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Middleton Lodge Practice 
Church Circle,  
New Ollerton,  
Newark,  
Nottinghamshire,  
NG22 9SZ 
01623 703266 
 

 

 
 
 
27/12/2023 
 
 
Warm Greetings to all! 
 
 
Firstly, a very big thank you to all patients that joined us earlier in 2023 to our PPG open event, it 
was great to see so many patients attend and in the blink of an eye we are nearing the time for 
our next meeting kick starting this year’s official meetings.  
 
Our meeting dates and times are as follows. Any and all patients are welcome to participate.  
 

Date Time Location 

12/1/2024 18:00 Six O’clock The Surgery 

12/4/2024 18:00 Six O’clock The Surgery 

12/7/2024 18:00 Six O’clock The Surgery  

11/10/2024 18:00 Six O’clock The Surgery 

 
The surgery currently has an active PPG whom I met a couple at our last meeting. One of the 
points of a PPG is that it runs separately to the surgery with its own chairmen, treasurer, and 
secretary. While I am not sure of the current occupancy of these roles, I would encourage any 
patient who wishes to discuss these in the next meeting.  
 
Prescription Phone System 
 
As many of you know in our last meeting, we discussed a system called Patient Partner, which 
allows minimal waiting times for patients to order medication over the phones.  
Naturally there has been a few issues raised with the system as was expected with any new 
system. Many of the reported issues have been investigated and are suspected to be largely 
down to user issues.  
Our website page has been updated with the following frequently asked questions and a form of 
communication should patients have queries. 
 
Frequently Asked Questions 
 
A) Why has the service changed? We have changed our service to an automated one, following 
patient feedback reports that the waiting times to order medications over the phone are taking too 
long leaving patients unable to order despite having a full complement of staff. The new system 
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allows up to 300 callers at the same time removing the waiting time to speak to a member of staff 
and at the same time freeing up more staff members time on our appointment and queries line. 
 
B) Why has the time limit changed for prescription turn overs? Middleton Lodge Surgery services 
over 13,000 patients and has a monthly average of 12257 calls made to the practice. This is a 
near 2300 increase since 2023 with the surgery being at full staffing capacity. With new 
developments in the local area this is likely to increase our patient contacts each day/month 
again. This increase is what has led to the surgery increasing the time expectation for 
prescriptions. Patients are still expected to order their prescriptions in plenty of time with the 
surgery allowing orders up to two weeks in advance. 
 
C) Can I order my prescription any other way? The surgery still allows written medication 
requests to be put in our prescription box during opening hours, blank request sheets can be 
acquired at our front desk. We encourage as many patients as possible to order their medication 
online via the NHS app – see paragraph at the bottom of the page. Some local pharmacies also 
offer a prescription ordering service, details of which can be obtained through contacting them 
directly. 
 
D) What if I have multiple medications or a non-urgent issue? Due to the time frames of voice 
messages, if you have a lot of medication or an issue with your medications being ordered; you 
are able to leave your name and DOB and request a call back if the issue is not urgent. A 
member of our prescription team will then contact you within the allotted time frame. Any urgent 
issues would still need to go through our normal call lines. 
 
We thank you for your patience with our new system, if you have a question regarding our 
services please contact our team via email – nnicb-nn.practicemanagerc84021@nhs.net 

 
We are happy to announce that due to changes more patients are using our online services or 
alternative methods of ordering. The impact on the surgery however has been positive, while yes 
our phone lines are still busy some with questions over the new system, we are gradually 
showing declines in busy times of the day allowing our teams to follow up on more patient 
contacts than previously.  
The new service is running up near 500 scripts per week with as many online requests and 
around 150 paper requests also; totalling near 1200 requests per week for our prescription team. 
We will continue to audit the usage of the system over the next three months for a greater view of 
the impact.  

 
Recruitment 

 
The surgery has recently been recruiting for replacement staff to keep us at full strength, we have 
recently been successful in employing a new practice nurse and a new receptionist.  
Both starting in Jan 2024 we are looking forward to working with our new staff members to the 
betterment of the practice and its patients.  
 
NHS Pressures 
 
As many patients will know and many more have experienced themselves the NHS and primary 
care are at a critical point in its history. Demand for health services is at an all-time high, while the 
time, staff and availability of the resources needed to address these demands remain staggering.  
Many patients come up against these pressures in their lives, and our staff are no different in this 
regard. While the surgery does operate under a zero-tolerance policy it is important for the 
practice that the respectful nature of the patient and practice relationship remains strong.  
 
Patient demand is not simply just the amount of patient needing treatment but is the expectation 
of when and how this treatment/medication/query is completed. To this end it is our wish to inform 
our patients that within the coming year our aim will be to engage with our PPG, set out 
reasonable time expectations regarding the services we provide and help our patients be 
informed of how to access their care which is not limited to Middleton Lodge Surgery. 
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Examples of such are, local pharmacies, PCN groups and community hospital blood 
appointments.  
 
Patient Engagement Schemes 
 
One of the key elements to a successful PPG is good well organised engagement with the 
practice. With this in mind the surgery would like to invite any member of the PPG or patient in 
general who wishes to be involved in a community project with the surgery.  
 
A couple of projects are currently being reviewed by the surgery in mind specifically around; 
 
Young Carers  
Cervical Smear uptakes 
PPG events/fundraisers 
 
These projects will aim to improve uptake, spread awareness and encourage good relations 
between the practice and the community of Ollerton and towns beyond.  
 
  
Any Other Business  
 
As always if there is any other business a member of our group wishes to raise before the next 
meeting please use the feedback form below and return to the surgery.  
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 


