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What is Enter and View? 
 
Healthwatch Cheshire (HWC) is part of a network of over 150 local Healthwatch 
across England established under the Health and Social Care Act 2012. HWC 
represents the consumer voice of those using local health and social services and 
trades as both Healthwatch Cheshire East and Healthwatch Cheshire West. 
 
The statutory requirements of all local Healthwatch include an ‘Enter and View’ 
responsibility to visit any publicly funded adult health and social care services. 
Enter and View visits may be conducted if providers invite this, if HWC receive 
information of concern about a service and/or equally when consistently positive 
feedback about services is presented. In this way we can learn about and share 
examples of the limitations and strengths of services visited from the perspective 
of people who experience the services first hand. 
 
Visits conducted are followed by the publication of formal reports where findings 
of good practice and recommendations to improves the service are made. 
 

 

1. Description & Nature of Service 

 

The Sexual Health Clinic at Macclesfield is part of the Integrated Sexual Health 
Hub Service.  This covers all aspects of sexual health screening, advice and 
treatment, condoms and all methods of contraceptive methods including 
emergency contraception (commonly referred to as ’the morning after pill’) are 
provided. 

 

All patients are required to fill in a triage form which is gender specific and can 
help staff identify their needs.  Staff can assist the patient to fill in the form if 
necessary. 

 

The service can be accessed via the following methods: 

 Drop-in clinics on Tuesdays, Wednesdays and Fridays 09.00 – 11.30. 
Additionally there is an under 25’s clinic on Wednesdays between 
the hours of 15.30 – 18.30. 

 Appointment system. These can be made via the telephone or via 
an online booking system 
 

2. Acknowledgements 
 

Healthwatch Cheshire would like to thank the service provider, manager, visitors 
and staff for their contributions to this Enter and View visit. 
 

3. Disclaimer 
 
This report relates to findings gathered on a specific date of visiting the service 
as set out above. Consequently, the report is not suggested to be a fully 
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representative portrayal of the experiences of all the residents and/or staff 
and/or family members/friends but does provide an account of what was 
observed and presented to Healthwatch Cheshire Representatives at the time of 
the visit. 

 
4. Purpose of the visit 

 

 To enable Healthwatch Cheshire Authorised Representatives to see 
for themselves how the service is being provided in terms of quality 
of life and quality of care principles 

 To capture the views and experiences of patients, family 
members/friends and staff 

 To consider the practical experience of patients/family and friends 
when visiting the service in terms of access, parking and other 
visitor facilities 

 To identify areas of resident satisfaction, good practice within the 
service and any areas felt to be in need of improvement 

 To enable Healthwatch Cheshire Authorised Representatives to 
observe how the service delivers on the statements it advertises on 
its website. 
 

5. Introduction/Orientation to service 
 

The service is located in the New Alderley Building at Macclesfield District 
General Hospital. The building is well signposted; however, we did not see any 
external signage regarding the clinic itself. Therefore, any visitor looking for the 
Go Sexual Health (GOSH) Clinic would have to be aware of the building it is 
housed in. 

6. Methodology 
 
Representatives were equipped with various tools to aid the gathering of 
information. The following techniques were used by Representatives: 
 

 Observing the quality and adequacy of access, parking and other 
facilities for visitors   

 Assessing the suitability of the environment in which the service 
operates in supporting the needs of the patients. 

 Direct observation of interactions between staff and patients 

 Talking to patients, visitors and staff (where appropriate and 
available) about their thoughts and feelings regarding the service 
provided. 
 

7. Summary of Key Findings 
 

 All staff we spoke to and observed appeared professional, 
compassionate and knowledgeable. There was an obvious 
commitment to providing a good service. 

 A modern building affording comfortable surroundings and providing 
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good accessibility for all. 

 A large range of information readily available for patients. 

 Car parking capacity limitations. 
 

8. Detailed Findings 
 
8.1 Location, external appearance, ease of access, signage, parking. 
 

This service is located in the New Alderley Building at Macclesfield District 
General Hospital. The building is well sign-posted, however, we did not see any 
external signage regarding the clinic itself. Therefore any visitor looking for the 
GOSH clinic would have to have some knowledge of the building it is housed in.   

 
New Alderley House is a modern well presented building that provides good 
accessibility for all.  Once inside the building itself the GOSH clinic is 
immediately signposted. 

 
Parking facilities are limited at the Hospital and generally parking is difficult on 
the site at all times of the day; indeed Representatives had to wait some 30 
minutes to find space within the hospital grounds. There is only a limited amount 
of off-street parking nearby.   
 

8.2 Initial impressions (from a visitor’s perspective on entering the 
practice).   
 

The clinic is located on the ground floor of the building.  Once through the 
doors, patients are immediately at reception. There is a marked line on the floor 
and signage requesting that patients stand back and   afford others some privacy 
whilst speaking with staff.   
 
Both representatives commented on how calming and comfortable the clinic 
appeared. 
 
There were leaflets available for patients to take with them regarding clinic 
times clearly organised in a rack display amongst these there were also several 
information pamphlets providing signposting information to other services such 
as drugs and counselling. 

 
8.3. Internal physical environment.   
 

8.3.1 Décor, Lighting, heating, furnishing & floor coverings building.   

The reception desk is open and has two areas for staff to speak with patients.  
The main waiting room is immediately to the left and there is a smaller private 
room that can be used to the right.   
 
The main waiting room is spaceous and bright. Reading material is availible with  
magazines and literature for both adults and children. The furnishing and carpets 
are of a good standard. There is a working television in the room. 
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The small room has some comfortable chairs. There isn’t any reading literature 
within this room. Staff advised us some parents who have their children with 
them have asked to wait in this area.   

 
8.3.2 Freshness, cleanliness/hygiene & cross infection measures. 

All seating was on comfortable chairs. Whilst in a good state of repair and clean 
in general, it was felt that they would benefit from a deeper clean.  On the day 
we visited it was cold and wet outside and the waiting room was warm and 
comfortable. 
 
The toilets we viewed were very clean and has all expected provisions -  i.e. 
soap, towels and toilet rolls. There was also a wheelchair accessible toilet. 

 
8.4 Staff support skills & interaction 

8.4.1 Affording dignity and respect/ Calm and empathic approach to Patients. 

Representatives were impressed with the professionalism of the staff. All staff 
we spoke to were welcoming and helpful.   
 
Representatives observed staff interactions with patients; all of which were 
polite, friendly and courteous. It was felt that all staff went out of their way to 
ensure people felt relaxed.   
 
For example: 
 

 Reception staff members were discreet and helpful. Finding specific 
information and handing it to patients. 

 Clinical staff call patients through by their first names only, greeting them 
in a friendly manner 

 
One of the doctors made time to speak with us and explain the service in more 
depth - e.g. registration, triage, urgent criteria, other aspects of the service.  
 
It was evident throughout all our interactions with staff that they were 
committed to providing an excellent service to patients.  
 
8.4.2 Effective communications – alternative systems and accessible 
information    
 
There is a hearing loop system provided within reception area.  
The waiting room has an extensive amount of information regarding sexual 
health and there is also information available on Hate Crime, Rape Support and 
Community groups. 
 
Staff told us that patients access the service from a number of routes: 
 

 Self Referral 

 Advice from their GP 
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 Via other NHS services e.g. Cheshire and Wirral Partnership (CWP) 
 

They told us that they can provide information in large print and additional 
languages if required.  
 
We were informed that staff members do help patients with their triage forms if 
required in the small private room within the reception area. 
 

8.5 Ensuring comfort –   
 
Representatives were impressed with the calming comfortable environment of 
the waiting room. There was a television, comfortable seating and ample reading 
material for both adults and children. There was also a water dispenser for 
patients use. 
 

8.6 Maximising Mobility 
 
There is a hearing loop within reception to assist patients.  All the areas we 
observed were spacious. The unit is all on one level and free from obstructions 
to impede those with mobility difficulties. 
 

8.7 Feeling safe and able to raise concerns and complaints. 
 
Within the waiting room there are prominent notices regarding how to make a 
complaint or raise a concern. Patient Advice and Liaison Service (PALS) 
information is displayed. Furthermore, there are two feedback boxes within the 
clinic.   
 
The clinic operates an Urgent Criteria policy - When the clinic is fully booked or 
at capacity, the criteria helps to ensure that a patient is still seen on the day. 
(‘Sexual assault’ is one of the criteria).  
 

9. Additional areas of observation 
 
9.1    Comparisons of observation against providers website.   

 
Representatives were assured that the services advertised on the East Cheshire 
Website were delivered at the clinic. Representatives views were that the staff 
worked well to provide a compassionate service of quality. 
 

9.2   Comparisons with previous Healthwatch visits(s) where applicable 
 
Not applicable as this was our first visit to this service. 
 

9.3.    Comparisons with the most recent CQC report. 
 
The most recent CQC report for Macclesfield Hospital was published in April 2018 
and was judged as ‘Requires Improvement.’  The Sexual Health Centre is within 
the Community Health Services and this part of the service was judged as 
‘Good’. 
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9.4.    Other observations/findings of note. 

Below are the Triage forms that patients are requested to complete on arrival at 
the clinic which will assist staff in their treatment.   
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Additionally, during times when the clinic is fully booked or at capacity operated 

there is an Urgent Criteria procedure. When this is implemented for those 

patients who are not categorised as ‘urgent’ they will be offered appointment 

within a range of one day up to two weeks. 

 

 

 

 

10. Elements of observed/Reported Good Practice  

 A friendly, professional and confidential service. 

 Specialist staff with a wealth of experience and commitment to the role. 

 Welcoming and comfortable environment. 
 

11. Recommendations 

 Consider a deep clean of the fabric chairs in the waiting room. 

 Review car parking facilities for the GOSH clinic. 

 Improved external signage. 
 
 

Feedback from Provider of Service 

 
At time of publication – no feedback received. 

 

 
 
 
 
 
 
 
 


