Apple Meeting 16t September 2024 at 3pm

Attending:

Dr Saluja, Practice Manager: Elaine -, David G, Beryl D, Joanne H, Fiona B and
Cllr Sisterson

®* Welcome Dr Saluja welcomed & David chaired the meeting at the surgery.

® Apologies for absence; Jackie S, Matt -, Jules T, ClIr Panjala

* Minutes of last meeting 29t April 2024 were approved.

e Matters Arising.
AMC has recruited 2 new a ‘patient navigators’ (total of 10) to assist in the answering &
dealing with patients calls and deal with referrals.
Parking at the surgery; the surgery has spoken to Aveley Primary school (next door).
Blood tests are now available in house on Tuesday, Wednesday and Friday mornings at
AMC - times have increased with new phlebotomist.
Patients are to be reminded they have a choice in choosing hospitals for treatment. This
should be seen on the surgery TV screen, along with other useful information.
DNA —do not attends at the surgery have increased to a worrying level: how to solve?
Late appointment protocol update; after feedback from the medical team, 10 minutes late
has been agreed as ‘reasonable’ to still see a doctor for a scheduled appointment. This
takes into consideration the effort patients make to attend; sometimes affected by
circumstances outside their control. This information is to be made known to patients,
including on the TV screen in waiting area. The surgery appreciates if a patient is going to
be late or unable to attend their appointment to call reception ASAP letting them know the
situation and see what can be sorted.
The self-checking system in the waiting area is not running (awaiting funding from
Integrated Care Board) staffing levels at reception is covering checking.
A board of ‘who is who' at the surgery (requested by ClIr Panjala) is to be a list of names
and specialism medicine, language, also to be seen on the AMC website - ( f/u Matt).
Booking for appointments: times will be given consistently as 12hour clock AM or PM
Asthma review: asthma health assessed at review with series of questions (not peak flow)
assessment includes things like use of a ‘spacer’ for better inhalation of inhaler, over
diagnosis of asthma...




Patient survey results

Discussed National GP patient survey taken from January to March this year, published in
July. Results can be accessed online via AMC website. In the survey Aveley Medical Centre
is consistently improving and the CQC (Care Quality Commission) shows better results. The
ICB (Integrated Care Board) and AMC work together to keep standards high and review and
supervise staff consistently to improve skills; from telephone calls, surgery reception, face-
to-face doctor’s appointments and telephone consultations. As a family practice AMC
stands strong compared to other GP practices in the area.

Flu injections
Patients of AMC are being invited via text and letter for the Flu injections. Care homes have

been completed, almost finished caring for the housebound, then over 75s and medical
conditions. Clinics will be held at the surgery. In October jab appointments will be available,
there is also a possibility to have jab while at the surgery if staff available at time and a
Walk-in clinic held on Saturday 5th October. Covid boosters not clear if doing with Flu jabs.
Information to follow and on the RSV (Respiratory Syncytial Virus) vaccine for patients with
upper respiratory conditions, invitations will be sent.

Phone/text communications

Discussed opportunity for patients to update their preferred contact information; especially
when multiple members of the family are listed under one phone number. To be advertised
on the TV in the waiting area, on the AMC website and Facebook. If your details might be
out of date please update (phone/reception). Text messages from the surgery are
sometimes sent in a bulk format to the number listed as your contact; those not receiving
texts are sent a letter instead.

Calls at the surgery are being answered in a reasonable time and covering staff leave,
illness has been managed. Noted sometimes the wait times can fluctuate. There is a
scheme being planned to alleviate staff from answering initial calls to the surgery so they
can concentrate on calling back patients with appointments and details and dates. The
scheme to be trialled, no date yet (still at governance, data protection, how?) will use Al
(Artificial Intelligence), phones would be answered well, transcribed, audited for accuracy.
Discussed the ability to have an option to speak to ‘a person’ if needed. The technology is
apparently very advanced and details will follow if AMC are able to trial.

14 day pathway Agenda item to be reviewed at next Apple meeting.

Cllr comments



ClIr Sisterson highlighted local MP Jen Craft is hosting a health focused MacMillan coffee
time on Friday 27t" September, 3pm at the Aveley Family Hub, email invitations had been
sent to local places including AMC.

Cllr Panjala (via email) had raised a concern about a resident not receiving a follow-up from
triage. More information is required to find out what happened and how to rectify now and
in the future. Discussed best practice to contact AMC practice managers Elaine or Matt first
in the instance of any concerns, matters are typically soon happily resolved.

e A.O.B.
Importance & appreciation of the quality of nurses at AMC (Sandy example illustrated)
Friday at the surgery, less doctors noted as more difficult day to secure appointment.
Noted DNAs (do not attends) is to be updated on Facebook page and waiting area TV show
time as how many hours wasted in doctors and nurses hours each month at AMC.
Noted location of local Defib machines including The Park Tavern and the High Street.
Discussed boundary areas of Aveley and Purfleet on Thames and awareness of the scope of
Ockendon. Highlighted lack of ease of transport for patients to surgery.
Noted: large van on pavement outside surgery dangerously obscures view for drivers.

Next meeting Monday 11" November 2024 at 3pm



