
 

THE WALL HOUSE PATIENT PARTICIPATION GROUP 

Minutes of the Meeting held on29th March 2017  

 

Present:, Adrian Morton, Mary Whitfield,  Sue McLean, Roy Newstead, Jane Straker, Christine Squirrell, Chris 

Burgess, Julie Kinnon, Peter Horsman, Caroline Hall, Sally Hill. 

Apologies:  Jane Axelrod, Wendy & David George, Liz Campbell,  Pat Bunting, Maxine Caruth 

 

Minutes of the Meeting held on 25th January 2017: Re painting the Codes waiting area – this was a decision 

for the owners not the Partners. The Minutes were then agreed. 

 

1. Matters Arising & not on the Agenda: 

 Triage process: See Spring 2017 Newsletter. 

2. Newsletter: Chris distributed the draft copy & the contributors were congratulated y those present. Julie 

suggested that the Facebook and web site links are shown in the Newsletter. The Practice are also to be 

asked for approval to put the Newsletter on the web site. The current plastic holder for hard copies is not 

very effective. The next issue of the Newsletter will concentrate on the rebuild. 

 The possibility of a notice board with staff photos etc. was raised and will be looked at further as the 

building works proceed. 

3. Practice Manager’s (PM) Report:  

 Premises Update: Work is approximately 8 weeks behind at the moment. 70% of the ground work is 

now completed and the drains are done. The waiting room will have to be further reduced to allow 

work to proceed. Last week Caroline had spent quite a long time communicating with residents to 

address issues they had. There had not been any complaints this week.  

 Patient volunteers:  Help is invaluable. Mondays and Wednesdays seem the busiest days. Julie has set 

up a Doodle for April. 

 Staff: Jemima, an Advanced Paramedic Practitioner, begins next week and will deal with urgent care. 

She is not permitted to prescribe. A part time Well Being Advisor, Michael, begins tomorrow. He is 

actually employed by Reigate & Banstead Borough Council.  The Practice is advertising for 

receptionists, and a Secretary/IT Manager.    

 Appointments: Routine appointment wait for any GP is currently 3 weeks. We were reminded about 

the Caterham Dene drop in GP service out of hours at weekends. 

 Friends & Family: Good positive ratings. February 28 responses & a score of 4.5. March had the same 

score with 26 responses. 

 Complaints & Compliments: 4 complaints and 2 compliments were received. No comments from the 

group. Sally is making every effort to get involved at any early stage with any issues before they 

become official complaints. The emphasis is on immediate resolution. With regard to prescription 

demand from patients there is now a list of what can be prescribed on the day. 

 Facebook: Maxine has been managing the page and updating content. Adrian circulated an example of 

the site. Traffic is slowly increasing. 



4. East Surrey CCG Patient Representative Group: The minutes of the meeting held on 23rd February were 

circulated on 27th March. Future meetings 15.6.17, 19.10.17 at Nutfield Lodge 

5. AOB:  

 South Park Surgery: Malling Health will cease to operate from the end of September. There is only 1 

GP working. Caroline expects to hear next week from NHS England as to patient distribution – possibly 

between The Wall House, Greystones and Horley. 

 Prescriptions: Wendy George asked Mary to raise two issues that had come to her attention while 

volunteering in the surgery. One involved the amount of time the receptionists spent on patients 

reordering and choosing to collect their prescription from the Wall House rather than opting to order 

online and have the prescription sent electronically or by fax to their pharmacy of choice. Caroline 

acknowledged Wendy’s concerns but confirmed that responses from patients included comments such 

as “I like the walk” or” I want to talk to the receptionist”. Perhaps this is an area for PPG involvement 

to persuade a change in habit. 

The second time consuming prescription issue is the handwritten list of prescription orders produced 

for each chemist. This had historically originated  to counteract pharmacy claims that they had not 

received prescription requests. Caroline said consideration could be given to reviewing this.  

It was thought that pharmacies should be encouraged to be more proactive in persuading people not 

to collect from the surgery in respect of both these issues. 

 DNAs (Did Not Attend): A brief discussion took place around patients who do not come to their 

appointment nor cancel it. A 10 minute window for late arrivals is allowed. There are repeat offenders 

but a wide mixture of patients missing appointments. It is accepted that some patients unintentionally 

miss appointments due to their medical condition. At the ESCCG Patient Reference Group meeting on 

23/2 Oxted Health Centre said it was looking at the issue of DNAs. In a 3 month period 960 patients did 

not turn up for their appointment. The issue of charging (as NHS dentists do) was discussed. 

 Volunteer Driver Scheme: Dr Lovis had spoken with Chris re the possibility of setting up a scheme to 

help to get the frail & elderly to appointments at the surgery. Reigate has one of the highest 

proportions of frail & elderly. There was some discussion but further information is required.. Sue 

offered to speak with St. Catherine’s Hospice who run a scheme. Mary will enquire further from 

Voluntary Action Reigate & Banstead (VARB) and Surrey Community Action (SCA). Chris will make 

enquiries from the Torquay practice that alerted Dr Lovis.  

Meeting closed 8pm 

 

6. Next Meetings: Wednesday 31st May 2017 & 26th July 2017 6.30pm to 8pm 


