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Background

Healthwatch Cheshire CIC is the consumer champion for health and care services. It works
as an umbrella organisation for both Healthwatch Cheshire East and Healthwatch Cheshire
West. We gather the views of local people and look at information about how well local
services are performing. We then use that information to assist residents and communities
to be listened to by the organisations that provide, fund and monitor services.

What is Enter & View?

Enter and View is part of the local Healthwatch Cheshire CIC programme. The Health and
Social Care Act (2012) grants local Healthwatch representatives powers of entry, allowing
them to observe service delivery and talk to service users, their families and carers on
premises such as hospitals, care homes, dental surgeries and GP practices.

Purpose of the visit

As part of its work plan agenda this year Healthwatch Cheshire CIC continues to work in
observing provision of services across the area.
This work has the full support of health and Local Authority commissioners.

With this in mind, throughout the year, we visit a number of establishments with the
intention of observing settings from a family perspective and gathering feedback from
service users, relatives and staff. This report is based on these observations and
conversations.



General Information

Taking its name from cast iron eagles that adorned a
former railway bridge near the site. Eagle Bridge
Health and Wellbeing Centre is a modern three storey
purpose build building located roughly 3% mile from
Crewe town centre.

The service is positioned in an area that has nearby
housing, an industrial complex as well as a
commercial development that includes a
supermarket, restaurants and cinema.

At Eagle Bridge a variety of services are provided and

Eagle Bridge ; include:
Health & Wellbeing
Centre e Two GP practices Earnswood and Millcroft as
' well as a variety of specialist services and

receptio;] ke ,' clinics including asthma, Chronic Obstructive

N Pulmonary Disease (COPD) and Child Health.
-1 - e Minor surgery and Physiotherapy unit.
. i  Podiatry Service
i:i:‘;?;g:‘y & ‘ e Blood clinic (Phlebotomy)
gg:toﬁisicepm e Speech and Language service

TR e Audiology service
e . e Orthoptist (Eye specialist)
e A Community Dental Health Practice delivered
Stairs to upper floors by East Cheshire NHS Trust (ECNHST)
T a— e A Community Pharmacy Service
i fractces Wood e Hibberts Dental Practice
o e Go Sexual Health ‘Gosh’ - Sexual Health
Clinic.

Conference & Meeting Rooms |
(staff only) The building also acts as a community hub with an IT

suite of internet connected computers and what
appears to be a thriving Cafe on site, both run by
local charity Wishing Well

A further pharmacy branch is located just a short
walk from the centre.

Originally planned for three GP practices it was announced in March 2017 that Delamere
GP practice was to Merge with Millcroft practice - a merger that took place in September
2017. Services are now delivered through the two practices Millcroft and Earnswood as
listed.

It is noted that, at the time of writing, the Webpage dedicated to Delamere Surgery still
exists online and a Google search related to ‘Eagle Bridge Crewe’ generates a number of
links to the Delamere Practice including a full surgery listing on the NHS Choices site.

Following inspections by CQC (Millcroft - October 2015) and (Earnswood - August 2017)
both GP practices were rated as ‘Good’ in all areas.


http://www.cqc.org.uk/location/1-539532228
http://www.cqc.org.uk/location/1-541883227

There are no comments by service users as recorded on the NHS Choices website directly
about the wellbeing centre, although there are many for the GP’s listed there. There are a
number of reviews published on Google - rating the service as high as five stars and as low
as one. A number of comments relate to car parking difficulties at busy times.

Other services on site are provided by a number of providers including East Cheshire NHS
Trust (ECNHST) - Sexual Health and Community Dentistry.

Observations from the visit

Environment - First impressions are that the facilities are airy and spacious.

Eagle bridge benefits from having good disabled access and can be entered via one of two
entrances. This allows the visitor access to all services with the exception of the Gosh
Sexual Health Clinic which has a separate entrance at the rear of the building.

A large car park can be found at the rear of the property with some additional disabled
parking spaces at the front of the building.

Ground floor services are provided around a large atrium where a central staircase allows
access to the upper floors. The GP surgeries are located on the first floor.

Lifts are also available.

On both upper and lower levels of the building ample seating is provided for those waiting
for appointments. Each waiting area is also furnished with a separate play table for
children with maze, wooden block bead and sorting activities built into it. All furniture
seemed in good order.

Toilet facilities throughout the building appeared clean however some issues were noted
in relation to the accessible toilets on the ground and first floor:

Accessible toilet - ground floor.

It can be seen that should a user wish to transfer
from a wheelchair onto the toilet they would
experience difficulty due to the location of the
bin.

Additionally, someone with limited mobility in
the legs or feet would find it difficult to operate
this ‘pedal-bin’. This particular bin had a strong
ratchet mechanism which also made it difficult
to open by hand.

It should be noted that the emergency call pull
was tied to a grab rail meaning a person who
had fallen and reached for the cord might not
successfully trigger the alarm.

Accessible toilet - first floor.

Once again there is a bin restricting space for a
wheelchair - both bins are foot pedal operated
although the bin on the left could be opened
easily by hand.

The emergency call cord on this occasion was
tied to a drop-down support rail and the alarm
was actually triggered when the hand rail was
moved by representatives and indeed if tied like
this, would go off every time someone used it!




The hand sanitiser in the ladies toilets was empty and the instructions for using it were on
the other side of the wall. A domestic abuse poster was evident on the wall - a good
signposting location.

When representatives accidentally set of the alarm in the accessible toilet it should be
mentioned that it was responded to very promptly by staff.

Ground Floor

As featured in the pictured signpost (page 2) a large reception desk is located alongside
the main atrium and directs service users to appointments for various non-GP clinics with
the exception of dentistry. Waiting areas are linked to Consultation rooms by wide open
corridors.

Dentistry has its own separate reception and waiting area located on the opposite side of
the atrium.

The community pharmacy is located on the ground floor with an entrance off the main
atrium. In terms of footfall this was a very busy area at the time of our stay and always
seemed to have at least three or four individuals queuing for service at any one time.
The ground floor benefits from a well designed baby change area.

Displays and notices - Benefitting from the Wishing Well community IT suite and separate
café, Eagle Bridge most certainly has a community feel. The atrium area has a number of
displays and information boards. (See photographs below)

1.

Representatives felt that notices on the display boards were extremely useful to those
looking for information relating to local services, groups and events. However, we did feel
that the notice boards, in their current state, appeared cluttered and haphazard - in
relation to the way that information was displayed. There was no real title or sequence
used. We feel that information could perhaps be more ordered to provide clearer
information points; with each board dedicated to a specific area e.g. Information for
Carers, Parents, teenagers, Older residents etc. One board could still be reserved for
general notices.

With many of the leaflets and notices overlapping and, in some cases, hidden by a larger
notice consideration should be taken into the positioning of leaflets on the board.
Representatives feel that this task is perhaps something that a volunteer could take
ownership of.

A number of ‘pull-up’ banners are visible in the entrance advertising different
organisations and NHS campaigns as pictured (3) above. In this picture also visible is the
entrance to the IT hub and the community pharmacy.

Local schools have contributed artwork to the centre - these works are displayed nicely
around the entrance area.



The IT hub seemed to be well used during our time at Eagle Bridge and the Café appeared
thriving with a number of people commenting to Representatives on the quality and price
of meals and drinks.

First Floor - GP Surgeries

The first floor area is divided into three separate sections (originally relating to the three
practices that were located there.) The merger has resulted in Millcroft GP service using
two reception desks (labelled Areas A and B) and Earnswood using the one reception desk.

Healthwatch Cheshire Representatives have written separate reports on these services.

Feedback

Comments from service users gathered on the visit:

e EAGLE BRIDGE - “I think the layout of this place is a little confusing.”

EAGLE BRIDGE - “Very confusing on where to go - Came for nurse appointment
and ended up going up and down - Too big!”

e EAGLE BRIDGE - “Physiotherapy here is good. Easy access to lymphodema clinic
(excellent). Car park is always busy - There seems more parking for staff than
patients.”

e EAGLE BRIDGE - “The service is much better than it used to be - the old practice
building was not really fit for purpose. Here it’s all in one place.”

e EAGLE BRIDGE - “Husband struggles to get powered wheelchair into disabled
wcC.”

Suggestions for improvement

Accessible Toilets - Consider the points mentioned in the report. It is suggested that the
emergency pull cord should be hanging loose rather than wrapped around the hand rails.
Also, is it possible to relocate the bins to allow for an easier wheelchair to toilet transfer
if required.

Domestic abuse poster - Representatives felt this could be more prominently displayed in
toilet areas or that use of the free stickers provided by the Cheshire East Domestic abuse
team to go on the back of toilet doors could be a better alternative.

Information Points - Consider ways of presenting information in the downstairs atrium in
terms of themed displays to allow for a more concise delivery of information.

Feedback from Provider of Service

At time of publication - no feedback received.




