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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 and Chester. 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
monitoring Care provision across the area.

This work has the full support of health and Council 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.

Highlights from the Visit

e Authorised Representatives were largely impressed with the Kiltearn Medical
Centre which appears to be a good quality GP Practice. It is located in Church View
Primary Care Centre, alongside two other GP practises and the Community Service
Unit, there is also with three separate surgeries and a pharmacy on site.

e The Practice offers good disabled access, and benefits from good public transport
links - being close to bus stops. The centre is well placed and offers very good
parking facilities.

e The majority of people we spoke to were happy with the treatment they receive,
although some suggested that it can be difficult to make appointments. It was
noted that some older patients from Kiltearn Medical centre stated they struggled
to get appointments and they stated they couldn’t pre-book them.

e There is lots of helpful information on display on notice boards for patients in all
areas covering both health and social needs.

e The signage to the practises is clear and prominent. Upon entry to the building
there are three post boxes for repeat prescription ordering for each practise.

e The waiting areas on all floors were modern, spacious, well lit, warm and clean
with sufficient seats at the time of our visit, however, it was noticed that all seats
were of the same height. It was felt that certainly in the community services
clinics that it would benefit from some seating of different heights to aid those
with standing and movement difficulty.

General Information

Located near the town centre of Nantwich and very close to the main bus station this
medical centre is a new purpose built building.

There are three GP practices within Church View Primary Care Centre: Kiltearn Medical
Centre, Nantwich Health Centre and Tudor Surgery. Kiltearn Medical Centre is located
on the top floor which can be accessed via stairs or a lift.

The ground floor of the building hosts the shared primary care community services
including District Nursing, Health Visiting, Phlebotomy, Physiotherapy, Podiatry, Specialist
Nursing (Diabetes, Respiratory, etc), Dentistry as well as a bespoke Minor Operation
Theatre.

There are toilets and baby changing facilities on all floors, these are clean, modern and
frequently checked.

Environment

Reception - Kiltearn Medical Centre has both a receptionist on the desk and a touch
screen checking-in system, which most patients were observed to be using. There are signs
which ask people to stand back to respect other privacy when speaking with the
receptionist



Waiting Area - The waiting area was well lit, warm and clean with sufficient seats at the
time of our visit.

There is a health check machine and a blood pressure monitoring unit for patients to use
along with a free water dispenser. Additionally there is also a play area for children.
Patients appeared to be seen by doctors relatively quickly, the doctors either came out to
greet their patients or the information and room was displayed on a screen.

There are tables with a wide range of leaflets on display many carrying self-care messages
for patients to take away. There are also leaflets with information about local services
and voluntary groups.

Staffing

The Practices and the Community Service was consistently busy however all staff were
able to make time to talk to representatives. Staff were also observed speaking with
numerous members of the public and were friendly, cheerful and helpful.

Feedback

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

e “Service has always been excellent, I’ve used the surgery for 30 years and
have no complaints.” - SERVICE USER

e “Getting an appointment can be problematic. Keep ringing or ring back. |
never seem to be able to book either a same day appointment of one in
advance, always get told | have to ring back another day.”- SERVICE USER

Suggestions for improvement

o Representatives spoke to a number of older people who stated they often had
difficult in making appointments. They stated that they could not get emergency
appointments on the day and then it became difficult to book an appointment.
The medical centre could conduct a review of its appointment policy as the
information provided on their website does concur with what representatives were
being told.

Feedback from Provider of Service
At time of publication - No feedback received.




