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Minutes of the East Lancashire Patients Voice Group Meeting

Wednesday 16 December 2015 - St Ives Business Centre


                                                      In attendance:-



	     Patient Voice Group Attendees
         
    Russ McLean - PVG Chair (RMc)
    Pamela Pickles (PaP) 
    Mavis Williams (MW)
    Yasmin Feroze (YF)
    Harri Pickles (HP)
    Pat Pearce (PP)

	   ELMS Staff Present
          
  Glenda Feeney - Corporate Services Director  (GF)
  Ros Wilding - Minute Taker (RW)

                 

	
	

	Welcome
	

	
RMc opened the meeting at 19:00 and extended a warm welcome to those present. 


	News Update
	

	
· RMc informed the group of Janet’s resignation following the last meeting held in October. Janet had hoped to attend tonight which would have been her last meeting but unfortunately has had to send her apologies.  Action: RMc to write a letter of thanks to Janet for her invaluable contribution to the group over the years.

· RMc introduced a new member to the group - Pat Pearce who lives in the Ribble Valley. 


	Apologies  Received
	

	
 Shirley Corbally
 Janet Harbord

	Minutes of Last Meeting / Conflict of Interests / Matters Arising
	



· Minutes of the last meeting
Held on 14 October 2015 - proposed by RMc and seconded by PaP as a true and accurate record of what had transpired.

· Conflict of interests
None declared.

Matters arising
· Clinical Navigation Hub presentation:  Action: RMc to write and thank Brenda Re.
· New members: On-going.
· NWAS invitation: Due to other pressures within NWAS this item is shelved for the present.





	Chair Report - Russ McLean
	




RMc has been busy working on behalf of the patients of East Lancashire – see Chair Report attached.  RMc continues his excellent relationship with ELHT and with its leadership of Kevin McGee (Chief Executive) and Eileen Fairhurst (Chair).


		Complaints / Compliments
	



Complaints Sub-Committee reviews 
It was agreed to cancel the sub-committee review meeting for tonight due to a shortage of members (SC & CN).  RMc asked PaP as the only member present if she is happy with the sub-committee meeting 30-mins prior to the main meeting. PaP responded that she is and is also happy with the random anonymised scrutiny process. 

· Since 1st October 2015 to-date complaints have been received and reported to HSCIC 
as follows:-
11 x Out of Hours
23 x Federated Practices
4 x Hub
1 AVH 
RMc said that this low number reflects how well that ELMS, as an organisation, works hard to ensure patient focus is paramount.  RMc asked GF to extend his thanks to the board.  
It was agreed that patients increasingly have unrealistic expectations. Generally, people are naturally quick to complain but it was agreed that compliments should also form part of this item.  Action: It was agreed that RW will attach a copy of the monthly compliments reports to the Minutes including reports in arrears back to July 2015.
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	ELMS Updates
	



· RMc receives reports for ELMS services and looks at the data from a patient perspective such as are ELMS performing/under-performing? GF said that numbers have continued to increase across all the services and planning for winter pressures is always a challenge.  Doctors want to work less on out of hours due to increased costs to themselves; despite this ELMS still need to cover the additional shifts over Christmas and New Year and more doctors are needed than are required to ensure the needs of the services are met.

· Both ELHT and ELMS continue to employ a large number of expensive agency staff.  Agencies take a percentage from the fee before payment is made to the doctor. More and more doctors, nurses and other clinical staff are leaving full-time work to pick and choose where and when they work; this leaves hospitals and other NHS services in a difficult position as it takes 7-years to train a doctor and the ones that leave can’t be replaced quickly enough.

· RMc meets with Kevin McGee monthly and uploads their discussions on to youtube with a particular concern from their last meeting that A & E are struggling with increased numbers. There is a national shortage of A & E staff but ELHT are recruiting nursing staff from the Philippines; Christine Pearson has flown out to meet with potential staff to ensure criteria such as language skills are in place before offering employment.

RMc has concerns but would prefer this option to that of expensive agency staff even if their command of English isn’t very good as it least it gives patients continuity of care that you don’t get with locums.  They would be paid at staff rate; receive re-location costs; training and mentoring and have to pass English tests. However, this could result in them moving to larger cities such as London for higher paid jobs. It was acknowledged it’s a very difficult time in the NHS at present. Kevin is well-liked by patients and staff and is proving to be a better “front-man” than his predecessor and is working towards an improved service.

PaP asked if these positions would be permanent. RMc answered that they would but as he alluded to earlier, there is a real concern that they may ultimately leave.  YF agreed that the trust continues to seek staff from abroad – it was Italy last year for example but it’s pointless when they leave to work elsewhere.

The media have stopped berating the NHS but it’s going to take around 5-7 years before the numbers are back to what they should be. 

Action: GF will provide an abridged version of the Dashboard (national quality requirements) to future meetings.

	ELHT Dietetics Engagement
	



· RMc reported that for the first time in 10-years ELHT has looked at its food and drink strategy for patients; staff; carers; parents etc. Vending machines are full of high fat and high calorie content with low nutritional value; typically, canteens/restaurants close early evening leaving a poor selection available. RMc asked PVG members if they would be interested in becoming involved over the next 3-months to collect data via questionnaires to assist with this strategy. It would involve going on to wards at East Lancs hospital sites so DBS checks will need to be in place and ID badges will need to be worn at all visits.  It is asked that members are sympathetic to a ward environment and act accordingly as an ambassador for the PVG.  PaP has looked at the information provided by RMc with the Agenda and confirmed her interest – it is asked that the rest of the members read it prior to submitting their names for involvement.  However, RMc stressed that ELMS is to take priority over any ELHT tasks but it is hoped that the PVG’s involvement will help to raise its profile.   Expenses of 40p per mile will be paid by ELHT on claim forms which will be issued by RMc. Kevin McGee has stressed that he doesn’t want anyone to be out of pocket. 

	Any Other Business



· PLACE Training
The next PVG meeting will mainly be taken up with PLACE training. 

· 2016 Meeting dates (all Wednesday evenings)
3 Feb / 6 April / 8 June / 10 August / 12 October/ 14 December

	General Information
	



The Patient Voice Group also has their own Website and email address. ELMS website can be accessed here: 
http://www.elms-nfp.co.uk/,  
The Patient Voice Group can be accessed here: http://www.elpvg.info/ and the Patient Voice Group email address is: Patient@ELPVG.info.  


	



	Date / Time / Venue of Next Meeting
	

	


Wednesday 3 February 2016 

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

St Ives House Business Centre
Accrington Road
Blackburn
BB1 2EG




Members are reminded that they can submit items for the Agenda up until 1-week before the next meeting date and that they should email these to the above address. Apologies can be given by email to the same address or by leaving a message 24hrs 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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As Chair of the Patient Voices Group (PVG), I continue to be proactive in the promotion of the Group and of East Lancashire Medical Services – the organisation to whom the Group is affiliated.



In November I delivered PLACE training (PATIENT LED ASSESSMENT of the CARE ENVIRONMENT) to staff members of the organisation. I will deliver additional training in January. Members of staff and Patients inspected Clinical areas at St Ives House and there are plans in the near future to inspect the ELMS Federated practice. The training was well received and is a vehicle for organisations to ensure that patients are at the heart of everything. The PLACE inspection regime is currently a directive from the DOH and NHSE which involves secondary care organisations being compliant in Patient Led Inspections. It is widely anticipated and recognised that this directive will be rolled out to Primary Care in the near future and is a great way for Health Care settings to prepare for CQC inspections.



I continue to be very vocal on behalf of all those patients who I was elected to represent and on behalf of East Lancashire Medical Services. I am a regular contributor as Chair, to BBC Radio Lancashire, where I continue to comment on issues such as the Jr Doctors strike and where I regularly review the newspapers, on air. Similarly – I also comment frequently in National and Local newspapers and on local radio stations.



I have attended and completed courses on Forced Marriage and Domestic Abuse and on Self Harm in young Adults. Personal development is very important to me.



At the end of every month I look at all of ELMS complaints which have been closed. It never ceases to amaze me that – for a company with a significant number of patient contacts, across services, we have very few complaints. The Health & Social Care Information Centre (HSCIC) require me to attach a sheet to each complaint – showing that I have considered it. I then mark the complaint as Upheld – Partially Upheld – or Not Upheld. To help me come to my decision – there are guidelines from the HSCIC. The PVG continues to look at anonymised complaints and our comments and observations are fed back to the Governance Department.

ELHT CEO Kevin McGee and I have recorded a new piece for the PVG YouTube Channel which is growing in popularity. There is a link to this page from Mr McGees blog and from the ELHT website. I hope that the positive relationship I have worked hard on, between the Trust and the PVG, continues to strengthen and flourish. The PVG has been asked to conduct some Patient engagement for the Trust and I was happy to agree.



At the end of the last meeting, I was saddened to receive a resignation from Mrs Janet Harbord, citing family pressures. I would like to take this opportunity to wish Janet well – and to thank her most sincerely from the Patients of Pennine Lancashire for her time and her commitment to improving health outcomes.

I would also like to personally thank all the PVG members for their commitment to the Group and look forward to their continuing support during the next year. From me – and from East Lancashire Medical Services – we would like to wish you and your loved ones a Very Merry Christmas – Seasons Greetings – and a Happy, Healthy & Prosperous 2016. Happy New Year!!!



During the last few months I have attended many meetings – and represented the PVG/ELMS at meetings with the following organisations and individuals:



ELHT Signage Group

ELHT Dietetics

ELHT Stakeholder Events

Diane Ridgway ELMS CEO

Andrew Clarke ELMS Governance

Ros Wilding ELMS Governance

Glenda Feeney ELMS Corporate Services

Prospective PVG member Induction

ELMS Complaints (Governance)

ELMS Complaints (Patient Reconciliation meetings)

Kevin McGee – CEO ELHT

Telegraph Health Reporter – Simone O Kane

Healthwatch Lancashire CEO Gill Brown

Abdul Mulla Director Healthwatch Blackburn with Darwen

Families Health & Wellbeing Forum

Blackburn with Darwen Clinical Commissioning Group

Hyndburn Multi Patient Group

CSU for Care Data

Clinical Governance Meetings

Clinical & Organisational Governance Meetings

County Councillor Ali re Brierfield Surgery

David Goldenberg Good Governance Institute

ELHT Board Meeting

Multi CCG Focus Group

Radio Lancashire

BBC TV

Granada TV

BBC Radio 5 LIVE

The Bee / 2BR

Radio Essex

Patient Complaint Support Eagle Medical/Pendle Valley Mills

Mike Fairburn Chair Slaidburn PPG

Pharmacy First ELHT

Kevin McGee for PVG Channel

Shazad Sarwar NED Airdale 

BwD Health & Wellbeing Board
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		Percentage (%) of patients who used our services in July 2015 who are likely or very likely to recommend our services to their friends and family.

		96%



		401 of the reported cases were seen by the Out Of Hours services.

48 of the reported cases were seen between our other services.

		







		(St Ives) A selection of positive comments received… 



		· “Dr Habib was excellent - he went out of his way to help me.  Thank you so much.”


· “Excellent service! Staff called me back and arranged an immediate appointment.”



· “Glad to know there is always someone there when you need them. Fast, efficient and professional, thank you!”







		(Blackburn PCC/UCC) A selection of positive comments received…



		· “When I arrived I was in pain and discomfort.  I received politeness from the receptionist and I received good treatment from the doctor.  I did not have too long to wait. The waiting room was clean and tidy and the toilet was clean.  Thank you for the care and treatment that I received I am now feeling much better.”


· “I could not have had better treatment. All staff without exception were kind, caring and smiley.”





		(Burnley PCC/UCC)  A selection of positive comments received…



		· “Dr Mackenzie provided excellent care.  He listened to what I had to say and I would recommend this service to other people.  Dr Mackenzie is a very good doctor polite and listens to what the patient has to say.”


· “I have always been seen quickly, treated with respect and listened to.”


· “Excellent service to see out of hours GP for our 2 year old.”









		(Pendle Community Hospital) A selection of positive comments received…



		· “At Pendle Community Hospital they provide excellent customer service and are very helpful towards everyone. Thanks!"


· “Fast, great with our children and very efficient.”



· “Doctor was very helpful. Good communication and made me feel at ease.”





		(Clitheroe Hospital) A selection of positive comments received…



		· “Service we received was excellent. ELMS helped us through a worrying time as the appointment was for a sick child.  Thank you.”


· “What a lovely clean and friendly hospital with excellent parking facilities. The doctor was lovely and friendly, I can’t praise him enough!”


· “Timely, professional and helpful!”







		(Rossendale PCC) A selection of positive comments received…



		· “This service is great out of hours GP. It allows me to receive treatment without taking up hospital time.”


· “Very understanding doctor.”


· “A fantastic helpful doctor.”





   

		(Home Visits) A selection of positive comments received…



		· “Absolutely perfect service. The doctor who attended was very attentive and kind.  Marvellous service attended quickly.”


· “The ELMS doctor attended my sister due to our GP being fully occupied on the day. We were impressed by the speed of arrival and the courteous efficiency of the team.  We should all appreciate the services of our world leading health care.”


· “The doctor that came to the house was very friendly and listened well to what I had to say.  He was very thorough and it didn't feel like he was rushing. He took his time and was very helpful.”







		(Federated Practices & HUB) A selection of positive comments received…



		· “I am very happy with the new appointment service. I spoke with Lee Baron who was very helpful and arranged a convenient appointment for me.”


· “I saw the nurse practitioner Tracey Pettitt at Pendle Valley Mill and she was really good! I appreciate what Tracey does and I am sure she has magic powers.”


· “Elisa Garvey is an excellent HCA. Very caring, gentle, listens and will explain anything you ask her”








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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		Percentage (%) of patients who used our services in August 2015 who are likely or very likely to recommend our services to their friends and family.

		90%



		130 of the reported cases were seen by the Out Of Hours services.

35 of the reported cases were seen between our other services.

		







		(St Ives) A selection of positive comments received… 



		· “We were visiting from Oldham when our baby became ill.  The service is brilliant.”

· “I would recommend this service.  It is very good and the GP gave good advice.”

· “Contacted 111 who advised a GP appointment, was contacted back within 5-minutes with an appointment.  Very swift and professional.”

· “Dr Zaki Patel was lovely. Very quick to see my baby. Very helpful and reassuring.”

· “Very helpful and quick to be seen by Dr Farnaz Arshid.”







		(Burnley PCC)  A selection of positive comments received…



		· “The staff members here are always welcoming and calming.  Care we have received has always been the best.”

· “Very friendly staff, quick efficient service and the Doctor was very polite.”













		(Pendle Community Hospital) A selection of positive comments received…



		· “Very friendly and was quick to respond to my phone call.”







		(AVS) A selection of positive comments received…



		· “The Doctor was very nice and contacted my own Doctor to find out when I was having my operation and we found out today that it is this week - thanks to the Doctor visiting.  A very big thank you!”

· “Absolutely 1st class.  After calling the surgery for my 95-year old mother the visiting doctor arrived within 1-hour.  Dr Islam was excellent.  My mother’s comment was that she had the best examination ever.  He gave reassurance and promised a follow up with her GP.  Thank you.”

· “Really good service.  Really helped.”

· “Very good Doctor, clear about diagnosis and treatment.”







		(Federated Practices & HUB) A selection of positive comments received…



		· “Dr Sajid is the best doctor we have had since we have been married and that’s 23 years.  As for the reception staff they should get more recognition for what some of the staff have to put up with (not our staff at Eagle Medical Centre). I would not change any of the services as the service our doctor provides is 2nd to none he is very helpful and very informative.  Thank you.”

· “I've been registered at Brierfield HC since 1959.  I've always been treated with respect.  They're always helpful.”

· “Although I never seem to see the same Doctor twice they are, however, all very good.”

· “I spoke to Sarah Smith on the appointment line originally and she was really helpful and although unable to rearrange an appointment until September, I found her and the booking service generally, really helpful and easy to deal with.” Anne – Genetic Outreach Nurse.





 

		(Clinical Navigation HUB) A selection of positive comments received…



		· “Services like the new HUB which help improve coordination and joint working are the way to go forward and we look forward to working even more closely with Brenda and the team – bring it on we say!!!!” – Yvonne Skellern, Partnership Lead, ELHT Falls Team.

· “First one for me, unsteady, falls and the Nav Hub team did all the footwork. I would just have sent to A&E. Working well so far. – Dr Malcolm Ridgeway, Witton Surgery.

· “Needs to be open OOH – weekend and bank holidays” 

· “Just to let you know Doctor who you spoke to thinks you are the best thing since sliced bread and telling all the other GPs the same thing. Keep up the good work!” – Julia Miller – over 75s nurse Hyndburn.

· Here to Help Project at Age UK BwD work with the navigation HUB to ensure a quality, coordinated service to patients. We receive referrals from the HUB and consult with them and benefit from their extensive directory of services and the knowledge of their staff. We find the service to be fast, efficient and effective. – Rachel Nolan – Health Coordinator, Age UK.





 



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.

image1.jpeg







image2.wmf




image4.emf
Sept 2015.docx


Sept 2015.docx
		[image: ]ELMS Compliments Report

September 2015


		

[image: ]















		Percentage (%) of patients who used our services in September 2015 who are likely or very likely to recommend our services to their friends and family.

		97%



		444 of the reported cases were seen by the Out Of Hours services.

5 of the reported cases were seen between our other services.

		







		(St Ives) A selection of positive comments received…



		

“Service provided was exemplary and the Doctor was a gem.  Thank you so much.”



“It was really nice.  I got the appointment in 5 minutes which is really good.  You don't get that from your local doctor.”



“Dr Hewitt is one of the best doctors I’ve seen and the receptionist was brilliant.”



“Was very clean and the doctor was very polite, keep up the good work.”





		(Burnley PCC)  A selection of positive comments received…



		

“A high quality experience. The staff were professional, polite and very clear. I obtained an appointment swiftly with no 'fuss'.  Thank you!”





		(Pendle Community Hospital) A selection of positive comments received…



		

“It's the best thing ever, having out of hours in Nelson on a Sunday. With young children it takes some of the worry away of going to either Burnley or Blackburn.”



“We had a very professional consultation with the nurse at Pendle - felt very reassured after the review.”



“Dr David Cliff is a very good doctor - Thank you.”





		(AVS) A selection of positive comments received…



		

“Dr Rahman has done a good job.  Very kind and effective.  Running a good service.  Very helpful overall.  Very happy with the service – preferred to over hospital.”





		(Federated Practices & HUB) A selection of positive comments received…



			

“Very good locum doctor, listened to my problems, would highly recommend Dr Akhtar.”











		(Clitheroe General Hospital) A selection of positive comments received…



		

“Very pleasant staff, very efficient and gave good advice.”



“I was seen very quickly, very nice and good advice given.  Thank you.”



“Friendly and quick response.”





		(Rossendale PCC) A selection of positive comments received…



		
“A speedy and efficient service received from start to finish.  Thank you!”



“Excellent service - highly recommend it.”



“Quick, very happy.”





		(Accrington Victoria Hospital HAC) A selection of positive comments received…



		

“I attended AVH HAC as a walk-in patient. The reception was extremely clean, bright and welcoming. The GP I saw was Dr. Tobechi Nna who I found to be totally approachable, empathetic and above all, listened to what I had to say and treated me in the most effective way. I would have no hesitation whatsoever in recommending the walk-in centre and Dr Nna to anyone.”





		(Over 75s Service) A selection of positive comments received…



		

“I am extremely happy with the service given to me by Lynette and Yasin in the over 75s Service. They are both very caring people and make a point of keeping in touch and making sure that my husband and I are OK. I would recommend this service to anyone. We are treated with respect and as individuals. They have restored my faith in the NHS!”



“Extremely efficient and very pleasant to talk to. Able to tell me anything I wish to know about my condition. No problems at all!”



“My own experience of ELMS has been excellent during the past few months when I have needed continued medical care. Across the board the individual staff member have all been professional and shown me consideration and courtesy at all times. These qualities have helped me gain and maintain my highest confidence in this new service for the over 75s.”











If you have received any positive feedback about any of our services 

or your colleagues, please e-mail the Governance Team at

 comments.elms@nhs.net.
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		Percentage (%) of patients who used our services in October 2015 who are likely or very likely to recommend our services to their friends and family.

		95%



		332 of the reported cases were seen by the Out Of Hours services.

13 of the reported cases were seen between our other services.

		







		(St Ives) A selection of positive comments received…



		
“I phoned at 9:30pm and had a call back after 5-10 mins.  Was given an appointment for 10:15pm - that's great.  At the centre was seen immediately. Thanks.”



“I'd rather come here than go to my own Doctor's.”



“The waiting room was nice and clean and the receptionist kind and welcoming. The service was not running to time.”





		(Burnley PCC)  A selection of positive comments received…



		

“Dr Retamal was very understanding - listened to my concerns about my child's health - very good Doctor.”



“The Nurse Practitioner who helped my son was amazing, so caring and helpful, exactly how a Nurse should be.  Well done ELHT, you have a star amongst you!  Thank you.”



“Dr Retamal is a fantastic doctor - reassured me nothing to worry about.”




		(Pendle Community Hospital) A selection of positive comments received…



		

“Simply a great service, very helpful & friendly!  Thank you.”



“It’s great to have a service in our area, the appointment times are a good system so you don't have to wait long.”



“I rang 111 and I was rang back straightaway and was given appointment within 1 hour and 30 mins. Good service.”



“Friendly staff, always polite and easier to be seen than at my Doctors.”



“It’s great to have this service in our area.”











		(AVS) A selection of positive comments received…



		

“Dr Habib was again professional and very caring as this was the 2nd time he had seen me and recognised me at once.”



“Dr Sinha was very prompt & professional and listened to what the nurse had to say; he was also friendly & understanding which speaks volumes for your service.”





		(Clitheroe General Hospital) A selection of positive comments received…



		

“A very friendly and resourceful service. Brilliant.”



“Very quick and attentive, thank you!”



“Very quick and convenient”





		(Rossendale PCC) A selection of positive comments received…



		

“Never used this service before but very impressed with how fast & easy it was to get an appointment & reasonable waiting times.”



“I can say that whenever I have used the service for my children I have had positive experiences.”



“Clinician listened to concerns and should care at all times.”




		(Over 75s Service) A selection of positive comments received…



		

		[image: ]

		“I think the service is wonderful. I have lots of illnesses and it is good to have someone you can rely on. I am very grateful for the service.”



“I have found that Lynette and Yasin are very helpful and friendly.”



Well done to the Over 75s team who have continued to provide an excellent service this month!



This month the service received a contribution of £300 from a very grateful and appreciative service user. The contribution will go towards improving the service.



Well done Lynette & Yasin!


















If you have received any positive feedback about any of our services or your colleagues, please e-mail the Governance Team at

 comments.elms@nhs.net.

image3.jpg

200

 tolophone BN of
faniing W oo

24 how
Oniine







image1.jpeg

T
SRR

-
o A
Fogl ety

A EEEEELEEE

L EEEEEEREE S
eEEEEFEEEEL






image2.wmf




image6.emf
Nov 2015.docx


Nov 2015.docx
		[image: ]ELMS Compliments Report

November 2015


		

[image: ]















		Percentage (%) of patients who used our services in November 2015 who are likely or very likely to recommend our services to their friends and family.

		93%



		394 of the reported cases were seen by the Out Of Hours services.

50 of the reported cases were seen between our other services.

		







		(St Ives) A selection of positive comments received…



		
“Dr Retamal completed a thorough investigation on my son which has given me peace of mind following a head injury 8 days ago. Great service!!”



“Dr Retamal was very understanding - listened to my concerns about my child's health - very good doctor.”



“I have used this service 3 times this year myself and once for my daughter.  It’s a very fast service and it makes me happy that I can be seen by a GP at night for emergencies.”





		(Burnley PCC)  A selection of positive comments received…



		

“The gentleman in reception was very friendly and helpful. The 111 service was really good to get a 
quicker appointment than waiting 3-hours in A & E”



“Excellent service, very surprised how quick & efficient from dialling 111 to being seen locally & referred to hospital”



“Dr Majid was really helpful and professional."




		(Federated Practices) A selection of positive comments received…



		
“Very satisfactory service from all staff, receptionists, nursing staff and GP's. Unable to fault the service.”



“The staff right through to the doctors, nurses, and reception staff are all truly professional in their own fields.”





		(Rossendale PCC) A selection of positive comments received…



		

“Dr Arshad was extremely good, very helpful & very good with my baby. Thank you.”



“Was very happy in the speed that they were able to see my little boy especially on a Sunday out of hours. Thank you!”









		(Clitheroe General Hospital) A selection of positive comments received…



		
“Fantastic service - rang 111 and was meeting the GP within the hour. Polite & helpful reception too! Many thanks.”



“The receptionist was very pleasant and courteous - talking to me and not at me.”





		(AVS) A selection of positive comments received…



		

“Dr Retamal was polite, good with patients, quick & professional.  Found cause of the problem without distressing the resident. Thank you.”



“Was very pleased & impressed with the service from ringing up to a doctor arriving.  Would highly recommend.”



“Dr Retamal was prompt visiting; carried out a thorough examination and gave good advice. Very pleasant in manner.”






		(Over 75s Service) A selection of positive comments received…



		

“Excellent service with supportive and caring staff. This service should be extended to 7 days per week””



“This new service is what elderly people need. Lynette and Yasin have been marvellous with us and I feel a lot more confident that I am able to speak to the same clinican every time. I have learned a lot about my kidney condition that I didn’t know before I used this service” 








If you have received any positive feedback about any of our services or your colleagues, please e-mail the Governance Team at

 comments.elms@nhs.net.
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		Percentage (%) of patients who used our services in December 2015 who are likely or very likely to recommend our services to their friends and family.

		97%



		287 of the reported cases were seen by the Out Of Hours services.

13 of the reported cases were seen between our other services.

		







		(St Ives) A selection of positive comments received…



		

“Excellent care from the person that treated me.  Kindness, consideration and time explaining what it was that I had wrong with me - highly recommended. Friendly Receptionist.”



“Thanks to Sandy Jackson’s prompt help, I was able to get the treatment needed as soon as possible and I am feeling a lot better!”



“Excellent service from Dr Habib. Thank you.”





		(Burnley PCC)  A selection of positive comments received…



		

“An excellent service on both occasions I've attended.  Doctor excellent. Receptionist very good.”



“Dr Retamal was excellent he really understood my son and didn't push him.  Didn't make me think or feel like I was wasting his time.”



“The doctor was very nice and helped a lot with the best care for my son.”





		(Federated Practices) A selection of positive comments received…



		

“To all the girls at Pendle Valley, Merry Christmas, and a Happy New Year! Thanks for all the excellent service and hard work you do to keep us going for another year!”



“Today I saw Louise Morris, what a lovely professional person she is! I was very well looked after and not only did what she had to do but went above and beyond to make me feel relaxed and comfortable. If I come again I will always request to see Louise!”



“I was seen by Elisa Garvey who gave me a very clear explanation about what the “well-man” checks were all about. It was very beneficial and informative.”



“Dr Harrison is an excellent doctor. I would like my future appointments to be made with her. My wife also feels this way!”



“I saw Julie McDevitt, I was made to feel comfortable and she showed concern for my health. Well done Julie and all at the practice, a friendly lot!”



“I want to thank Dr Krystoff and all the staff at the Brierfield health centre for their help and support over the last year. As you are aware my husband tragically died last year but I would like on his behalf to express his thanks to you all!”



		(Rossendale PCC) A selection of positive comments received…



		

“Wonderful to be able to ring up and get such a quick appointment at the weekend.”



“We are so glad of this service. My Mum is doing well now. Thank you.”



“Always very helpful when needed.”





		(Over 75s Service) A selection of positive comments received…



		

“I think this service is wonderful as I have lots of illnesses. It is good to have someone you can rely on. I am very grateful for the service. Yasin and Lynette are very good.”



“My wife and I received good care and attention. We have been treated with respect”



“Lynette Callaghan is a caring and professional lady. She came to take my blood pressure, asked me questions, spoke on my behalf to the local pharmacist who then delivered my drugs the same day.”




		(AVS) A selection of positive comments received…



		 

“We found that Doctor Retamal was very helpful”



“Could not have asked for anything better.”





		 (Clitheroe General Hospital) A selection of positive comments received…



		

“Lovely Doctor & Receptionist - Doctor very thorough.”



“Quick and efficient, why aren't all hospitals like this?”



“Quick response, good service.”









Happy New Year! Best wishes to everyone from the Governance Department!

If you have received any positive feedback about any of our services or your colleagues, please e-mail the Governance Team at

 comments.elms@nhs.net.
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