	Minutes of the East Lancashire Patients Voice Group Meeting
Wednesday 20 September 2017 - St Ives Business Centre 
                                                      
                                                     In attendance:

	      Patient Voice Group Attendees
      Russ McLean - PVG Chair (RMc)
      Mavis Williams (MW)
      Pamela Pickles (PaP)
      Yasmin Feroze (YF)
      Sarfraz Ali (SA)
      Chris Nolan (CN)
	   ELMS Staff    
   Glenda Feeney - Company Secretary (GF)
   Ros Wilding - Minute Taker (RW)
   
                   

	
	

	Welcome & Apologies
	

	      
      RMc opened the meeting at 19:00 with a warm welcome to those present and passed on apologies from
      Pat Pearce and Shirley Corbally. It was reported that Harri Pickles is unfortunately in hospital following a
      fall and the whole group wish him well and a speedy recovery.    
  

	Minutes of Last Meeting / Matters Arising / Conflicts of Interest 
	

	
· Minutes of Last meeting/Matters Arising
RW apologised that the Minutes from the last meeting held on 7 June 2017 are not yet ready but
             assured the group they will be sent out with the Minutes from tonight’s meeting within the next
          week.  Any matters arising will be discussed at the next meeting in November.
· Conflict of Interests
Mavis Williams (BwD Healthwatch Member); Chris Nolan (Pennine Medical Earby Patients Group Member)
               

	Chair Report - Russ Mclean
	

	
      
· Pathology Lab Closures? RMc will find out how many blood samples the Royal Blackburn Hospital Path Lab processes in an average week; he will also keep a keen eye on any developments.  Action: RMc to look in to Path Lab figures
· ELHT Annual Fair: held at Blackburn Cathedral and was followed by their AGM. The Annual Report for 2016/17 can be viewed online from ELHT’s website as a pdf to download http://www.elht.nhs.uk/about-us/publications.htm

	ELMS Service Report - Glenda Feeney
	



      ELMS Out of Hours patient contacts report April - July 2017
      It was noted that overall OOH contacts have recently started to increase slightly. Pending the
     forthcoming winter, pressures remain a concern especially with the continuing difficulties in securing
     clinicians to cover shifts, especially during Ramadam and Eid festivals, along with escalating costs for
     locum GP’s. Those GP’s working in daytime practices are becoming busier and more pressurised during
     the day which often impacts on them not wishing to work additionally in Out of Hours. The Operations
     Team at ELMS have commenced looking at the Christmas/New Year rotas in anticipation of these
     problems.  GP Advice calls, along with the daytime Acute Visiting Service and the Clinical Navigation
     Hub all provide a valuable contribution to helping reduce the number of patients admitted in to hospital. 
      Action:  GF to amend July’s GP Advice calls from 133
      The walk-in contract at Accrington Victoria Hospitals Health Access Centre has been extended to assist
      with the anticpated winter pressures.  On behalf of the PVG Group, RMc extends grateful thanks to the
      staff whose continued loyalty and hard work is a credit to them through these recent difficult times. 
      It’s still not been disclosed where the new hubs will be located and staff haven’t yet been recruited.
      When the HAC does close, it will have a severe impact on A & E attendances; in fact, in recent times,
      Blackburn’s A & E was reported as being the worst performer so this doesn’t bode well for the future.


		Complaints / Compliments / ELMS Updates
	


                
       Complaints Sub-Committee reviews 
       The 4 x anonymised complaints reviewed by RMc, SA and CN were:-
a) 1322 reviewed by CN; upheld due to poor customer service from receptionist 
b) 1346 reviewed by SA; partially upheld as patient informed clinician of his allergies 3x
c) 1355 reviewed by SC; upheld as complainant should have been able to access a GP 
d) 1364 reviewed by SA; upheld as its never acceptable not to communicate with anyone.
        It was agreed that most of the complaints that ELMS receives are around communication.  CN asked
        for it to be recorded that ELMS deal with complaints swiftly and correctly and that a “well done” needs
        passing on.  
       Number of Complaints Year-to-date 
       31 complaints received between 01.04.17 - 01.09.17         
       Compliments Report (July & August 2017)


[bookmark: _MON_1567926873][bookmark: _MON_1567926928]             
      Patient Surveys
       RMc reported that the PVG are to further assist ELMS with patient surveys.  He and GF have devised a
       survey form for Out of Hours patient engagement; this is as a result of the last CQC inspection where it
       was reported they wanted to see more site specific patient engagement. RMc needs to speak with the
       OOH Supervisors and is intended to commence tomorrow (Thursday 21 Sept) for a 3-month period.
       RMc also asked for volunteers to attend OOH sites particularly at weekends to engage with patients to
      complete the surveys. 
       Action: RMc to speak with James Bibby to notify OOH staff & he will email PVG members for
       volunteers to attend sites (see sample survey below)


        
	    Judging of ELMS Photo Competition
	


       
      In the ELMS Summer newsletter, staff were asked to contribute landscape or wildlife photographs; the
      12 best photos will be selected by RMc and the members were asked if they would judge the final 12
      entries for an overall winner with calendars produced and sold for charity. The group all said they would
      be very happy to take part.  

	    Any Other Business
	


    
· CN said recent news articles regarding hospital referral panels are cause for concern; RMc said that whilst he’s aware of this, he’s not heard that this is happening in East Lancashire as yet, he agrees it is extremely concerning that panels may refuse referrals and treatment may possibly be delayed.
As always, RMc will raise at future meetings as this issue develops.
· RMc recently met with the Chief Exec of BwD Over 75’s; they discussed their concern that there are delays in patients going in to care homes in a timely manner with patients dying before this happens.  RMc under the FOI act will ask what the death rates of patients in care homes was and what it is now; continuing care should be cheaper.
· December’s meeting will include a Christmas buffet so RW will ask for confirmed attendances nearer the time for catering purposes. 

	General Information
	



All information and documents discussed and issued both electronically and on paper remains highly confidential and is not to be shared outside of this forum      
The Patient Voice Group also has their own website and email address:-
Patient Voice Group website can be accessed at: http://www.elpvg.info/
Patient Voice Group email address is: Patient@ELPVG.info
ELMS website can be accessed at: http://www.elms-nfp.co.uk/
[bookmark: _GoBack]

	

	Date / Time / Venue of Next Meeting
	

	

Wednesday 1 November 2017 

Complaints Sub-Committee Members Only to meet at 18:30 
Main Meeting to start at 19:00 

East Lancashire Medical Services   
St Ives House Business Centre
Accrington Road
Blackburn
BB1 2EG

Members are reminded that items for the Agenda can be submitted up until the last Monday 
before the next meeting date and should email these to ros.wilding@nhs.net  
Apologies can be given by email to the same address or by leaving a message 24-hrs on 01254 752130 
or by telephoning Ros Wilding on 01254 752100 between 8-4pm or by email to ros.wilding@nhs.net
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Chair Report September 2017

The Patient Voices Group (PVG) is chaired by Russ McLean and the group meets bi monthly
at St Ives House Accrington Road Blackburn.

Involving you in all we do. Delivering primary
healthcare to local people since 1994.”

Mr McLean continues to support East Lancashire Medical Services (ELMS) and other
Healthcare organisations, by attending meetings and contributing to Policy and procedure on
behalf of the 540,000 patients of Pennine Lancashire.

PRESCRIBING

Some months ago, representatives for the East Lancashire Clinical Commissioning Groups,
addressed the PVG and discussed plans to restrict certain prescription items for short term
use. Following an extensive Public and Patient engagement, RESTRICTIONS on prescriptions
for over-the-counter medicines will be introduced across East Lancashire next month.

Health chiefs have approved the scheme which is expected to save the NHS millions of
pounds.

Currently, East Lancashire Clinical Commissioning Group (ELCCG) spends around £2.5m a
year on prescriptions for medicines which are now widely available over the counter at a low
price or cheaper than an NHS prescription.

Health bosses said that nearly 40 per cent of these prescriptions are an 'unnecessary' cost to
the NHS locally, amounting to around £1m of NHS funds which are spent each year on
commonly available medication that does not need a prescription.

These include items such as paracetamol, antihistamines, moisturisers and ear wax
removers.

The CCG's move follows Blackburn with Darwen Clinical Commissioning Group (BwDCCG),
who introduced the same scheme in July. East Lancashire CCG held a three-month public
consultation into the scheme earlier this year. It will implement the new plan from Sunday,
October 1 after receiving 'overwhelming' support from patients and the public.

The restrictions will also apply when there is insufficient evidence that the medication will
improve symptoms or where they do not offer value for money. Russ McLean, chairman of
the Pennine Lancashire Patient Voices Group, expressed his support for the plans.

He said: "I'm very supportive of the plans as people with minor headaches shouldn't just be
able to walk into their GP and get prescriptions on the NHS when they available for cheaper
in supermarkets."

"It is important to note that these restrictions are only in place for patients with short-term
and minor medical ailments.”
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GENE TESTING

Over the summer I spoke to the local Press in support of Gene testing -

EAST Lancashire’s patients’ champion has spoken of how he has benefited from DNA gene
sequencing to diagnose him with a rare muscular disorder.

Russ McLean, chairman of the Pennine Lancashire Patient Voices Group, has been diagnosed
with Hyperkalaemic periodic analysis, a condition which can cause paralysis to his whole
body.

Mr McLean said he has suffered with the condition for 20 years but said he has never been
diagnosed because the technology and facilities weren’t available in East Lancashire to
diagnose him.

But after undergoing DNA gene sequencing, which from a small sample of blood or saliva
can correctly identify not just illnesses but also specific genetic mutations at University
College Hospital London, he was diagnosed with the disorder last week.

He said: “I received a letter only last week from the University College Hospital London
diagnosing me with the condition.

“Every hour of every day I will experience some form of muscle weakness but a couple of
times a week I will become completely paralysed in my arms, legs and tongue.

“"I've known something was wrong for 20 years but the technology and facilities haven't
been available in East Lancashire to diagnose me.

“So it was only when I had DNA gene sequencing, which is a simple blood test at the
hospital in London a few months ago and received the letter last week, that I knew about
it.”

It comes after chief medical officer Professor Dame Sally Davies called for every patient with
cancer in Britain to undergo DNA gene sequencing.

HOT FOOD VENDING

Last December East Lancashire Hospitals Trust contacted the Patient Voices Group to ask for
their help with a project to improve access to hot food, by staff who worked late in the
evening or overnight. Following some extensive engagement with staff from all Five
Hospitals, which included talking with staff overnight and early morning, the Trust have
acted favourably on the wishes of Staff and Patients. Vending machines which sell hot food
have been installed in hospitals in a move to improve the health of staff, patients and
visitors.

The machines, which offer affordable and healthy hot meals outside of catering hours, have
been introduced in Burnley General Teaching Hospital and Accrington Victoria Hospital.

Food sold in the vending machines includes paninis, chicken nuggets, potato wedges, pasta,
curry and other main meal options.

All main meals are less than £3 each with the machines in particular catering for night-shift
staff at the hospitals who do not have access to the canteen. Russ McLean, chairman of the
Pennine Lancashire Patient Voices Group, said he was ‘overjoyed’ at the implementation of
the machines, which he said were introduced after work from his group and ELHT. Mr
McLean said: “The government told all trusts in England that they need to be providing hot
food for staff in the evenings. “I therefore engaged with night staff from all five hospitals
and they told me that they wanted access to hot, nutritious food at nights rather than just
buying takeaways. “So to see the machines introduced is something I'm overjoyed about.”





East Lancashire Medical Services,

‘ St Ives House, Accrington Road,
ancashure 7 BLACKBURN, BB1 2EG,
dical Telephone 01254 291140
2 Fax 01254 291141

rvices 2)

“Involving you in all we do. Delivering primary
healthcare to local people since 1994.”

The vending machines will be available 24 hours, seven days a week, with the canteen still
open as normal between 8am and 7pm for Burnley and 11.45pm to 1.30pm for Accrington.
If the vending machines go down well it is hoped they will be installed at Royal Blackburn
Hospital in the future.

CARE NAVIGATORS

Last Month ELCCG revealed its' plans to introduce Care Navigators where PATIENTS will
have to discuss their medical needs with a newly appointed 'care navigator' before being
given an appointment with a doctor.

A new pilot scheme is to be trialled in Hyndburn to support and guide patients to access the
most appropriate NHS service.

This scheme, called Care Navigation, will see 'care navigators' most commonly GP
receptionists and admin staff, who have been given specialist training, direct patients to the
right health professional first time.

I told the Lancashire Telegraph that I am concerned about patients having to discuss
medical issues with an unqualified staff member.

“I'm quite alarmed by these plans, wasn’t the NHS 111 system set-up to do exactly this?

“A lot of the patients who I've spoken to are quite concerned as they understandably don't
want to share their personal details with GP receptionists.

“From what I've been told, some GP receptionists can be quote frosty and people don't want
to talk to them about matters that they’d rather speak to a clinician about.

"I know some patient engagement has been done to introduce this scheme but not enough
in my mind.”

Health bosses said when a patient contacts the practice, the care navigator will ask for a
brief outline of the problem so they can identify the patient’s need.

They could be signposted to a nurse/advanced nurse practitioner, a dentist, optician,
pharmacist or talking therapies.

Care Navigation in Hyndburn will run throughout the autumn and will be gradually rolled out
throughout East Lancashire by early next year.

PATHOLOGY LABS CLOSURE?

FEARS for the future of the pathology labs at the Royal Blackburn and Burnley General
hospitals have been raised for the second time.

In 2014 campaigners fought off plans to shut the specialist centres to analyse blood and
tissue and transfer the staff and work to Oldham in the wake of a government review.

It was prompted after an independent report in 2008 by Lord Carter called for pathology
services across England to be centralised in fewer locations to release cash for
improvements.

Bosses at East Lancashire Hospitals NHS Trust said at the time there would be ‘operational
risks’ of a partnership with other trusts and ‘limited gain’.

Now NHS Improvement has come up with a new plan to rationalise services on a ‘hub and
spoke’ principle which could see the main laboratory based in Preston.
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Patients champion Russ McLean was ‘appalled’ at the new proposal which he considered an
attempt to ‘close by stealth’ the two pathology departments.

Mr McLean, chairman of the Pennine Lancashire Patient Voices Group, said: "I am appalled. I
think this is an attempt to close by stealth the pathology departments at the Royal Blackburn
and Burnley General Hospitals by downgrading them and then shutting them. I shall oppose
the proposals and urge the EHLT to do the same.”

COMPLAINTS RISE

THE NHS in Lancashire is receiving 15 written complaints a day, official statistics have
revealed.

The total number of written complaints in the county was 5,300 in 2016/17, compared with
4,600 the previous year, according to new data from NHS Digital.

This equates to a rise of 14.6 per cent in written complaints in Lancashire.

Russ McLean, chairman of the Pennine Lancashire Patient Voices Group, described the
figures as ‘worrying’.

Mr McLean said: “I'm not surprised by the figures as more people are using services than
ever before.

“But the fact that more people using the services are complaining is worrying.”

East Lancashire CCG said it saw an increase in written complaints from 46 in 2015/16 to 86
in 2016/17, while Blackburn with Darwen CCG said it saw an increase in written complaints
from 13 in 2015/16 to 32 in 2016/17.

“The increase in the number of complaints can be attributable to an increase in people who
were dissatisfied with commissioning decisions that the CCGs have made, particularly around
clinical pathway changes, continuing health care and gluten-free prescribing and wished to
complain about this,” said a spokesperson on behalf of both CCGs.

While East Lancashire Hospitals NHS Trust (ELHT) said it also saw an increase in the number
of written complaints from 338 in 2015/16 to 394 last year.

But the trust said this signified a ‘significant reduction” from 2014 to 2015 where they
recorded 559 complaints.

Given the number of patient contacts, by East Lancashire Medical Services, I am still

absolutely thrilled at the low level of complaints received by the organisation.

Russ MclLean
PVG Chair
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Of the 212 patient responses, 201 were from 

OOH patients of whom 95.0% said they would be

likely or very likely to recommend our services to 

their friends and family.

Slaidburn had 11 responses and all were likely or 

very likely to recommend.



		 



	



		Out of Hours Services



		· I was unwell and had to come to your centre on Sunday 11 June and can I say the staff I saw were excellent starting with Dan Gaskin who was ever so kind, then I saw Dr Arain who was so kind to me. Thank you very much and I’m now feeling much better.  The staff are a credit to the NHS. Thank you

· Lovely Receptionist Ray Openshaw - Customer Service 10/10

· Receptionist Sandy Jackson was very helpful and Ruth Elkington was very thorough and reassuring. You all do an excellent job. Thank you.

· Reception was pleasant on arrival - Ray Openshaw and a friendly & helpful GP Dr Muzaffar

· Dr Islam was very polite and helpful. He translated to my language and I left satisfied. Would recommend your service.

· The receptionist was lovely and the doctor was great. After ringing 111 I was referred here, had an appointment 30 minutes later. Would definitely recommend. Excellent service. (From Facebook, patient probably seen at St Ives)





		Federated Practices



		· I accompanied my sister to see Louise Morris for a full health check. My sister has learning difficulties and panics around needles etc. Louise was absolutely fantastic in dealing with my sister – reassuring her, speaking to her in an appropriate, friendly and extremely warm manner.





		Slaidburn Country Practice



		· Friendly, helpful, listening GP.



		Health Access Centre



		

Walk in Centre:

· What a shame this service might close! Ridiculous! Amazing service - cannot get a GP appointment - this service is great for my young children.

· I do hope this important and much needed service is allowed to continue. AVHAC nust not be allowed to close.

· Good Service. Excellent staff. 

· Fast, extremely good healthcare.

· It is good because they help you and there are lots of friendly chatty people. They are helpful and they help lots of people. It is good because our GP's never see people. Nice, friendly and they help you a lot.

· Joanne was brilliant. My 16 month old ran out of water and she went to get me some so I wouldn't miss his appointment. Excellent service. 



Surgery:

· Very friendly and good at their job. 

· I couldn't get a better doctors and reception.  They’re marvellous. I get in when I telephone. The care and attention the doctors pay is unbelievable.

· Always feel like doctors listen to reason why we have to come to surgery and we take part in planning treatment. Prompt appointments. 

· This must be the best surgery in town. 

· Perfect service.

· Fab staff, always able to get an appointment. The best GP service I've ever been registered at. 

· Love this surgery. Staff and doctors Lovely. Highly Recommend. 

· The staff are friendly. 

· Extremely friendly, polite & helpful. Nothing too much trouble, very courteous. 

· Don't close.

· Never close

· I would recommend this surgery to anyone. My Dr, Dr Duffy is the best and most helpful Dr I have ever had! 

· Very good and helpful.

· Never had any issues. Good doctors and service. 





		

If you have received any positive feedback about any of our services or your colleagues please e-mail the Governance team on comments.elms@nhs.net  
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		Of the 197 patient responses from OOH patients 

96.9% said they would be likely or very likely to 

recommend our services to their friends and family. 

Clitheroe had 42 responses and all were likely or 

very likely to recommend.





		 



		Out of Hours Services



		· Susan and Dr Arshad were both very polite and helpful.

· Fantastic service from start to finish with Dr Sinha. He is so professional and thorough.

· Sandy on reception was very friendly.

· Brilliant, swift, friendly and efficient service – Ray the receptionist was lovely and brilliant with my elderly dad.

· Very kind and helpful receptionist (Rochelle Bevon) and lovely Doctor (Dr McKenzie).

· Receptionist (Ray Openshaw) was very kind, very helpful and he was very nice.

· Dr Arain was very polite and helpful.   Julie Swindlehurst the receptionist was helpful and polite An excellent service overall.

· Pendle is a happy place especially Lesley Harris’s smiley face.





		Federated Practices



		· Debbie (Mitchell), Thank you so much. You are so good at your job and always happy and helpful.

· We are devastated to hear that Nurse (HCA) Louise is leaving the surgery.   A very loving, caring, compassionate and helpful person who deserves only the best in life.   You are one of a kind.   You will be dearly missed Louise.





		Back Office at St Ives House



		· Dear Roz (Wilding), I am writing to thank you so much for your help in obtaining a death certificate for my mum. Without your prompt help and intervention I am sure I would be still waiting as I was at a loss as what to do. However mum’s funeral went ahead as planned…. I am so grateful to you Roz. Thank yoi once again. Could you also thank the lady (Karen Harrison) who answered my first phone call, sized up the situation and put me quickly through to yourself. Thank you.





		Slaidburn Country Practice



		· I just wanted to say how thankful we were to be able to call on the services of the health centre following an accident. We had a lady who had fallen and had a nasty cut on her face and was very shaken.   We called the health centre and the Doctor and Nurse were very quickly at the scene.   They instantly took charge of the lady and soon had he back on her feet and had dressed the wound.   This was all done in a very calming, efficient and dignified manner for the lady who had fallen.   This was very important for her as she was quite shaken as you can expect. We are very lucky to have this service so close.   I am not sure what we would do without it.











· The doctor, the nurse and the receptionist attended to me at the health centre and were all absolutely excellent.   I was seen very quickly.   The doctor carried out an assessment of my injuries before the nurse cleaned out and dressed the wounds.   They were careful to explain what they were doing and why.   They were courteous, friendly professional and did a superb job. I cannot recommend this health centre enough.   An absolute credit to the NHS and underlines the importance of having small, local health centres in rural areas.

· The practice is an excellent example of perfection. excellent doctors, kind & efficient staff, easily available appointments

·  Fantastic service all the time "5 Stars"

·  Everyone very polite, helpful & efficient

·  Saw Dr Ballard and he was amazing, so thorough and has hopefully solved a problem my 19 month old has had for 4 months when another doctor couldn't. Fabulous man.

·  Always get an appointment and a great service

·  Excellent communications and very helpful staff.   Always ready to help.





		Health Access Centre



		

Walk in Centre:

· Receptionist staff by the name Louise Morris has been very helpful and helped with undressing my mum for the ECG.  Also she sped up the appointment, this is very kind of her; she is very supportive.   Doctor is also very helpful and supportive. 

· Superb care and attention today.   Was seen within an hour and thoroughly examined.   The Advanced Nurse Practitioner was empathetic and put my mind at rest. Thank you. 

· Very quick!   Nice receptionists and very pleasant child friendly doctor in the purple suit.   Many thanks. 

· Just seen nurse practitioner David -Wow!   Amazing attention to detail, thorough examination and very informative.   The best medical appointment I've ever attended.   Many thanks. 

· I am often unable to make some day/week appointments at my own GP.   I also have difficulty attending surgery between 9-5 as I work a long way away.   When I have attended this walk in centre we have always been treated very professionally.

· To whom it may concern.   I write to highlight the excellent care I received today at the Accrington GP walk in centre from Dr Nkomo.   After a brief wait to be seen I had a consultation with Dr Nkomo. Throughout he was compassionate, considerate, thorough and informative.  I hope you will be able to feed back to him how much I appreciated his care and concern. 

Surgery:

· I love the service given to me and appreciate the text reminders.

· Excellent care.   Kind and helpful doctors and staff.

· Been at this practise since 2009, very happy to continue here. 

· Fantastic staff and doctors very helpful and understanding.   This must stay open don't know what I'd do without this practise.

· Once again fantastic staff, doctors understanding and listen to what you have to say.   Brilliant GP.   Needs to stay permanently.

· Fantastic doctors.   All staff are great. 





		

If you have received any positive feedback about any of our services or your colleagues please e-mail the Governance team on comments.elms@nhs.net  
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Sample Patient Survey Form.pdf
GP OUT OF HOURS PATIENT SURVEY

‘,\? East Lancashire
=2 Medical Services

0y R A

DATE: / /2017  TIME:

Thank you for using our service. Your care at this GP Out of Hours Centre today is provided by East Lancashire Medical
Services (ELMS), a local company established in 1994.

Feedback from our patients is important to us; it helps us provide and improve quality services that meet our patient’s
needs.

ELMS would like to ask you to complete a short survey about your experience of using this service today.

Please answer questions 1 - 11 BEFORE your consultation and questions 12 -20 AFTER you have been seen by a clinician
before returning the form to the receptionist on duty.

Please CIRCLE all as appropriate

Are you MALE FEMALE
Ql.  Whattime did you make your first telephone call for medical attention today?

Q2. Which telephone number did you ring first to access the GP Out of Hours service today?

Own GP 111 Other Didn’t Call 1st
Q3.  Was your call answered quickly? YES NO
Q4. Were you dealt with politely & efficiently at your 1%t telephone contact call? YES NO

Q5.  Did you understand the information given to you by the 15t operator you spoke to? YES NO

Q6. How quickly was your call dealt with?
1 Straight Away 2 Called back within 10 mins
3 Called back within 10-20 mins 4 Called back within 20-30 mins
5 Called back within 30 mins—1 hr 6 Called back over 1 hr
Q6a Were you offered a choice of 1 Centres 2 Times 3 Neither

Q7.  Where have you travelled from today?

Q8. Howlong has it taken youto get here? 1 15 MINS 2 15-30 MINS 3 OVER 30 MINS

Q9.  How did you get here today? 1CAR2BUS 3 TAXI 4 AMBULANCE 5 WALKED 6 OTHER

Q10. When you booked in at reception, was the receptionist polite and helpful? YES NO

Ql1. Onascale of 1-10 (1 being poor and 10 being excellent) what score would you give for the

service and care you have received up to this point?






Fok ok ok Rk oR KRR ROK Dlagsa gnswer questions 12 - 20 AFTER your consultation *** ¥kt

Ql12. Were you seen on time? YES NO
Q1l12a IfNO —did the receptionist notify you of a delay? YES NO
Q13. Did you feel that the clinician spent enough time with you? YES NO
Q14. Did the clinician explain what you wanted to know? YES NO
Q15. Are you happy with the consultation you have had today? YES NO
Q16. Woere you given 1 APrescription 2 Medicine from Stock

Q17. If no, please say why and what you feel could have improved it?

Q18. Onascale of 1-10 (1 being poor and 10 being excellent) what score would you give for the

service and care you have received since arriving at the Treatment Centre?

Q19. Are there any suggestions you would like to make that would have improved your

experience?

Q20. Why have you accessed the service today?
1 My Medical condition could not wait until my surgery was open
2 1could not get an appointment at my GP surgery
3 This service is more convenient

4 Other

Q21. Ifthis service was not available, where would you have gone?

White - British White

White - Irish

White - Eastern European

White - Other White Background

Asian or Asian British - Indian Asian or Asian British

Please Tick an option which best
describes your ethnicity

Asian or Asian British - Pakistani

Asian or Asian British - Bangladeshi

Asian or Asian British - Other Asian

Black or Black British - Caribbean Black or Black British
Black or Black British - African

Black or Black British - Other Black

Mixed - White and Black Caribbean Mixed / Other
Mixed - White and Black African

Mixed - White and Asian

Mixed - Any Other Mixed Background

Chinese

Other

Don’t know

Do not wish to divulge

© Russ McLean PVG06/2017
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