
MORDEN Hill Surgery. Patient Group Meeting 

Tuesday 26 March 2019 

Apologies – MC (Chair) 

Present - patients 

BD. LC. WE. SR. MG. KB. KM. AC. VS. DS. NS. CC. EB. VW. JC. AC. AP 

Present - surgery 

TC. CG. KW.  

Chair. TC 

 

Previous minutes passed.  

New appointments system settling in. Minor changes being made as necessary. TC reported that 

there are still too many DNAs. Patient pointed out that there may be issues to address when dealing 

with those with dementia/memory loss, who consistently forget their appointments. TC commented 

that there are procedures to deal with this if the problem is known to the surgery or if a relative can 

alert the surgery of the problem. Reminder phone calls on the day of the appointment can be 

organised. 18-45 year olds form the bulk of the DNAs.  

Release of appointments currently 9am and 9pm to spread the timings and make it fairer across the 

board. However, there is a move to shift the times to 9am and 6pm. Also there is a slight change to 

the time before which patients need to call the surgery for an on the day appointment -  now 

patients can phone up to 3pm for OTD appointment, after this time patients may be redirected, 

however this will not stop ‘urgent’ problems being passed to the duty doctor.  

It is still not possible to book nurse appointments on line due to the need for patients to be referred 

to the relevant nurse specialist.  

It was noted that it is extremely hard to book a double appointment on line as there are rarely 

contiguous appointment times available. TC to investigate.  

Friends and family survey - text responses following consultation. 88% of patients would recommend 

the surgery to others. The full results were circulated to those present. All comments were analysed 

by which doctor was seen. High satisfaction recorded with each doctor consulted in the practice. 

People happy with professionalism and sympathetic treatment. Most negative comments are about 

the time the patient has to wait to be seen. There is a move to put up info about doctors running 

late on the moving screen, but currently this process is cumbersome to administer. TC to look into 

this further.  

Reminders about the survey are sent by text message after the appointment and are intended to 

gather satisfaction levels.  Patients who don’t have a smart phone or are unwilling to share their 

number with the surgery can give feedback by filling in a form available at reception. It was 

suggested that more publicity should be given to the availability of this form and TC is to look into 

providing a poster for the waiting room. The information will also go into the next newsletter.  

Staff changes:  new receptionists Angela and Jeanette have started. New GP Dr Pidduck. New GP 

Registrar Dr Ravishankar. Dr Gosling is having an enforced 4 week break following taking his NHS 



pension. This will take place April - May. There will be back up from Locum during this period. GP 

specialisms are mentioned on the practice website.  

Surgery closures:  19/22 April for Easter. 6th and 27th May bank holidays.  

Medication ordered direct to pharmacies:  the question was raised as to what a patient does if the 

selected pharmacy doesn’t have sufficient stock to supply the full amount of drugs prescribed by the 

doctor. If there is a shortfall, the pharmacy will provide the balance when available and the patient 

will have to return to the pharmacy to collect it. There are occasions when the GP may only 

prescribe half of the usual medication on a repeat prescription. This is to comply with the national 

NHS medication review requirements - this is to encourage the patient to make an appointment to 

discuss ongoing medication needs. If the pharmacy does not have the medication, and have received 

the prescription electronically, they will give the patient a slip to take to another pharmacy of their 

choice.  

TC reported that the surgery grounds are to be tidied up over the next few weeks.  

There is a new APP – Ask NHS GP - which every Surgery in Lewisham will ultimately be required to 

use. Some practices are using it already.  Morden Hill will hopefully go live in April 2019. Patients at 

the meeting were provided with a leaflet about it.  

 

Next meeting Tuesday 25th June at 16.30. 


