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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 representative’s 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 Healthwatch Cheshire CIC continues to work in monitoring
healthcare provision across the area.

This work has the full support of health and local authority commissioners.

Throughout the year, we visit several 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.

Observations from the Visit

e Authorised Representatives were largely impressed with Holmes Chapel health
centre, which appears to provide a good quality service, with a dispensary,
phlebotomy clinic (provided by Leighton) and an optician (operated separately)
under one roof.



¢ Most of the people we spoke to were very happy with the treatment they receive,
although some suggested that it could be difficult to make appointments.

o The Health centre offers good disabled access, with most services on the ground
floor and benefits from good public transport being in the centre of the village
with nearby bus stop and a train station only a five- minute walk away.

e Parking was good, with the option of parking at the front or side of the centre,
additional parking is in the public car park only one minute’s walk away.

e There were copies of the Holmes Chapel Partnership newsletters on a book case
filled with books which can be taken and swapped. This shows the health centre is
at the heart of the village community which is their aim as stated on their
website.

e There were lots of information leaflets around, the assistant practice manager
told us there are plans to purchase display units which would improve the area.

e Walls are decorated with artwork provided by a local art group, this takes away
the clinical aspect.

o The waiting areas were well lit and clean, there was sufficient seating which was
clean but worn in places, likewise the area needed decoration in places.

General Information

Holmes Chapel Health Centre website state ‘Our aim is to provide the best possible
health care for you and your family.” Our practice is classified as semi-rural, based in a
purpose built health centre in the heart of the community in Holmes Chapel.

The Health centre has seven GPs and a nurse practitioner - pictures of the staff are
clearly visible as you enter the centre through large double doors towards the reception.

There is a touch screen checking- in system, which most patients we observed seemed to
use, this meant patients can go straight into the waiting area without having to queue at
reception area. The layout is very clear with the reception area in the middle with the
waiting room behind and consultation rooms to the left and right behind this.

There is helpful information about the health centre on its website, patients can book
appointments in person, online or via the telephone. An on-site dispensary is helpful for
patients to collect their prescriptions.

Environment

Reception - At reception there is a wide desk where most patients came to ask about
blood tests, samples etc, there did not appear to be a separate window to allow for
privacy, there is a sign on the reception desk, asking patients to stand back to allow
privacy for other patients, this is slightly awkward as this means you are blocking the
main door.

There were two receptionists at the time of our visit that alternated between talking to
patients and answering the phone. Patients were greeted politely and in some cases,
were welcomed by name. The phone lines were busy ringing every couple of minutes.

Waiting Area - There are no windows offering natural light, but the area was well lit,
warm and clean with sufficient seats. The seats are arranged in rows facing a wall
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mounted TV screen with a children’s play area below it. A ceiling mounted digital screen
just in front of the TV screen, indicates when it is time for patients to go to GP rooms,
GPs did not come out, however on appointments for the nurse she came out to meet
each patient, in some cases offering support to those that had mobility issues. The TV
Screen reminds patients about how long appointment times last, and if more time is
needed, double appointments should be booked.

The centre offers extended hours but these were not displayed on the screens, this
would be helpful for patients to know, most patients we spoke to were not aware that
their surgery offered this. This information was however available on the website.

There were lots of information leaflets around, the assistant practice manager told us
there are plans to purchase display units which would improve the area. Some of the
leaflets were around self care, and the information was repeated on the TV screen and
on the health centres website.

Walls are decorated with artwork provided by a local art group, this takes away the
clinical aspect. However, it would still be useful to have specific board highlighting
health issues eg self- care.

Copies of the Holmes Chapel Partnership newsletters were on a book case filled with
books which can be taken and swapped. This shows the centre is at the heart of the
village community. There was also a selection of new magazines on tables around the
waiting area. At the time of our visit there was a regular flow of patients. A radio was
providing background music.

Patients appeared to be seen by doctors relatively quickly, although a few patients did
appear to be sat waiting for lengthy amounts of time which could either be due to them
arriving early or GPs running behind.

There is a blood pressure monitoring unit that is currently out of order, the assistant
practice manager advised us that they will be moving this and the centre is hoping to
purchase units that patients can use at home.

Signage - The first entrance door has a notice with opening times and a number to phone
for out of hours.

There is a separate carers information board. There are health and safety evacuation
notices displayed and emergency exits with standard illuminated green signs.

General Maintenance and Decoration - The environment was clean but needs decoration
in places.

Access - The layout means all the GP rooms are on the ground floor and there is ramped
access to the main door, which opens automatically. The door from the entrance foyer
into the waiting/reception area has a button for automatic opening.

There is an accessible toilet on the ground floor. The toilet was clean with well stocked
toilet roll holder, soap and hand drier. The room is large enough to accommodate a
wheelchair with space on one side of the toilet to position a wheelchair for transfer.
There are fixed and drop-down rails and the toilet is slightly higher than an average
toilet.



Staffing

The assistant practice manager gave us a tour of the building which was helpful, it was
quite quiet on the day of our visit, Leighton hospital runs a phlebotomy clinic and a
mother and baby weigh in clinic. Upstairs is mainly offices for staff, however there is a
waiting area and a room that Cheshire & Wirral Partnership (CWP) use to provide mental
health services, including a memory clinic, although we were told this may be subject to
change in the future. These additional services provide evidence that health services are
working together to support patients in their local medical centre.

Parking and Transport

Parking was good, with the option of parking at the front or side of the surgery, with
additional parking in the public car park only one minute’s walk away. The centre
benefits from good public transport being in the centre of the village with a nearby bus
stop and the train station a five- minute walk away.

Feedback

The following comments were received from patients in the waiting areas on the day on
which we visited:

e “I’ve been with the surgery for over 20 years and I’m very happy with it”

e “They are very quick, | saw my doctor on Wednesday, consultant on Thursday and
had my operation on Tuesday”

o “l am happy with the surgery and am having an annual health check today, it’s
good to know that that’s available”

Suggestions for improvement

e Decoration - some areas in particular the waiting room are tired and in need of
decoration

¢ Information display stands would highlight the leaflets that are available

e Advertising extended hours, information is available on the website but should be
visible in the centre.

e Consideration of where people stand if they want to speak to a receptionist or
want privacy.

e When the health centre patients phone into the centre there is a choice of six
options, for patients this can be confusing, a review of how this could be reduced
would be helpful.

Feedback from Provider of Service

Was reasonable notice given of Healthwatch’s visit ;Yes a reasonable notification
period and no requests for chaperone, quite self-sufficient.

Outline any positive aspects of the visit ; Thank you for noting all the efforts made to
support our patients access and support to ensure their visit to the Health centre is as
comfortable as possible.

Response to suggestions for improvement ; Decoration to be reviewed by our member
of staff responsible. New information stand provided by the Patient Panel. Hrs on
website have been updated, website under review for a change of website. Privacy zone
will be emphasised again via the Patient Panel. A separate hatch is available for more
private conversations. Phone system is reviewed every six months, options facility will
be reviewed again with the patient panel as latest changes of more options followed
prior patient feedback
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