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Open Meeting — 17 January 2023 — Minutes

Text in underscored italic is post meeting information

Present: Keith Marshall (Chairman), Harsha Mortemore (Vice-Chair), Angela Hemingway
(Practice Office Manager), Jean Alden, Joe Hamilton, Noreen Marshall, Phiroze Munshi,
Bharti Sadhu, Ewa Siwiec

Apologies: Matt Edwards (Practice Manager), Sennen Chiu, Lyn Duffus, Rhian Ingram, Mark
Turkish
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. Minutes of the Previous Meeting

Keith welcomed everyone.
The minutes of the 16 November2022 meeting were agreed and signed.

. Practice Updates

Staff Updates

The two new receptionists reported at the last meeting are now in place.

Dr Carey is now on maternity leave. There is no news.

Phone System

There continue to be queues on the phones. This is largely down to the extra time
required to triage patients to determine the best approach to giving an appointment.
The additional receptionists will help as they get up to speed. There are often four
receptionists handling the phones, and not just the one or two visible in reception.
eConsult

eConsult was updated in December to make the forms more user friendly. Harsha felt
this was not the case, but would check and provide feedback. Action: Harsha
However many are still unable to access eConsult via the Practice website; Keith had
noticed unavailability in the afternoons. Angela will check with Matt. Action: Angela

. 2023-2025 Plans

Keith had 16 responses to his survey asking members what they wished the 2023-2025
plan to contain, and he briefly summarised the responses to each question.

[The slides are attached at the end of these minutes.]

The result is that our focus during the next period needs to be on patient needs and
expectation, especially with respect to improved access to services.

This needs to be turned into a workable plan which is not just us continually complaining
and making unachievable requests, but which allows us to work constructively with the
Practice to make improvements.

All are requested to contact Keith in the next few weeks with ideas for how to turn this
into a workable plan. Action: All Members
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4. Keith expects to discuss the draft plan with Harsha (as Vice-Chair) and bring the draft to
the next meeting on 15 March. Action: Keith

5. Keith will also follow up with those who volunteered to do things for the group. Action:
Keith

6. One suggestion is to make a regular column in Barnabas Bulletin to answer general
guestions (for example: “Should | be taking vitamin supplements?”).

7. Aqgroup diabetic clinic is planned for 25 February and relevant patients will be informed
once the details are confirmed.
The group should support these sessions, if appropriate.

4. Local Facilities List
1. Keith has completely revised and reformatted the Local Facilities List.
[A summary of the changes is in the slide at the end of these minutes.]
2. Possible additions were discussed:
The 112 and 911 phone numbers
Soup kitchens
Warm spaces
Angela offered to provide a “Coping with Cost of Living” leaflet. Action: Angela Done
Keith will look at these and include whatever is appropriate. Action: Keith
3. Itis hoped to release the new version of the list in the next week or so. Action: Keith
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. Members Feedback/Issues
1. Ewawas concerned at the difficulty she had recently booking an appointment, and
several members commented that there do seem to be mixed messages coming from
reception (in person and on the phone).
Ewa was also concerned that her medical records were incomplete.
Angela explained that there are waits of several weeks for routine appointments with
specific doctors; this is largely due to the extra time needing to be spent by doctors on
telephone triage, and that all the locum GPs are doing only “on the day” appointments.
Angela will call Ewa after the meeting to discuss her specific concerns. Action: Angela
2. It was noted that Barnabas have more patients per GP (approx. 2200) than the national
average.
3. One idea which has been in the current plan is for a suggestion box in the waiting area.
This could be managed by the group in order to remove the burden, and abuse it
generates, from Practice staff; a summary of the substantive comments could then be
provided regularly to the Practice.
This would need to be carefully managed to ensure, inter alia, (a) repeat prescription
requests go in the correct box, and (b) confidentiality is respected.

(o2}

. PPG Updates

1. Talks at Meetings

The talk from Nurse Henny on respiratory conditions was being planned for March;
however Henny will be away then. Keith will discuss a suitable opportunity with Matt.
Action: Keith

If sessions can be arranged far enough in advance they could be advertised more widely
to patients. Action: Keith
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2.

Barnabas Bulletin

The next issue is due out in March.

If members have suggestions for articles, or can even provide articles, then please
contact Keith. Action: All Members

The Barnabas Bulletin page on the Practice website still needs tidying up. Action: Matt
Practice Manager Discussion

Keith and Harsha were due to meet Matt on 18/01 to discuss a number of projects (QR
Code Pod, Patient Surveys etc.). This has however had to be cancelled as Matt is
currently away sick. It will be rearranged once Matt is back at work. Action: Keith

7. Matters Arising, AOB

1.

Next Open Meeting: Wednesday 15 March, 13:00 on Zoom
Next Informal Calls: Thursday 26 January, 10:00 on Zoom
Tuesday 21 February, 12:00 on Zoom

Keith C Marshall, Chairman
18 January 2023

Zoom Link for All Calls

Zoom Link:  https://us02web.zoom.us/|/7279594414?pwd=VmYwODdoWGg2eTFvTIVjVIZyRmhSQT09
Meeting ID: 727 959 4414
Passcode: 149417

2023 Meeting Dates

Wednesday 15 March, 13:00

Saturday 20 May, 11:00 [AGM]

This is planned to be an in-person meeting at the Practice to coincide with a Practice coffee morning.
This meeting will be the AGM.

Tuesday 18 July, 10:00

Wednesday 20 September, 13:00

Thursday 16 November, 17:00

2023 Informal Call Dates

Thursday 26 January; 10:00
Tuesday 21 February; 12:00
Monday 27 March; 17:00
Thursday 27 April; 10:00
Tuesday 30 May; 12:00
Monday 26 June; 17:00
Thursday 27 July; 10:00
Tuesday 29 August; 12:00
Monday 25 September; 17:00
Thursday 26 October; 10:00
Tuesday 28 November; 12:00
Monday 18 December; 17:00
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Slides from Item 3. 2023-2025 Plan

2023-2025 Plan : Survey Results (1)

01l. What do you think it is most important for BPV to ask the Practice to do?

Remave the ong quouss when phoning the Practice 18
Provide mare appoiniments 13
Previde mare facs-to-face appaintments 10
Frovide more hlood test aopoeimmants 10
Maka it pasier o abwiys see your prefiermed GRurse B
Provide more avaning and/or Saturdey opening ]
Aecrult more permanert doctors 5
Provide walk-in elinics 4 o
Bemore open shaout future plans 1
Fully recpen the waltng area 3
Prowide woao carsultathan g Th - Iml mtl
GP ta always attand BPY Z-manthly mestings 3 b mpn[h i d}
Make meee use of BPY rmembers’ prafessional skills 2 items are all about
Refurbish the waiting area 1 3 3
IMproving access
Restore the magazines & book exchange inwaiting area 1 F ﬂ'
Hearganiss B reduce notioes on racepiion’s glass pansls i
Put a simple seat outside Froat door 1
Send a testfemad o patients 2 or 3 times & year to raming them sbout BFY 1
Epable to book appointmants ondine 1
More discussion & support groups for specific common conditions: 1
Extend the building ta provides mare spaee o
Run regular coffes momings 1o hedp make the Practice mone appeoachable o
Engage BPV eardyin plaaning of new sendces & facHithes 0
2023-2025 Plan : Survey Results (2)
Q2. Overall where should BPV focus its efforts?
Mozt Mot Least
Imporeant | MPOrtant | Meutral | oot | impartant
Improve understanding of what patients 11 4 ~
want
Ingaging with Practice 5o concemz are a &
addressed guicker s
Making Fractice mane sppraachabis far 5 1 2
patisnts
Bridg ing the gap betwean what patiants & 7
want and what Pract e wants i
Improve understanding of what the 2 a
s con e s The top items
Discussing future developments with the 5 3 1 are “‘v
Imipraving BPV sngsgemant uiththe N = = about Pltill'lt
Practics
: needs and
RIS R L 3 t - expectations
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2023-2025 Plan : Survey Results (3)

Q3. Are there other areas where you think we should focus our efforts?

Each of the following was mentioned once:

¢ Make ordering of prescriptions simpler especially the anes not ardered frequently

* More receptionists so less phone gueuing & more appointments

« Telephone systern

* Easing the triage by phone system

* PFrompt responses to patient emails

* Reduce waiting times

« Enable communication electronically —emaill or securely through appfwebsite
messaging system

+ Setting up contact groups to support common specific groups, eg. weight, diabetes,
dementia — and better inform on what the practice can provide

* Making meetings more meaningful & useful

All these are aspects of improving access

2023-2025 Plan

FOCUS for 2023-2025:
Patient needs & expectations, especially IMPROVED ACCESS

How do we turn this into a workable plan?

A plan which is not just us continually moaning at the
Practice because we want more

A plan which allows us to work constructively with the
Practice to make improvements

All ideas and comments welcome!
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2023-2025 Plan : Survey Results (4)

Q4. What will you wolunteer to do for BPY?

Attend our meetings

Contribute to our "Treatment Experiences” series
Write/edit information leaflats

Write for the Practice's newsletter "Barnabas Bulletin®
Edit "Barnabas Bulletin®

Manage our website

Manage/moderate our Facebook group

Organise & run mestings
Contribute to supply & running of the Book Exchange

R L R R N TR -

From 16 responses that is encouraging
Follow-up required

Slides from Item 4. Local Facilities List

Local Facilities List : Update

* Updated, revised & reformatted

* Removed:
= Opening hours—they vary tco much

* Added:

Wb ks & ernadl (where available)
Litikty emergency numbers

Patrol stations

Padiatrists

Impartant council senvices

Citizens’ Advice

* Major sections:

+  Emergency Services

+  LUtility Emergencies

4+ Medieal Care
+  Local f Government Services
Y
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Personal & Legal Services

Mall B Maney
Food & Other Retail
Faith & Warship

* Comments before release?
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