
Morden Hill Surgery Patient Group Meeting - Tuesday 25th June 2019  

Apologies AP 

Present  

Chair MC 

Patients VS, DS, WE, MC, EB, AC, SP, LC, CC  

Surgery TC and KW 

Previous minutes from 26th March 2019 approved. 

Telephone answering 

TC reported that a new approach to answering the phones before 10.00 has been adopted with 

more staff dedicated to this than previously. This is an improvement from the staff's perspective and 

it is hoped that patient survey results will echo this.  

Action MC asked for this to be included in the forthcoming newsletter. 

TC noted that the system still gives callers the option to go to enquiries or appointments even 

though in reality there is no difference to how calls are routed. It was agreed that a trial could be run 

removing the option. 

Action TC to approach phone provider to see if this is possible. 

Friends and Family 

The report for April was circulated. TC commented that the response rate to the text message 

prompt was 9% which is in line with other surgeries. TC noted that the response rate for the mail 

based survey was 22%. 

CC remarked that consumers were feeling generally tired of completing feedback questionnaires 

which might be impacting the surgery's response rate. 

There was a wide ranging discussion concerning the impact of new housing developments in the 

area, the pressure that this might put on the surgery's resources, how quickly resources could be 

increased. 

TC explained that the current list was c9200 and that this was generally stable as people moved in 

and out of the catchment area. She noted that it is possible for a surgery to close its list but that 

does not tend to happen in Lewisham. The surgery is a 'victim' of its success and does receive a lot of 

applications even some from outside the catchment area. The position of resources versus patient 

numbers is kept under constant review. 

TC noted that appointments are now released at 9.00 and 18.00 each day and feedback suggests 

that the system is working better. She commented that there is no patient access to the hospital 

appointments system, such appointments need to be booked through the surgery. The top 10 



appointment users have been identified and work is underway to ascertain if alternative, more 

appropriate approaches could reduce the number of slots these high users take up. 

Did not attend appointments 

TC reported that the numbers have deteriorated recently. Patients receive a text reminder of 

upcoming appointments, patients need only reply if they no longer need the appointment, at which 

point patients should type ‘CANCEL’ only, if any other text is entered in the reply then the 

appointment will not cancel from the system. Action CC to include in Newsletter. 

A number of suggestions were made on how this problem could be tackled by some sort of follow 

up. TC responded that the way the system is set up necessitates a manual intervention to carry this 

out which is in itself very time consuming. TC noted that the best practice guidance provided is not 

that realistic. TC noted two responses; one is to remove online booking facilities from the worst 

offenders, forcing them to call the surgery, and the use of a 'special care board' which alerts staff to 

those patients who may need special help around appointments. 

Staff 

TC provided an overview of staff movements 

Dr Shah will go on a year's maternity leave from the end of July. 

Dr Guttery is new to the surgery (Mons, Thurs and Fridays only) 

Dr Cavalier will be joining the practice in September 

A new registrar will join in August (trainee doctor) 

Angela McKenzie has joined as a nurse working between the Morden Hill and St John's surgery and 

also on the Practice Nurses Course at Greenwich University. 

Dr Kalathara has left the practice due to relocation 

Dr Abraham has retired 

Dr Gostling has reduced his hours 

Dr Ravishankar has moved to another surgery to complete her GP training. 

TC commented that recruitment is currently not a problem at this surgery and noted the number of 

favourable comments received on the working environment. TC highlighted in particular the 

collegiate atmosphere giving the example of members of the team lunching together and sharing 

best practice and concerns. 

Minute taker 

Action TC to see if a volunteer can be found, if not then attendees will take it in turns. 

Volunteer 



TC noted that the patient who has raised this issue was not in attendance but that the idea can be 

taken forward. The volunteer(s) will not have access to patient records but could fulfil a meet and 

greet function in reception. This could include signing people up to online access or demonstrating 

how the system works or encouraging people to use the blood pressure machine. Any volunteer will 

be subject to a DBS check. At this stage a couple of volunteers are being sought with hours on a 

flexible basis. Action, TC to provide a role description and CC to include in the next newsletter. 

 

AOB 

Comment was made about the new app. TC noted that an audit of its effectiveness was being 

carried out but that initial findings were that it was directing people to make unnecessary 

appointments. For the moment its use is not being encouraged and take up has been limited. 

A question was asked about repeat prescriptions. Action KW agreed to review this specific case. 

The MORI results from the 2018 survey were handed out without comment. 

Next meeting 24th September 16:30-17:30. 

Actions 

Action MC asked for this (change to pre 10.00 phone answering) to be included in the forthcoming 

newsletter. 

Action TC to approach phone company to see if this is possible (remove options 1&2) 

Action TC to see if a volunteer can be found to take minutes, if not then attendees will take it in 

turns. 

Action, TC to provide a role description (for the volunteer) and CC to include in the next newsletter. 

Action CC to include in newsletter re cancelling by replying to text reminder when a booked 

appointment is no longer needed. 

A question was asked about repeat prescriptions. Action KW agreed to review this specific case. 

 


