West Timperley Medical Centre
Patient Participation Group Meeting Monday 17th October 2011 
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	Discussion
	Action

	Introduction to the PPG – Aims and objectives: To work together with the Practice to improve patient services. 

Code of Conduct – initial draft, can be added onto by any member of the PPG by agreement. 


	

	Review of Patient Survey conducted Aug 11. 

Discussion of results:

Positive feedback both from the survey and from the PPG. Mostly very satisfied with the Practice. 


	

	Highlights:   (see separate survey for all comments)

Reception staff very helpful and friendly

GPs  approachable, caring

Clean pleasant environment


	

	Areas for Improvement: 

i) Appointment booking – difficult to get through on the phone at peak times

ii) Waiting room - requests for magazines/TV

(can TV show relaxing pictures/info re pharmacy collection & delivery service?)
iii) Early morning appointments – needs more promotion. 

Requests for Friday am early appointments 

iv) Ansaphone – discussion re “options” message – agreed to leave as present as this method takes some of the pressure off the reception staff. 

v) Missed appointments – causes problems for the surgery and reduces availability for patients wanting to book. Practice policy of 3 letters then patient removed from list needs to be more widely publicised. Practice recently trialled a text reminder service, however this did not have a noticeable reduction to the number of missed appointments and therefore not cost-effective. 


	SF to look into on-line appointment booking – costs and options. 
Practice installing an information TV screen this week. SF to provide magazines.

SF to put info on patient call display/TV. 

Discuss request for Fri am with GPs

No action 
SF to put on website/newsletter/TV/new patient information packs

	Date for next meeting
	To be arranged in the New Year. 





























