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Innovations in response
to feedback
As I am sure you are aware, the NHS is under a lot of pressure currently, and
this extends into General Practice including here at Melbourne Grove.
We are very fortunate to have a stable and dedicated team at the practice,
in both clinical and admin work, and are really happy to see patients’
experiences improving as a result of the hard work that is going on behind
the scenes. Even during a period of high demand, it is encouraging to see
that patients are benefitting from the tireless work that goes on by the
practice team to continually try and improve access, clinical care, and the
wider patient experience. We have been very encouraged by the positive
feedback we have received, and we always reflect in depth to any
complaints or concerns voiced by our patients too.
With the pressures and demands faced in the current NHS, we have tried to
be innovative and come up with new and exciting solutions to these
pressures. For example, we have widened our clinical team to include
Advance Nurse Practitioners and Clinical Pharmacists, and we have special
dedicated clinics for our most vulnerable patients. We have lead the way in
introducing “Group Consultations” which have been very well-received by
our patients, and are working with other local GP practices to help them roll
out this programme across Southwark. We hope you look forward to
benefitting from these and other new services in the future!
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The “Friends and Family” test:
Responding to patient feedback
For those patients for whom we have an up-to-date mobile phone number, we routinely
send a text message out following your appointment asking for feedback on your
experience at the surgery. The question we ask is “How likely are you to recommend
our service to friends and family if they needed similar care or treatment?”
Each month we compile this feedback, the paper questionnaires in reception, and any
free-text comments, to help us learn from the experiences of all our patients. We use
this to develop new services (such as the Group Consultations programme overleaf, and
improvements to access via Patient Online) and to help offer staff training and reflective
practice opportunities.
We have been really happy to see the positive scores of this survey increasing since the
questionnaire was introduced in 2015. We would strongly encourage all our patients to
give their feedback both to help us improve, but also to acknowledge the things that are
going well, so we can protect and support our services as well as improve them.

We would like to thank the patients who recently received a National GP Survey
questionnaire. The data for this should be made available to us later in the year.
We welcome feedback on our NHS Choices webpage (www.nhs.uk) and similarly we use
this to help us improve services. Complaints are valuable, but compliments and positive
patient stories can be powerful to help guide us too.
Please do get in touch with our practice manager if you have any specific comments that
you would like to raise in a confidential manner.

Meet the team:
Dr Tejal Patel
I’m Dr Tejal Patel and I’ve
been working as a GP at the
practice since September
2016. During this time I’ve
seen the surgery progress in a
really positive direction and
have been impressed with the
teamwork,
communication
and innovation we are
developing. Working with
patients in our catchment
area has been a pleasure and
having grown up here the
local area is very familiar to
me. In this time I’ve been
involved in setting up a Minor
Surgery clinic and a dedicated
clinic for our Palliative Care
patients, which has improved
care and access for those
patients nearing the end of
their life. I’m excited about
the future of the surgery and
am sure there will be more
progress that will benefit both
patients and staff alike.

CARERS’ FAIR – March 21st 2018 2-4pm – in the Waiting Room
Do you look after your partner, a relative, or a friend, who needs help because they are ill or
disabled? If so, you are a “carer” and special support is offered to you at Melbourne Grove.
We are holding a special event for carers in the practice waiting room. Hot drinks and biscuits
will be provided, and it is a chance to come down and get support and information that may help
you. We will have representatives from Southwark Carers, Age UK and Link Age Southwark.
During the event you can also drop in to see our Health Care Assistant for a “Carer Health
Check” – something we will be offering annually to all carers to help you keep in good health for
your difficult and challenging role. We look forward to seeing you!
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Group Consultations at Melbourne Grove
People in our practice have told us that they want to spend more time and build better relationships with their doctor
and nurse, and they also tell us that it would be really good to be connected with other people who are living with the
same health conditions as they are, and going through the same experiences.
Along with this we want to provide you with the highest quality medical care. To help us to do all of this we are starting to
see some patients in a new and exciting way in this practice - Group Consultations.
A Group Consultation is like a normal appointment, but with lots of bonuses! Each session lasts around 1.5–2 hours and
your doctor will be able to see you for longer than the traditional 10-minute appointment, helping you as an individual
alongside other patients with the same medical condition as you. You will have excellent opportunities for support and
guidance on your medical issues. You will also help other patients to learn from your experience in addition to learning
from theirs, that way everyone has a chance to gain the support and learning of others who are dealing with similar
issues.

We have already run a very successful initial Group Consultation for patients who have diabetes, and their feedback is
below. If you would like more information or if you would like to register your interest, please let our reception team
know.
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Over-the-counter medications
NHS Southwark CCG is committed to delivering best
value by ensuring that we use our resources well.
Therefore to help us to support the cost effective,
evidence-based use of medicines, NHS Southwark CCG
no longer supports the routine prescribing on the NHS
of medication.
Southwark GPs do not routinely give NHS prescriptions for medicines and treatments that you can get over the
counter at pharmacies, or at supermarkets and other shops. Instead, we encourage people to manage short term,
minor illnesses and conditions like coughs and colds themselves at home (‘self-care’), with advice from a pharmacist
when needed. This takes pressure off your GP surgery.
High street pharmacies stock over the counter products for many short term, minor illnesses and conditions:
• cough and cold remedies
• skin creams and washes
• diarrhoea treatments
• sore throat sprays/lozenges

• painkillers (such as paracetamol)
• anti-inflammatories such as Ibuprofen
• antifungal treatments
• treatment for bites and stings
• laxatives
• indigestion remedies
• hayfever treatments, including tablets and nasal sprays

You do not need a prescription from a GP to buy over the counter medicines. You do not need to pay for these
medicines if you are eligible for the Pharmacy First scheme. Please ask our receptionists or your pharmacist if you
would like more information. “Pharmacy First” leaflets can be found in our waiting area.
There have also been changes to the prescribing of malaria prophylaxis for travel. Southwark GPs can advise on
malaria prevention and give private prescriptions for the anti-malarial medicine that you need. In line with national
guidance, we are no longer able to give NHS prescriptions for antimalarial medicines.

In the next issue:


Palliative Care - Support and Care at the end of life



Housing applications and the role of the GP practice



Focus on Depression – Symptoms, treatment, mental health resources
and local support agencies
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