
This report describes our judgement of the quality of care at this service. It is based on a combination of what we found
when we inspected, information from our ongoing monitoring of data about services and information given to us from
the provider, patients, the public and other organisations.

Ratings

Overall rating for this location Inadequate –––

Are services safe? Inadequate –––

Are services effective? Inadequate –––

Are services caring? Requires Improvement –––

Are services responsive to people’s needs? Inadequate –––

Are services well-led? Inadequate –––
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We carried out an unannounced comprehensive inspection at Medway Medical Centre on 5 and 6 September 2023.
Overall, the practice is rated as Inadequate.

The ratings for each key question are:

• Safe – Inadequate
• Effective – Inadequate
• Caring – Requires Improvement
• Responsive – Inadequate
• Well-led – Inadequate

The full comprehensive report can be found by selecting the ‘all reports’ link for Medway Medical Centre on our
website at www.cqc.org.uk.

Why we carried out this inspection:

We carried out an unannounced comprehensive inspection at Medway Medical Centre on 5 and 6 September 2023
under Section 60 of the Health and Social Care Act 2008, following information of concern. The report covers our
findings.

How we carried out the inspection:

This inspection was carried out in a way which enabled us to spend a minimum amount of time on site.

This included:

• Requesting evidence from the provider.
• A site visit.
• Completing clinical searches on the practice’s patient records system in line with all data protection and information

governance requirements.
• Reviewing patient records to identify issues and clarify actions taken by the provider.

Our findings:

We based our judgement of the quality of care at this service on a combination of:

• What we found when we inspected.
• Information from our ongoing monitoring of data about services.
• Information from the provider, patients, the public and other organisations.

We found that:

• The practice’s systems, practices and processes did not always keep people safe and safeguarded from abuse.
• To ensure patient safety, improvements were required to the practice’s systems and processes that ensured: the

effective management of infection prevention and control; the assessment, monitoring and management of risks; the
effective arrangements for managing medicines; learning and making improvements when things went wrong;
complaints were being used to improve the quality of care; the practice culture effectively supporting high quality
sustainable care; overall governance arrangements being effective.

Overall summary
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• Staff did not always have the information they needed to deliver safe care and treatment.
• Patients’ needs were not always assessed, and care and treatment were not always delivered in line with current

legislation, standards and evidence-based guidance supported by clear pathways and tools.
• Published results showed uptake rates for childhood immunisations were below the target of 90% in all the 5

indicators as of 31 March 2022 and the practice’s uptake for cervical screening as of March 2023 was 59% (significantly
below the 80% coverage target for the national screening programme).

• The practice was unable to demonstrate that staff had the skills, knowledge and experience to carry out their roles;
that staff treated patients with kindness, respect and compassion and respecting patients’ privacy and dignity.

• Feedback from patients was negative about the way staff treated people and national GP patient survey published in
July 2023 was below local and England averages in all 5 indicators (significantly so for 2 of these relating to access).

• Services did not always meet patients’ needs and people were not always able to access care and treatment in a
timely way.

• Leaders could not demonstrate that they had the capacity and skills to deliver high quality sustainable care and whilst
the practice had a clear vision, it was not supported by a credible strategy to provide high quality sustainable care.

• The practice did not always act on appropriate and accurate information and they did not involve the public, staff and
external partners to sustain high quality and sustainable care.

• There was little evidence of systems and processes for learning, continuous improvement and innovation.

The areas where the provider must make improvements as they are in breach of regulations are:

• The provider must establish effective systems and processes to ensure good governance in accordance with the
fundamental standards of care.

• The provider must ensure persons employed in the provision of the regulated activity receive the appropriate support,
training, professional development, supervision and appraisal necessary to enable them to carry out their duties.

Due to the seriousness of the breaches of the Health and Safety Act 2008 (Regulated Activities) Regulations 2014 found at
this inspection, we took urgent action and imposed the following conditions on the provider’s registration with CQC:

The registered person must not register any new patients at Medway Medical Centre (including Railside branch surgery
and Upper Canterbury Street branch surgery) without the written permission of the Care Quality Commission unless
those patients are newly born babies or are newly fostered or adopted children of patients already registered at Medway
Medical Centre.

The registered person must submit to the Care Quality Commission, on a monthly basis, a written report of progress made
against the action plan submitted to the Care Quality Commission on 25 September 2023.

We also issued 2 Warning Notices in line with our enforcement processes for breaches of The Health and Social Care Act
2008 (Regulated Activities) Regulations 2014: Regulation 17 - Good governance and Regulation 18 - Staffing.

I am placing this service in special measures. Services placed in special measures will be inspected again within six
months. If insufficient improvements have been made such that there remains a rating of inadequate for any key question
or overall, we will take action in line with our enforcement procedures to begin the process of preventing the provider
from operating the service. This will lead to cancelling their registration or to varying the terms of their registration within
six months if they do not improve.

Overall summary
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The service will be kept under review and if needed could be escalated to urgent enforcement action. Where necessary,
another inspection will be conducted within a further six months, and if there is not enough improvement, we will move
to close the service by adopting our proposal to remove this location or cancel the provider’s registration. Special
measures will give people who use the service the reassurance that the care they get should improve.

Dr Sean O’Kelly BSc MB ChB MSc DCH FRCA

Chief Inspector of Health Care

Please refer to the detailed report and the evidence tables for further information.

Overall summary
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Our inspection team
Our inspection team was led by a Care Quality Commission (CQC) Lead Inspector. The team included a GP Specialist
Advisor and a second CQC Inspector.

Background to Medway Medical Centre
The registered provider is Dr V Murthy & Partners.

Medway Medical Centre is located at 90-92 Malvern Road, Gillingham, Kent, ME7 4BB. The practice is situated within the
NHS Kent and Medway Integrated Care Board (ICB) and has a general medical services contract with NHS England for
delivering primary care services to the local community.

As part of our inspection, we visited Medway Medical Centre, 90-92 Malvern Road, Gillingham, Kent, ME7 4BB and
Railside branch surgery, 7 Railway Street, Gillingham, Kent, ME7 1XG only, where the provider delivers regulated
activities. The provider also delivers regulated activities at: Upper Canterbury Street branch surgery, 511 Canterbury
Street, Gillingham, Kent, ME7 5LH. We did not visit this branch surgery as part of this inspection.

Medway Medical Centre has a registered patient population of approximately 8,360 patients. Information published by
Office for Health Improvement and Disparities shows that deprivation within the practice population group is in the fifth
lowest decile (5 of 10). The lower the decile, the more deprived the practice population is relative to others.

According to the latest available data, the ethnic make-up of the practice area is 7.5% Asian, 87% White, 2.5% Black, 2%
Mixed, and 1% other.

There are arrangements with other providers to deliver services to patients outside of the practice’s working hours.

The practice staff consists of 2 GP partners, 1 practice manager, 1 business manager, 1 operations manager, 1 practice
nurse, 2 healthcare assistants, 4 senior clinical pharmacists, 1 clinical pharmacist, 1 biologist and assistant to the GPs as
well as reception staff and other administration staff. The practice also employs locum GPs and locum nurses directly
when required.

Dr V Murthy & Partners is registered with the Care Quality Commission (CQC) to deliver the following regulated activities
at Medway Medical Centre: diagnostic and screening procedures; maternity and midwifery services; treatment of
disease, disorder or injury.
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Action we have told the provider to take
The table below shows the legal requirements that were not being met.

Regulated activity
Diagnostic and screening procedures

Maternity and midwifery services

Treatment of disease, disorder or injury

Regulation 18 HSCA (RA) Regulations 2014 Staffing

A Warning Notice was issued for breaches of Regulation
18(2) of The Health and Social Care Act 2008 (Regulated
Activities) Regulations 2014: Staffing.

Regulated activity
Diagnostic and screening procedures

Maternity and midwifery services

Treatment of disease, disorder or injury

Regulation 17 HSCA (RA) Regulations 2014 Good
governance

A Warning Notice was issued for breaches of Regulation
17(1) of The Health and Social Care Act 2008 (Regulated
Activities) Regulations 2014: Good governance.

Regulation

Regulation

This section is primarily information for the provider

Enforcement actions
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