
FRIENDS OF THE FAMILY PRACTICE      

Minutes of meeting on 27 April 2022 

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

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

1.  Apologies for Absence 

 Apologies were received from Barbara Britten.   

2. Minutes of the last meeting held on 19 January 2022 

 The minutes were agreed. 

3. Matters Arising 

 a) During the Covid pandemic, ‘hot clinics”  were established.  Patients with fevers were 

diverted to a Woking centre where PPE equipment and deep cleaning services were in place.  It 

was confirmed that these are still in operation. 

 b) The gutters have not yet been cleaned out and as they are very unlikely to be included within 

the annual maintenance contract, it would be an additional cost for the Practice. 

4.  Health Centre Update 

a)  Organisation and procedural changes 

Use of the on-line request form within the NHS Footfall system is still the Practice’s preferred 

method for patients seeking advice or an appointment.  This enables the Reception staff to 

direct queries appropriately and the doctors to contact patients directly where necessary.  

Approximately 70% of consultations are now face-to-face as the threat of serious Covid 

infections appears to be receding. Verbal feedback indicates that many patients are relatively 

happy with this system although there continues to be concerns regarding the number of 

available appointments and access to advice for those patients without online facilities.  

Additionally, it’s rarely possible to book ahead for an appointment on the website. This was 

acknowledged by the Practice and those unable to gain an appointment are signposted to the 

Livi app, the Walk In Centre and the NHS 111 telephone service as alternatives.  

b) Staff Changes 

Staffing numbers in Reception have been adversely impacted by Covid and other sickness 

absence during recent weeks, with staff covering those services under significant pressure. Due 

to the lack of available GP appointments, Reception staff can often bear the brunt of patients’ 

frustration. The role requires a considerable  breadth of knowledge and experience and hence 

short term temporary cover is not a practical option. 

The Practice will soon be losing two GPs as Dr Chris Richards moves to another area of the 

country and Dr Gurung leaves at the end of June. The Practice is currently advertising for 

salaried and locum GPs, however they are currently in short supply nationally.    

5 .  Ashford & St. Peter’s Hospital (ASPH) Transport 

The group has previously expressed concerns regarding the transfer of many outpatient 

appointments from St. Peter’s to Ashford Hospital.  This creates challenges for patients in our 



area, particularly those reliant on public transport.  There has been considerable 

correspondence on this issue with Woking Council, Surrey County Council, Woking Community 

Transport and Jonathan Lord MP.  Mike was able to raise this issue again with Jonathan Lord at 

a recent local electioneering walk-about.  Hopes of a direct bus route are reliant on government 

funding and unfortunately a recent bid for transport funds by Surrey County Council was 

unsuccessful. 

The group will continue to press local representatives and St Peter’s Hospital on this issue as 

evidence indicates it continues to present problems for our patients, including a recent Sunday 

morning eye appointment transferred to Ashford at a time when there is very limited public 

transport and an appointment which specifies the patient should not drive home. 

Dr Richards confirmed that patients are able to specify treatment at other hospital trusts 

including Frimley Park Hospital and Royal Surrey – although it is noted that these trusts also 

make appointments in some of their other medical centres on occasions including Aldershot 

and Cranleigh respectively.  

6. Blood Tests at the Health Centre 

 Following recent national newspaper headlines regarding Reception staff carrying out blood 

tests in future, Mike sought the views of the Practice.  It was felt there was an element of scare-

mongering in these stories published by newspapers.  The Practice employs phlebotomists and 

health care assistants to undertake these tasks and does not envisage changing this policy. 

7. Hey Pharmacist Prescription Service 

 A number of leaflets have been circulated locally promoting a new prescription service from 

Hey Pharmacist.  This enables prescriptions to be ordered online for collection from Rowlands 

pharmacies. Although the leaflet refers to a prescription collection service, a delivery service 

can also be provided to a patent’s home address. Concerns were expressed about the potential 

time taken for medication to be delivered (up to 10 days) as relevant prescriptions are 

dispensed by Rowlands in Runcorn.  It was acknowledged that approval of prescription requests 

by the Practice was fairly swift but the team has no control over subsequent delays by 

pharmacies. 

8. Rowlands Pharmacy 

 There are still concerns regarding some of the processes in place at Rowlands pharmacy which 

have resulted in patients being wrongly advised that prescription requests have not yet been 

approved by doctors and errors with split prescriptions.  The Practice Manager has visited the 

pharmacy in the past but some issues still remain. Patients can have their prescriptions sent to 

other local pharmacies and many on-line pharmacies will deliver to homes.  This has reduced 

the proportion of our patients using Rowlands in recent years.  

9. Patient Survey 

The group wish to do another survey to seek patients’ views about the Practice as this has 

proven useful in the past. However, face to face surveys with only those patients attending the 

surgery would not be representative. Initial research by Judy has identified several companies 

that could approach this issue but this would incur costs, whereas previous surveys have been 

undertaken by members of the Friends Group volunteering over a specified period. As patient 

confidentiality must be protected, many on-line survey methods are inappropriate. Following 



Covid, most GP surgeries in the country are still restricting patients’ visits to surgeries so it 

would be interesting to know if and how patients’ representative groups are undertaking 

surveys. Lynn has approached the National Association for Patient Participation (NAPP) to seek 

their views but they have yet to respond. The group consider it would be useful to undertake 

some form of survey, even if the sample is not able to be wholly representative, as many new 

procedures have been implemented during the Covid period and patients may have new 

perspectives and suggestions, which could be useful.  As consultations are increasingly 

becoming face to face it was suggested that this issue be raised at a future meeting.   

10. Vaccination Programmes 

 The continuation of the Covid vaccination programme will be for the Government to determine, 

presumably following a cost/benefit analysis. Although the Practice has provided appropriate 

information and support, it’s not directly involved in the local Covid booster programme as this 

continues to be coordinated by North West Surrey Integrated Care Services (NICS).   

 Although no firm proposals have yet been issued, it is likely that individual GP surgeries will 

arrange the annual flu vaccinations for eligible patients this year. 

11. Any Other Business 

• Dr Richards was asked about a Daily Mail front page article this week which reported a 

motion to be submitted to a national Conference of GPs suggesting restricting GP 

surgeries’ hours from 9am – 5pm.  Dr Richards had no comments as the conference was 

in the future but pointed out that most GPs work considerably longer hours than the 

current core hours of 8am – 6:30pm. 

• The South East Coast Ambulance Service (SECAmb) has issued a newsletter which 

includes statistics on their performance in responding to 999 calls. As previously 

discussed in these group meetings, SECAmb’s performance continues to be well below 

national targets – particularly for calls categorised as less urgent.  Hilary noted a 

reference in the newsletter to a new Community Falls Initiative intended to train 

community volunteers to respond to emergency calls in conjunction with SECAmb. This is 

considered to be a positive step since calls relating to falls make up a significant 

proportion of the Ambulance Service’s 999 calls and the longer an individual is left on the 

floor, the greater the likelihood of conveyance to hospital. 

• Dr Richards highlighted the increasing Government trend towards more centralised 

provision of GP services. This includes new proposals whereby Primary Care Networks are 

expected – from October – to provide ‘enhanced access’ patient services from 6:30am to 

8pm on weekdays with 9am – 5pm provision on Saturdays.  GP Practices would be 

expected to contribute funding and GP cover to the new services. This would inevitably 

reduce the number of available appointments within individual GP practices and more 

centralised provision may also require patients to travel further. 

12.  Date and Time of Next Meeting 

 The next meeting will be at 11:30am on Wednesday 27 July 2022.  

Following the meeting the group made a short presentation to Dr Chris Richards to thank him for his 

significant contribution to the group in recent years and to wish him every success in his future 

endeavours.   


