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Background

Healthwatch Cheshire CIC is the consumer champion for health and social 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

Millcroft is one of two GP practices that are located within the Eagle Bridge Wellbeing
Centre.

A modern purpose built building Eagle Bridge originally served as home to three local
surgeries. However, 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 on this site.

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 inspection by CQC (October 2015) Millcroft GP practice was rated as ‘Good’ in
all areas.

Comments by service users in relation to Millcroft; as recorded on the NHS Choices
website; are quite mixed with many less than positive comments that include difficulty in
getting an appointment - mentioned on many occasions. Some individuals have used the
still existing Delamere listing to comment on the deterioration of services since the
merger.

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.

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 remaining
reception desk.

Area B was closed on the day of our visit and a notice explained that this, “WAS DUE TO
STAFF SHORTAGE AS A RESULT OF ILLNESS.”

Area A was open, with the reception desk having quite a queue for most of the morning -
on our first visit to this area (around 10.30 a.m.) the queue took up the top flight of stairs
and a possible safety concern.

The desks A and B are labelled for different purposes - ‘A’ being the main reception for
appointments and ‘B’ labelled for prescriptions, enquiries and registration.

A self check in screen was available and being used by some patients prior to their
appointment.

Millcroft has two waiting areas both furnished adequately with chairs of similar type and
height facing one direction. There is a blood pressure monitor set up in one area for
service users to use, a children’s play table and a digital information point provided by
South Cheshire Clinical Commissioning Group. This was not working at the time of our
visit.


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

In a separate area, on this floor level, there is additional informal low level seating areas
and tables and at the time of our visit couple of nursing mothers were using this area -
tucked away from the main footfall of the service.

A number of notice boards provided a mix of information on health and support issues. The
way this information was displayed showed some evidence of thought in terms of
presentation with a separate board dedicated to carers support information and another
dedicated to the Polish language.

A separate stand alone notice was apologising to service users for any delays in service and
explaining that the practices were currently endeavouring to recruit more doctors.

In the main appointments waiting area (near reception A) a ‘moving message’ LCD screen
informs those waiting of the next appointment.

Television displays provide scrolling information for those waiting. Information included
heart conditions, breast screening, obesity, flu jabs, antibiotics and physical activity. At
the time of our visit, one TV was either not switched on or not working.

Though mostly open plan in design, the main waiting area and reception is separated from
consulting rooms by a glass brick wall.

During our time in that area, there were constantly nine or ten people in the queue for
the reception desk, however, the main waiting area appeared well ordered and calm
despite being busy. Some of the delays and queues have been explained by the fact that
one desk was closed. One service user commented to a Representative, “It’s not usually
this bad.”

Some appointments were running late - One gentleman was overheard expressing concern
saying that he had been waiting for 40 minutes and was worried as, “I have to be back at
work in 15 minutes!”

Comments from service users gathered on the visit:

e MILLCROFT - “Used to be good but since merger - constantly queuing for
appointments and prescriptions. Hard to get through on phone - cant book
nurse appointment online. Very difficult with my prescription - some | get
quarterly.”

e MILLCROFT - “Since the merger it’s harder to get an appointment. You have to
wait longer. | used to get prescriptions over the phone. Can’t now! | don’t
know the doctors and they don’t know you properly. My medication was
messed up four times due to the merger - It had been ordered but was not on
the system.”

e MILLCROFT - “l think it is a good service. The doctor spent some time talking to
me. It is difficult to get through on the phone though.”

e  MILLCROFT - “A good doctor. | usually get an appointment but sometimes
parking is an issue here.”

e MILLCROFT - “Very difficult - phone lines are busy. Came in person to get an
appointment. Receptionists are helpful. However, a very impersonal
environment and having two reception desks is confusing.”

e MILLCROFT - “Very hard to get an appointment. The lines are always busy. |
phoned this morning and got an appointment for 9.30 today but did not go in



until 10.40. The surgery definitely needs more phone lines and more people to
answer calls.”

e MILLCROFT - “Very difficult to get an appointment on Monday 13" February |
was on hold for 40 minutes.”

Suggestions for improvement

¢ Review queuing system at busy times - to avoid possible danger of people on
stairs.

¢ Information displays - Consider a tidy of information leaflets - perhaps arranged in
themes - as the existing display for mental health and specific information for
carers.

And in view of comments made to Representatives, NHS Choices and Google reviews:

¢ Review appointments system

Feedback from Provider of Service

At time of publication - no feedback received.




