TOPCLIFFE SURGERY PATIENT REFERENCE GROUP
AGENDA 13th February 2025 1:00 – 2:00pm

TOPCLIFFE SURGERY – UPSTAIRS WAITING ROOM
1. H&S – Action in the event of a fire: 
No fire alarm anticipated. Assembly point: front car park

2. Attendees: SH, KR, SS, DR, GR, PK, FB
3. Apologies for absence: EW, RF, RO'H, TR, AD, CW, RC
4. Minutes of the previous meeting and matters arising:

· Collective Action update:
No decisions on funding have yet been made – hopefully we will hear within the next month and a decision will be made on services such as Post op wound care
· Change NHS
The Government aims to produce a 10 year plan which is due to be published at the end of May.  The plan will focus on three shifts that the Government, health service, and experts agree need to happen. This includes:

· moving care from hospitals to communities

· making better use of technology

· focussing on preventing sickness, not just treating it

Since the website was launched in October, there have been:

· more than 1 million visits to the Change NHS website

· over 60,000 people have responded online to say what matters to them

· another 800 Integrated Care System leaders – from the NHS and local government – have attended regional events to talk about the plan

· Conversations have continued on the future of healthcare in England with partner organisations and local health and care systems

· A series of initial in-person discussions with the public began in every region of England with 120 members of the public at each event

· Workshops took place with health and care staff across England to get their views on how the government can deliver the three shifts 

· A Community Engagement page was launched where organisations and local health systems can access a workshop in a box to host their own conversations with their communities

Feedback received.  Positive and negative: 

· The NHS is a universal service, available to everyone, free at point of use

· The dedicated and hardworking staff, do incredible work in difficult circumstances

· The NHS is there when really needed, with emergency services saving lives every day

· Difficulty getting appointments

· Long wait times in A&E

· A lack of joined up care

Change wanted:

· Easier and quicker access to appointments, especially with GPs

· Better co-ordination between different health and care services

· Greater investment in staff recruitment and retention

· Reducing waste and inefficiency across the NHS, to save money and free up staff time to focus on caring for patients

All the feedback received is being shared with The Department for Health & Social Care (DHSC).

There will then be further engagement with a national full-day summit in March. The Summit will bring together the public and staff to shape the final stages of developing the 10 Year Health Plan.
5. Discussion subjects: 

· Discussion Subjects:
Developing a standardised approach to Care Navigation

We have been tasked with a requirement to demonstrate that we have a standardised approach to care navigation regardless of how patients contact the surgery
· Phone
· F2F and 
· Econsult

The scenario that we have been asked to suggest is that the volunteer says they are suffering with back pain and would like to make an appointment.
When the appointment is offered, the volunteer should suggest they need to check their diary before ending the contact.  

Volunteers will then need to put together a brief summary as follows:

· What was asked
· What appointment was offered and with who
· How long it took to get a response
· SH will email further information to those volunteers who kindly expressed an interest in volunteering.
6. A.O.B 
· Grant application for the front door

The front door is very heavy and some patients have difficulty opening and closing it.  An application has been made for NHS funding to contribute towards the installation of a motion senor door opening mechanism

· Dementia Forward – new resource

A Memory Support Advisor from Dementia Forward will be attending the practice on the last Thursday of each month starting in February to work with patients and relatives that have concerns regarding their memory and no formal diagnosis of Dementia. The aim of the service is to gain information on memory concerns, complete a memory questionnaire and offer help and advice. This information can then be passed to a GP and if further investigation is required, support will be provided to a memory clinic if needed
· Staffing Levels

A new receptionist started on 2nd February.  This is a complex role in any surgery, and we have struggled to recruit the right applicant.  We are delighted to have now, hopefully, found the right person.

· Waiting time for the phone to be answered

It was mentioned that patients have had to waiting up to 20 mins to have their call to the surgery answered

· Data shows that 4% of callers had to wait over 10 minutes for their call to be answered in one particular month

· Unfortunately, the data does not allow the figures to be drilled down further to say what numbers wait over 20 mins

· There was a problem a few weeks ago with a line which diverted calls to dispensary – this has now been resolved

· SH to enquire about obtaining customised reports with more detail available

· SH mentioned the use of the call back function.  This allows patients to get on with other things whilst waiting for a call back from the surgery. Crucially, this does NOT send patients to the back of the queue but maintains their original position in the queue

· Time from request for an appointment to being seen

· Contractually, all patients should be seen within two weeks of requesting an appointment

· Historically, patients at Topcliffe Surgery have been seen either the same day or the day after

· Current pressures have meant that it is now taking a little longer to see patients, but the time frames are still well within contractual requirements 
7. Date of next meeting – Thursday 22nd May 2025. Agenda items to KR by Friday 9th May 2025 please.
