THE BLACKDOWN PRACTICE NEWSLETTER

DECEMBER 2006

We wish all of our patients a Very Happy Christmas
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NEW OUT OF HOURS NUMBER
Please note that if you need to telephone the out of hours service Devon Doctors on Call when the practice is closed you should use their new telephone number which is:

0845 6710270
Our answerphone messages now give out this number although the old number will remain valid for several months.
NEW PRACTICE MANAGER

You may have noticed recently an advertisement in the local papers for a new practice manager for this practice.   Sadly I will be leaving at the end of April but for the very good reason that I am fortunate enough to be moving to Corfu.  I have had a wonderful time working here for the last four and a half years (well, most of the time anyway!) and will miss everybody tremendously.  

So the search is now on for a replacement.  We will be creating a shortlist of applicants during December and will be interviewing on the 19th of January.  Details of the new manager will be published in the next newsletter.

www.theblackdownpractice.co.uk
This is the practice’s website address which can be used as another source of information about the practice as well as the newsletter.  Full contact details and information about all the services that we offer are available on the site plus useful links to other sites.

During the next few months we hope to introduce some online services such as being able to book an appointment online or change your address details without having to contact the surgery.  Ultimately we also hope that repeat prescriptions will be able to be ordered online.  Posters will be displayed in our surgeries when these services become available.
MISSED APPOINTMENTS


[image: image2]
We would be very grateful if you could telephone the practice in plenty of time if you know either that you cannot attend or you no longer need to attend so that your appointment slot can be offered to another patient especially during the busy winter period.
FLU CAMPAIGN 2006
We are now coming to the end of our flu campaign for this year and hope that all of you that attended one of our flu clinics found the experience rather more relaxing than in previous years!  From our point of view the clinics were very successful, and yet there were still issues raised which need to be addressed in future years.  If you have any points that you would like to make about this year’s flu campaign please do not hesitate to contact the practice manager. 
PATIENT SATISFACTION SURVEY
Thank you very much to all our patients who have completed an Improving Practice Questionnaire (IPQ) recently.  The results of this should be available in early spring and, as usual, will be made available to patients via a published report in the waiting room.
This questionnaire is not the same as the…..

…PATIENT EXPERIENCE SURVEY.
….which is led by the Department of Health (DoH) with assistance from the independent research organisation Ipsos MORI and is asking patients how easy they found it to make an appointment with their doctor and whether the practice’s opening hours are convenient.  There has been much controversy about this survey which you may have read about in the newspapers.  We would like to make it clear that no information has been taken from our patient database in order to facilitate this survey.  If you do receive a questionnaire your name and address will have been taken from the databases held centrally by the Patient and Practitioner Services in Exeter and Taunton.  This database does not hold any clinical information and is used to facilitate the 
transfer of medical records around the country. 
CRITICAL FRIENDS GROUP

We had our first meeting of the new Critical Friends Group on Tuesday 28th November which allowed us all to get to know each other and to explain the purpose of the group.  The members are now:
Dr Stuart Murray – partner

Wendy Eggleton – staff

Claire Blandford – staff

Shirley Haydon – staff

Claire Barker – patient

Anne Grabham – patient

Jane Kennedy – patient

Roger Lambert – patient

Brian Simpson – patient

Alec Smith – patient

The following has been written by Roger Lambert and outlines his views of our first meeting from the perspective of a patient:

Are they really listening?

From time to time a group of patients meets with the practice manager, one of the Partners and members of staff of the practice to consider how patient care might be improved.  As the “critical friends”, we are  impressed at the care and consideration that is given to the views of patients;  responses or complaints from patients are carefully considered, anonymously and in confidence.  Sometimes mistakes are made that need to be put right.  Sometimes a change of procedure, or a reminder to staff, is all that is required to meet the concerns; sometimes the problem (e.g. parking at the Hemyock surgery) is simply too great for an effective solution to be found.  

It is very interesting to see, from year to year, from the “Improving Practice Questionnaire”, whether patient satisfaction is growing, diminishing or staying the same, in each part of the Practice.  So, yes, they, the staff, really are listening – to the patients!

Our concern is also to understand some of the huge pressures that the Partners and staff are facing on a daily basis – not only the clinical and personal problems of patients in a large and scattered area, but also the ever-increasing requirements of the NHS and the pressure of busy work-loads.  No wonder that there is exasperation at the number of appointments that are missed, without any explanation from the patients!  Are we, the patients, really listening too?

Roger Lambert, patient at Hemyock.
LENGTH OF APPOINTMENTS & CLINICIANS RUNNING LATE

This is a topic that appears quite regularly in our newsletters but is an area that seems to cause some confusion.  Routine doctor or nurse appointments are ten minutes long.  Therefore if you take fifteen minutes it means that the doctor or nurse is then running five minutes late for his or her next patient.  I think we would all agree that it is nicer for a patient to have adequate time with their doctor rather than being told “sorry, your 10 minutes are up” which, I am reliably informed, does happen in some surgeries!  This therefore gives two areas for thought:

(1) if you are having a consultation please consider the patients that are waiting in the waiting room.  If you take a long time then other patients will have to wait a long time

(2) if you are waiting in the waiting room please consider the patients that are having a 

consultation.  It may be that they are very ill or have complex problems which means they need longer time.

“Why not have longer appointment times?” I hear you ask.  Simply because there are not enough hours in the day for the doctors to see all the patients that need to be seen, to do their paperwork and do any necessary home visits.  
Those of you who have been registered elsewhere may be aware that some practices only offer five minute appointments.  Each of our doctors have individually designed appointment schedules in order to try and minimise delays.  Usually this works, and we always try to give patients the time that they need so they do not feel hurried.  However, occasionally, if you have multiple problems you may be asked to make another appointment so that adequate time can be given to you whilst also considering those other patients waiting in the waiting room.
STAFF CHANGES

We have had several changes of staff recently including the retirement of Pat Jenkins who has been replaced in the admin office by Nicki Howarth.  Our health care assistant Marie Dear retires at the end of December and is being replaced by Karen Russell and Terri Wheeler.  Two more administrative members of staff, Nick Hawksley and Janet Coles retire at the beginning of next year as does our gardener Pat Keith.  We wish the retirees all long and happy retirements and look forward to working with our new colleagues in the future.
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CHRISTMAS OPENING TIMES
Friday 22nd December – Open as usual

Saturday 23rd December – CLOSED

Sunday 24th December – CLOSED

Monday 25th December – CLOSED

Tuesday 26th December – CLOSED

Wednesday 27th December – Open as usual

Thursday 28th December - Open as usual

Friday 29th December – Open as usual

Saturday 30th December – CLOSED

Sunday 31st December – CLOSED

Monday 1st January  - CLOSED

Tuesday 2nd January – Open as usual


If you have any comments you would like to make about the services we offer, whether good or bad, please do not hesitate to contact me.                                                         
Wendy Eggleton, Practice Manager  
During November 92 patients missed their appointments at this practice.  This equates to 122


appointments which equals 20 wasted hours





PLEASE NOTE THAT THE CHILD HEALTH CLINIC WILL RUN AS USUAL ON TUESDAY 2ND JANUARY








