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Bolton Community Practice CIC Patient Advisory Group

MINUTES OF THE MEETING OF THE BCP PATIENT ADVISORY GR!
WEDNESDAS NOVEMBERO019
WATERS MEETING HEALTH CENTRE
PRESENT

PAG (Patient Advisory Group Members)

Bill Lawley (Chair)
Kishor Gandhi (Deputy Chair)
Mary Barrow

Kathleen Delang
Mary Meacher
Sohema Patel
Liz Williams
Karen Worrall

Bolton Community Practice

Anne Talbot (Clinical Director
Bernie Gildea (Director of Performance and Operatigns
Emma Glover (Focused CarBractitioner)

BCP Patients (NGRAG Members)
None
Bolton Carers Support/CCG

Melissa Taylor (Carer Health Linkworker)

Bill Lawley was elected Chair and Kishor Gandhi Deputy Chair for a period of two yea
from 11" November 2019.
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Bolton Community Practice CIC Patient Advisory Group

| TheMeeting was chaired by the ChaBill Lawley).

Item No. Action
1. APOLOGIES FOR ABSENCE
1.1 Apologies were received frothe following PAG Member

Stewart Wilson

2A. MINUTES AND ACTIONSTBE PAG EETING OM" SEPTEMBER19

2A.1 The Mirutes of the Meeting o™ September2019were accepted a:
an accurate record and the position on the Actions was noted.

2B. MATTERS ARISING FROM THE MINUTES NOT OTHERWISE ON THE AGE
2B.1 Minute 13.3: IT SystentgsStandardisatiorAcross Bolton

BCP reported that it was intended time for Bolton GP Practices to
form an Integrated Car®rganisatiorwith the same IT Systems; so {
as BCP was concerned, work to the EMIS system, the telephone
system and participation in the creation of the Bolton Care Recorc
had already taken place.

3. GREATER MANCHESTER NHS BOWEL CANCER SCREENING PRO

3.1 Mary Barrow reported on the contacts she had made.

3.2 BCP agreed to report to the next PAG Meeting on the results o BCP
contact.

3.3 It was agreed taote the report

4. SPECIFIBRANCH ISSUES

4.1 Ladybridge; BCFhadagreedat the last PAG Meetin discuss with BCP

Property Services the possible installation of CCTV cameras cove
the area behind the Surgergoncern was now expressed about the
untidy state on occasions the area in front of the Surgery
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Item No. Action
5. FEEDBACK REPORTS
51 TheDeputyChair reported there was no feedback from the Sugges

Boxes and TalBack Boards; there were two items of positive feedb
from the Websites.

5.2 The Deputy Chair reported the results of the Friends and Family T
and Questionnaires fohugust and Septembe019, together with
timeline graphs showing trends in results and number of response
(Appendix J.

5.2.1 The results of the Friends and Family Test were:

Q. How likely are you to recommend this Practice to Friends a
Family?

A. Extremely likely / likely

l dz3dz&a 40 wnAnmp OE:O X WdzZ & HAamy
2018 (81%) October 2018 (77%) November 2018 (87%) Decembe
(84%) January 2019 (81%) February 2019 (79%) March 2019 (799
2019 (85%) May 2019 (73%) éuz019 (70%) July 2019 (758&gust
2019 (79%) September 2019 (72%)

National GP Patient Survey 201National Average
(There is no equivalent National GP Patient Survey percentage.)
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5.2.2 The results of the Questionnaires were:

Q. Overall, how would you describe your experience of making
appointment?

A. Very good/fairly good

l dz3dz&a 0 HAMPOT@E:0 X WdzZ & HAamy
2018 (54%) October 2018 (71%) November 2018 (D&gmber 201¢
(76%) January 2019 (72%) February 2019 (72%) March 2019 (629
2019 (57%) May 2019 (65%) June 2019 (54%) July 2019A66%st
2019 (69%) September 2019 (70%)

National GP Patient Survey 201Blational Average
% people thatdescribe their overall experience of making
appointment as good (67%)

Q. Overall, how would you describe your expence of making an
appointment online?

A. Very easy/fairly easy

April 201840 X WdzZft &€ Hnanmy O6pM:0 ! dz3c
(52%) October 2018 (59%) November 2018 (54%) December JC
January 2019-Y February 2019 (62%) March 2019 (50%) April z
(76%) May 2019 (65%) June 2019 (46%) July 2019 fA69a3t 2019
(61%) September 2019 (66%)

National GP Patient Survey 201Ndional Average
(There is no equivalent National GP Patient Survey percentage.)

Q. Please describe your experience of getting through to the surg
on the telephone?

A. Very easy/fairly easy

September 2017 (69%) ... July 2018 (47%) August 2018
Sptember 2018 (52%) October 2018 (58%) November 2018 (
December 2018-) January 2019X February 2019 (47%) March 20
(34%) April2019 (38%) May 2019 (51%) June 2019 (32%) July
(51%)August 2019 (61%) September 2019 (58%)

National GP Patient Suey 201, National Average
% people who found it easy to get through to the surgery by ph
(68%)
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5.3 It was agreedo: BCP/PAG

(1) produceGraphs for all four Resultand
(2) note the Report

6. APPOINTMENTS

6.1 BCP reportedhat the new fulltime GP recently appointed was no
leaving at the end of November, but that an Emergency (
Practitioner and also a new Phlebotomist had both been appointe
start in January 2020.

6.2 ¢KS ./t .2FNR KIvitws\b figiz8 faceSdfac  BCP
consultations.

There was a discussion and the outcome was PAG generally welc
digital face to face consultations when it happened, subject to
following important considerations:

(1) patients must always have thgght to agree or not,

(2) receptionists taking calls must be carefully trained,

(3) all clinical staff must be trained,

(4) there areoften technical issues, resulting in no time savings

(5) the colour displayed on the screen can be misleading,

(6) young people will welcomthe use of the technology,

(7) the opportunity may be welcomed by working people, and

(8) it should be operated as a pilot project initially, and the resi
monitored.

6.3 It was agreed to note the Reports.
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Item No. Action
7. NEWDEVELOPMENTS / INTEGRATED SERVICES
7.1 NHS England General Practice Infrastructure Fuhtbrwich Health  BCP

and Wellbeing Centre

The Outline Business Case was being revised for the two GP Pr:
and Community Services.

7.2 Little LeverSurgery BCP

Bolton Councilvas leading on this project. Planning permission |
been grantedo relocate the Little Lever Surgery to a néwild facility
on the former Tesco site at Market Street, and work was be
undertaken orfinal design and financialssies.

7.3 Integrated Services and Primary Care Networks
From ' July 2019, the nine Primary Care Networks were formally
established in Bolton.

7.4 It was agreed to note the reports.
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Item No. Action
8. ITDEVELOPMENTS
8.1 The Deputy Chair again reported that the PAG Website was BCP

difficult to manage and urged BCP to investigate (now as a matt
urgency) whether or not there was scope for a new PAG website ai
from development of the new BGONebsite.

8.2 The Deputy Chamlsoreported on theitems published on the Website
and social media and the number of unique visits to the Website ir
last 12 months (80,353), and that 191 patients had signed up to-tt
BCP/PAGIewsletters.

8.3 The BCP Website Survey Results were tabled, but it was pointe
the Results were mainly meaniegs because the BCP Website |
been changed during the time of the Sayy the Survey should be ¢
run in 2020 after a period of no chargThe following points emerge
notwithstanding the changes made to the BCP Website during
Survey and wold need to be considered whenmending or re
designing tle next Phase of the BCP Website:

The Website is too busy,

There is too much on the firglage,

The Website is not easy to navigate,

¢KS fAWAA QY20 at00Saaé¢ FyR a
O2yOAasSed® 0¢KS atl GASyd ! OC
attention as patients think they are part of the BCP Website
5. ¢KS / ftAYAOAlI yaQ -datid§ @il t A aY
6. The Website needs to be more reliable, efficient and speed

hwnNE

Also, the Deputy¥hair made the following observations:
1. Prescription requests do not go to the designated pharmac
2. More Book on the Day appointments are necessary.
3. The facility is fully bookedven when logging in at 8 am , an
4. There are too many options for on tiigay booking.

8.4 It was agreed to note the repat

9. PATIENT LIST DEVELOPMENT / MARKETING

9.1 BCP reported the Lisizeé at INovember2019 wasl2,872 (52 more
than on P September 2019).

9.2 It was agreed to note the report.
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Item No.

10.

10.1

10.2

10.3

10.4

10.5

e
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Patient Advisory Group

CARERS

(Melissa and Emmattended for this Item.)

Melissa reported that Bolton Council had now commissioned Boltc
[ F Ra | YR DA NI identifyfantdelivér upgordtd ¥olng
Carers. Between BLGC and a range of other pastiiner Young Carer
Serviceaimed to identify and supportYowng CarersBLGC had
appointed an experienced Young Carers Worker and were recruit|
an additional prt-time Support Worker.

The Young Carers Service was now open for referrals from any p«
or organisation.

t F NI 2F GKS . [ D/ Qa beerdieigrigd to duphbit
Schools to identify and supporioung Carers

Emma explained the role of a Focused Care Practitioner and indic
GKFG GKS . [ D/ Q& , 2dzy3 [/ I NBN&
her work among the moddeprived.

The Chair referred to the sheer scale of the problem of meeting
unmet needs of the considerable number of Young Carers and qu
how pressure might be exerted in an attempt to secure more func
for the Young Carers Service.

Reference was made to the work of the Bolton Carers Partnel
which was made up of representatives from all interested parties.

It was agreed that:

(1) representations on behalf of the Patient Advisory Group
made to the Bolton Carers Partnersl@mphasisinghe sheer
scale of the still unmet needs of the considerable numbe
Young Carers in Bolton, and

(2) the reports be noted.
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Item No. Action
11. OUTSTANDING MATTERS
11.1 The Chair presented the Report on Outstanding Matters
11.2 ¢KS wSLR2NI 2y dal2¢ .Sad G2 wSl BCP
to January 2020.

11.3 It was agreed to note the Report

12 BCP TARGEZ019/2020

12.1 BCP reported the Quarte&Bolton Quality Contragterformance BCP
figures 2019/2020 were not yet available.

12.2 It was agreed to note the repart

13 ANY OTHER BUSINESS

13.1 BCP/PAG NEWSLETTER The October and November 2019

Newslettels were circulated and issues identified for futur
Newsletters.

14 DATE, TIME AND PLACE OF THE RESNIEETING
14.1 The next meeting ahe Patient Advisory Group woutdke place on

Date: WEDNESDA®" JANUARY?020
Time: 14:30¢ 16:30 hours
Place: WATERS MEETING HEALTH CENTRE

Future Scheduled Dates
4" MARCH 2020
Minutes Prepared by BilLawley

Minutes Formatted byKishorGandhi
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FRIENDS & FAMILY TEST - AUGUST 2019
Data collected and to be submitted at end of month

QUESTIONS ] ASTLEY-DALE [ LADYBRIDGE ] LITTLE LEVER MARKET SURGERY RESULTS %

(1) How likely are you to recommend this Practice to Friends & Family?
- Extremely Likely 82 85 64 19 250 43%
- Likely 69 72 51 22 214 36%
- Neither Likely nor Unlikely 14 19 13 10 56 10%
- Unlikely 13 7 2 8 30 5%
- Extremely Unlikely 7 3 0 1 6 1%
-Don't Know 13 15 1 3 32 5%

(2) Overall, how would you describe your experience of making an appointment?

Very good 57 88 64 7 216 38%
Fairly Good 62 53 45 16 176 31%
Neither Good nor Poor 50 < 28 14 14 106 19%
Fairly Poor 15 21 1 10 53 9%
Very Poor 9 6 1 3 19 3%

(3) Please describe your experience of

getting through on the teleph
Very Easy 34 45 43 3 125 27%
Fairly Easy 51 61 38 9 159 34%
Neither easy nor difficult 21 58 13 11 103 22%
Fairly difficult 17 16 12 6 51 11%
Very difficult 8 14 8 3 33 7%

(4) Please describe your experience of
making an appointment online

Very Easy
Fairly Easy 51 66 45 9 171 36%
Neither easy nor difficult 51 41 21 5 118 25%
Fairly difficult 44 52 29 18 143 30%
Very difficult 15 3 1 2 21 4%
14 1 1 0 16 3%
Total completed for
Branch August 2019
Astley-Dale 193
Ladbybridge 201
Little Lever 131
Market Surgery 63
Total 588
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FRIENDS & FAMILY TEST - SEPTEMBER 2019
Data collected and to be submitted at end of month

QUESTIONS J ASTLEY-DALE | LADYBRIDGE I LITTLE LEVER MARKET SURGERY RESULTS %

(1) How likely are you to recommend this Practice to Friends & Family?
- Extremely Likely 56 92 38 18 204 34%
- Likely 79, 83 45 24 231 38%
- Neither Likely nor Unlikely 36 24 19 4 83 14%
- Unlikely. 12 9 1 9 31 5%
- Unlikely 6 5 0 2 13 2%
- Don't Know 17 5 1 43

(2) Overall, how would you describe your experience of making an appointment?

Very good 61 64 39 11 175 38%
Fairly Good 75 24 28 19 146 32%
Neither Good nor Poor 26 21 15 5 67 15%
Fairly Poor 21 C) 2 7 39 8%
Very Poor 23 4 il 4 32 7%

(3) Please describe your experience of

getting through on the

Very Easy 32 56 29 5 122 27%
Fairly Easy 44 58 32 8 142 31%
Neither easy nor difficult 31 67 3 5, 106 23%
Fairly difficult 27 19 8 6 60 13%
Very difficult 12 9 i 1 23 5%
(4) Please describe your experience of
making an appointment online
Very Easy 33 81 27 9 150 36%
Fairly Easy 50 43 24 8 125 30%
Neither easy nor difficult 17 61 20 14 112 27%
Fairly difficult 12 4 1 1 18 4%

Very difficult 12 2 1 0 15 4%

Total completed for

Branch September 2019
Astley-Dale 206
Ladbybridge 233

Little Lever 108
Market Surgery 58

Total 605
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Friends and Family Responses

0 e

600 /’\VA

500

400 A\ A e Astley-Dale

PN TS AT Eovig
TR AR i

9
%
%

‘9

Gl S G G S G 3 CJ 9 J G
SRR ST v b N N I e e e e Y
®$\ N N vgq’ (_)99 & V\OA Qef‘ & & \&’b‘ ?¢ \&ﬁ‘\ ROMES

e 1A

o NG

A A S I <o N I W VSR S5
P R RGN A b
W@ K vﬁ @’b W W V° XA $o S ¥ @

& K

7>
>
o

» N
X &
® &



http://www.facebook.com/notes/bolton-community-practice-cic/registered-patients-required-to-join-our-patient-forum/205757592796601

% ¥

Bolton Community Practice CIC Patient Advisory Group

¥ ™Y, INVESTORS -
{xj IN PEOPLE Accredited

PAG Minutes 6 November 2019 Page 14 of 17

Waters Meeting HealttCentre, Waters Meeting Road, Bolton, BLTL8 Tel: 01204 46344H4ttp://www.bcpcicpag.co.uk/



http://www.facebook.com/notes/bolton-community-practice-cic/registered-patients-required-to-join-our-patient-forum/205757592796601

