t managed to encourage younger patients to engage with the reference group as we found we lacked engagement in this area. We encouraged clinical & reception staff to target a wider range of representatives to support the diversity of the group. We also held a presentation recently at the local Women’s Institute where we hope to recruit some new members and we are due to give our annual talk to the residents association 

Step 2: Agree areas of priority with the PPG

The PPG along with the Assistant Practice Manager and senior receptionist discussed the topics and areas that would shape the format of the practice survey and jointly agreed and included the identification of:

· patients’ priorities and issues

· practice priorities and issues including themes from complaints

· planned practice changes

· Care Quality Commission (CQC) related issues




· National GP patient survey issues

(Minutes of meeting enclosed – 2012 / 2013 enclosed)

Step 3: Collate patient views through the use of the survey
It was discussed with the PPG on 8th September 2012 and agreed that a sample size of approx 10% of patients would be an adequate representation of our practice population. 500 surveys were developed and distributed in a variety of ways as follows:

· 105 postal surveys randomly selected from our database (those over 16 years of age and those without an email address who had been seen within the last 6 months) posted 20th November 2012
· 220 via email (this was the number of patients to whom we held email addresses for at the time). We used survey monkey (which is an online survey software and questionnaire tool) to organise this and collate the results. E-mailed on 20th November  2012
· 174 were to be completed by random patients visiting the surgery. w/c 26th November 2012
All patients were given a deadline of 7th December for the return of their survey.
All questions within the survey (including the number of questions) were based on the priorities identified, then agreed by the PPG and the practice 
(Copy of survey enclosed)

All responses and comments received were collated using a combination of Survey Monkey analysis and an Excel document in-house to produce the results (enc.). This was completed by the Assistant Practice Manger who holds a NVQ level 2 certificate in ICT and is therefore competent in using the software required to produce to relevant documents. The assessment and other evidence supporting the credibility of the survey are included in this report.

Step 4: Provide PPG with the opportunity to discuss survey findings and reach agreement with the PPG on changes to services.

Once results were collated the practice responded to the outputs of the practice survey, we sent out copies of the results on the 11th January 2013 to all the PPG members (including the virtual members) prior to the arranged meeting on the 26th January 2013. We held the meeting to provide its members the opportunity to discuss the findings along with any other relevant information and agree an action plan (minutes of meeting enclosed).

Step 5: Agree action plan with the PPG and seek PPG agreement to implementing changes
The actions as shown in minutes of meeting from 3rd March 2012 were agreed by all PPG members
Step 6: Publicise actions taken – and subsequent achievement
We have publicised the Patient Participation Report on our website www.greatlumleysurgery.co.uk  which includes:

· a description of the profile of the members of the PPG

· steps taken by the practice to ensure the PPG is a representative group of the patients registered and where a category is not represented, the steps taken in an attempt to engage that category

· details of steps taken to determine and reach agreement on issues which had priority that were included in survey

· the manner in which the practice sought to obtain the views of its registered patients

· details of the steps taken by the practice to provide an opportunity for the PPG to discuss the contents of the action plan

· a summary of the  of the evidence including statistical evidence relating to the findings within the practice survey

· details of any action taken

· the opening hours of the practice premises and the method of access to services throughout core hours

· the times at which healthcare professionals are accessible to registered patients during extended hours scheme
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Area of work to be examined
	Tasks to be undertaken
	Lead person/s
	Interim measurement
	“Finished by” date



	Staff training re patient/customer service
	All receptionists to inform patients/customers of their names when answering telephone calls. 

All to wear name badges. 


	MB

HK


	Observation

HK to purchase for new staff


	Commenced 1.4.2012

continuous

Awaiting delivery


	Access to Building
	Ensure patients aware of internal doorbell if assistance is required

COIR matting to replace carpet in foyer which should give more level access


	HK

HK


	HK to advertise again next newsletter

HK to organise with carpet fitter
	End March 2013

Completed 3.2.2013



	Hearing Aid Batteries
	To contact Audiology Department and request that the practice be added to their GP dispensing list of hearing aid batteries


	HK/MB


	To inform patients via Practice Newsletter 
	Ongoing awaiting update



	Decorating
	To re-decorate waiting area, consultation rooms
	HK
	Quotes from various decorators
	Complete December 2012 from last year actions


	Hand Hygiene
	Hand Hygiene Stations to be available
	HK
	To order
	Complete January 2013



	Toilet Area
	Toilet check list
	MB 
	All reception staff to inspect patient toilet on regular basis
	Started 1.2.2013

Ongoing



	Privacy
	Remove chairs directly opposite reception
	HK/MB
	Remove chairs  - reception staff to audit seating requirements
	Remove with immediate effect audit until end of March 2013

	DNA’s
	Alter poster in waiting area 
	MB
	MB to monitor & audit habitual did not attends.

Discuss with partners for further action needed to be taken
	Start 1st Feb 2013 & continue to monitor


Patient Participation Group

Minutes
26th January 2013

PRESENT: HK, MB, patients 1540, 2624, 7567, 195, 1662, 363, 10026, 1335, 2479, 1068, 1909

APOLOGIES: 667, 5861, 231, 9683, 718, 3582, 1810, 3484, 2305, 3289, 11582, 2970

· Welcome 
HK welcomed new members and explained that the purpose of setting up the group was to help shape the services provided by the practice and that that is what we were continuing to try and do. HK commented that it was not a forum for patients to pursue their own individual agenda but explained that her self or Maureen were available most days if they had anything pressing that they needed to discuss 

	ITEM
	ACTION

	Summary of last meeting
	HK commented on Hearing aid batteries and explained that DS took to wider group. HK commented that she had had several emails in connection with this from Gail Patterson (Project lead for clinical commissioning) and there is an ongoing discussion about this. 

HK commented regarding Art work for surgery and explained that the contact had been unavailable but  asked if anyone was interested in coming to art club to help with the final decision. All agreed that they were happy for HK and MB to attend

	PowerPoint presentation of survey results
	HK showed PowerPoint for those present to see & discuss results of patient survey using last years survey as a comparison. All agreed that this was a very good result for the surgery.

	Survey Comments & Action Plan
	HK handed copies of all patient comments from the survey for discussion and asked for opinions for our PPG action plan. HK commented that if anyone had thoughts or ideas once the meeting was over, she was happy to receive an email or phone call in retrospect of this.

	Northern Deanery Lay Representative
	HK gave all present a copy of email received and asked if anyone was interested to let her know and she would email link to them to access for further information.

	RAIDR 

Urgent Care Review

Report by AM
	AM spoke to the group on her findings about the urgent care review from a wider group meeting. HK showed patients the Reporting Analysis & Intelligence Delivering Results (RAIDR) system, looking at Urgent Care & A&E attendances, frequent attenders etc. and explained that this was an ongoing process through CCG meetings and the Quality improvement scheme. HK commented that we are using RAIDR as part of our Quality Improvement Scheme to look at referrals where we are higher than the average in comparison to other surgeries in the Durham & CLS area. HK explained about the Productive General Practice work that the surgery was becoming involved with and commented that patients would be involved through engagement of the PPG and use of patient surveys

	Quality Improvement Scheme
	HK commented that the purpose of the Clinical Commissioning Group QIS is to position both patients & practices at the heart of continuous improvement. HK commented that this would be done through a combination of listening to patients and engaging them in the process by  trying to improve their experience in primary care and taking their ideas and concerns forward as commissioning developments.

	AOB
	JR commented on RSVP transport volunteer service. HK commented that the surgery had had a meeting with them and thought the idea was great for patient care and were waiting for news on commissioning to decide if we were going to engage in this scheme

	Date & time of next meeting
	Saturday 23rd February.

10.45 tea/coffee for 11 am start
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