
FRIENDS OF THE FAMILY PRACTICE 

Minutes of meeting on 1 May 2019 at St John’s Family Practice. 

Present:  Mike Rudd (Chair), Barbara Britten, Judy Chappell, Graham Cundy, Hilary Gower, Malcolm 

Jefferies, Sandra Shaw, Lynn McGrady, Jill Keen (Practice Manager), Dr Chris Richards  

1.  Apologies for Absence 

 No apologies were received. 

2.     Welcome to new member 

 The Chair welcomed Hilary Gower to the group.  Hilary has been a patient at the practice for 

over 30 years and has an interest in health service issues. 

3. Minutes of Meeting held on 16 January 2019 

 The minutes were agreed. 

4. Matters Arising 

 Rowlands Chemist has yet to appoint a permanent pharmacist manager and therefore the 

invitation to a practice meeting with the GPs had not yet been arranged. 

 Details of groups offering exercise classes at a minimal charge had been sent to Dr Richards for 

consideration. 

5. Report on CQC visit on 21 March 2019 

The Care Quality Commission (CQC) visited the surgery on 21 March.  The practice was classified 

as Good and there were no action points.  Mike, Barbara and Judy met with the CQC and 

described it as a ‘comfortable exercise’.    

The CQC raised with the Friends Group representatives, the issue of communicating information 

on delays to patients in the waiting room.  Where a GP was known to be running late then staff 

often brought this to the attention of patients. However, they weren’t always aware. Potential 

use of the screen was discussed but this is currently broken and complying with new GDPR 

procedures - including installing a firewall to prevent links across systems – could be costly.  

Mike agreed to contact Healthwatch Surrey to assess potential funding sources including the 

Community Cash Fund and Graham is to make enquiries with Woking BC. 

As the practice is rated as Good, the CQC will not undertake another inspection for 5 years 

although there will be annual telephone discussions with the Practice Manager who is likely to 

involve a clinician and an administrator in the conversation. 

The CQC has suggested that the Friends group are made aware of the complaints audit 

maintained by the practice.  The number of complaints was relatively low and mainly focused 

on the lack of appointments and communications.  The group will be kept informed. The 

Practice Manager confirmed that all complaints are addressed. 

The Friends of the Family Practice wished to recognise the efforts made in challenging 

circumstances by all staff in the practice and to record their congratulations on the achievement 

of a Good CQC rating. 

The CQC’s report is available on the practice web site. 



6.  Health Centre Update 

Sue the Admin Manager had retired after 27 years with the practice.  Her skills were much 

valued.  Emily, a new trainee administrator had commenced in post this week.  The Practice 

Manager is currently reviewing procedures as NHS expectations change over time and new 

processes are introduced. 

Current and impending maternity / paternity leave had impacted on GP availability, but most 

sessions had been covered.  It was explained that a session usually lasted around 4.5 hours.  

However this was challenging for GPs as within this period 14 patients would be seen and 

follow-on tasks including writing letters, referrals etc. could be time-consuming. 

Central Surrey Health (CSH) is continuing to experience severe staffing difficulties and the lack 

of District Nurses to support patients is impacting on the practice, particularly in the area of 

wound management.  The practice is currently extending its training of wound management, to 

support patients. 

The practice is aware that this week is National Immunisation week – which is pertinent as 

there have been recent measles outbreaks in areas of the UK. 

The Patients Survey sent to patients after appointments indicated that 86% of those responding 

would recommend the practice, 8% would not recommend and 6% didn’t have a view.  One of 

the main factors behind the failure to recommend was the difficulty in accessing appointments. 

Healthwatch Surrey carried out a brief survey speaking to 14 patients last year.  As the Friends 

group undertook a much larger exercise shortly afterwards, Healthwatch Surrey have asked to 

speak to a representative of the group, to consider synergies.  Mike Rudd has agreed to contact 

them.  

7. Local Ambulance Service Update  

Malcolm advised that SECAmb has recently recruited 768 front line staff.  However, it was 

unclear whether these were additional staff or replacing those staff leaving the service.  An 

additional 85 ambulances were also being deployed with more to come after August. 

Malcolm has been seeking further performance data for the local area, but this is difficult to 

access as SECAmb statistics tend to cover the full geographical area which includes the counties 

of Surrey, East Sussex, West Sussex, Kent and coastal areas including Brighton. The ambulance 

response time statistics, which indicate SECAmb’s standing amongst all 11 NHS England 

Ambulance Trusts, do not make easy reading, with performance in Categories 3 (Urgent calls) 

and 4 (Less urgent calls) ranked 11th out of 11 trusts.  SECAmb perform marginally better with 

Category 2 (emergency calls), where they are close to target, and are ranked 4th.  However, 

although they are generally meeting response time targets in Category 1 (immediately life 

threatening injuries and illnesses) their ranking falls to 9th when compared to other trusts.  The 

group considered whether some areas in holiday locations were impacted by seasonal 

pressures 

8. Any Other Business 

 In response to a query regarding the protocol of adding medicines to repeat prescriptions, 

Dr Richards explained that GPs need to ensure that medicines are safe for individual patients 

prior to including them on the repeat prescription system. This also applies to medicines 

initially prescribed by hospitals. Patients can leave a message in the narrative section of 



repeat prescription requests noting they are experiencing no side effects etc. as GPs find 

that helpful.   

 It would be useful to have patients with repeat prescriptions asked to order all their 

medicines at the same time where appropriate, rather than split requests over several days.  

This saves time for GPs and patients. 

 It was suggested that the notice regarding the new appointments procedure could usefully 

be placed around the Reception area, where patients are more likely to see it. 

 Judy has noted that the bench at the front of the practice needs to be cleaned.  She is to 

look into this. The bench is useful for patients awaiting transport. 

 Feedback on the new Livi system provided by the NHS continues to be very positive and has 

been used by a number of patients in the practice.  Livi provides a face to face phone 

consultation with a GP (outside the surgery).   

9. Date and Time of Next Meeting 

The next meeting will be at 11:30 until 13:00 on Wednesday 21 August 2019. 

 

 

 


