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Date of Visit: 4 December 2018

Time of Visit: 10-12noon

Staff Present : Alan Courtney, Practice Manager

Healthwatch Cheshire Authorised Representatives:
Ros Haynes, Carolynne Braidell and Mike Askew (observing)

Contact Details: Healthwatch Cheshire, Denton Drive, Northwich, Cheshire, CW9
7LU Tel: 0300 323 0006



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 improve the service are made.

1. Description & Nature of Service

Extract from the Medical centre website

https://bunburymedicalcentre.gpsurgery.net/

There has been a medical practice in Bunbury for over 100 years. In March 2007 we
moved to the present, purpose built building in Vicarage Lane. Since moving into
our new premises we have increased many services to our patients and have also
increased our staff team. The practice provides excellent medical services to our
patients in a rural community centred around Bunbury and outlying villages. We
currently have just over 5000 patients, and dispense medication to about 4000
patients.

2. Acknowledgements

Healthwatch Cheshire would like to thank the medical practice, GPs, Reception
staff, Practice manager and patients 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
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

e To enable Healthwatch Cheshire 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 patient satisfaction, good practice within the service
and any areas felt to be in need of improvement

To enable Healthwatch Cheshire Representatives to observe how the
practice delivers on the statements it advertises on its website

3.

Introduction/Orientation to service

On arrival Representatives were met by the Practice Manager, who gave a warm
welcome and introduced Representatives to other members of staff. The Practice
Manager provided a comprehensive tour of the building and was happy to answer
any questions.

6.

Methodology

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

Summary of Key Findings

A friendly medical centre that offers a wide range of services for patients
Approachable and knowledgeable staff

A rural practice acting as a hub for the community

Patients are highly complimentary about the care they receive

8.

Detailed Findings

8.1 Location, external appearance, ease of access, signage, parking.

The Medical Centre is in the heart of the village and is located within walking
distance of the local shop. There is a small sign, which if you are a newcomer to
the village is easy to miss.

The building is well setback from the road with a large driveway and parking
spaces to the front and rear of the building.
At the time of our visit, there was a constant flow of patients arriving and leaving
and there seemed to be plenty of car parking spaces.
The Medical Centre is a purpose built building, opened in 2007 but from the
outside it has character and blends well into the surrounding village properties.
The exterior is in good condition.




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

Large automatic doors open as you arrive, allowing plenty of room for patients
arriving and leaving, it is a wide opening which would allow easy access for
wheelchair users. There is a notice giving information on opening hours and details
of the nearest pharmacy for out of hours.

There is a small lobby which leads you into the main waiting room.

This is a large bright area with plenty of seating. There are two large openings for
patients to go to; one for a receptionist, the other for dispensary. On the day of
our visit the check in screen was broken, meaning all patients were checking in
with the receptionist.

All the patients we observed were given a warm and cheery welcome, the
receptionist did seem quite busy popping backwards and forwards to greet patients
and then back out the door to answer the phone.

On arrival we were asked to sign a visitor’s book, which is good practice while we
waited for the practice manager.

8

8.3.Internal physical environment.

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

The decoration is in good condition; all the areas are painted a warm cream
making the area appear warm and sunny. The temperature was very pleasant, with
only the occasional draft close to the door as it opened.

The flooring was all carpeted and was a neutral colour; this was also in good
condition and matched the chairs. There was plenty of chairs and these were all in
good condition.

8.3.2 Freshness, cleanliness/hygiene & cross infection measures.

All areas of the medical centre were clean, and hand sanitizer was readily
available in more than once place in the waiting room.

There were two toilets; ladies and men’s, both were spotlessly clean. However
only the ladies toilet had the disabled rail and a changing area for babies and
toddlers. On the day of our visit there were several mums attending clinics who
were in and out of the toilets changing babies, this may have been difficult if a
dad had come along and needed to use the changing area.




8.4 Staff support skills & interaction

8.4.1 Affording dignity and respect.

The layout of the waiting room allowed a clear space for people to go to the
receptionist desk giving them privacy to talk. However there was also a sign
displayed offering patients the option of a side room if they needed further
privacy.

Representatives observed discussions between patients and the reception staff, all
the reception staff we observed were polite and respectful using soft tones and
actively listening to patients. We watched as a receptionist chatted to a patient,
there was no rush and her conversation was very person centred.

There is a bell on the reception desk with a notice asking patients to ring the bell
if there is not a receptionist at the desk, when representatives asked why the
receptionist was not always at the desk we were told by the practice manager that
to allow for privacy incoming calls are answered in the office off the reception
desk, whilst this allows privacy for callers it means that receptionists does have to
keep moving between areas. This would probably be less noticeable but the due to
the checking in screen being out of action she was kept very busy.

The practice had a sign identifying a member of staff in the practice who was the
lead for Carers. A patient we spoke to told us they had “ been with the practice
for 10 plus years and couldn’t wish for a better practice” whilst another said

“always easy to get an appointment, never an issue”

8.4.2 Calm, empathic approach to Patients

The practice was very calm during our visit, there was a steady flow of patients




coming and going to appointments. Representatives spoke to a new mum who had
come in for a six week check for her baby, she told us she had only seem the same
community midwife twice during her pregnancy, however the care she received
from the practice “was very good and her appointment had been on time” Another
patient we met told us they had “phoned up that morning and got an appointment
straight away, saw the doctor and collected my prescription all within 20 minutes,
its great”

Representatives watched as the GPs came out and called the patient which is a
nice personal touch. "l rang up and spoke to the receptionist who is lovely, gave
me an appointment straight away.”

8.4.3 Effective communications - alternative systems & accessible information

There is a large wall mounted magazine rack at the end of the corridor with a lot
of specific leaflets about serious health conditions, representatives felt the
information was useful but were uncertain if this area was accessed by all patients
and therefore not visible by all.

Several clinics run in the practice, one of the patients told us “Here for my flu jab,
easy to get one here” and another said "l had a call from the surgery this morning
asking me to come in for my flu jab today. Fantastic!.”

As the screen was not working on the day of our visit, we were unable to see if any
further electronic information was available to patients while they wait.

8.5 Ensuring comfort and choice

The waiting room was a bright area with plenty of natural light and comfortably
laid out with plenty of chairs and enough space to move around.

There was a good selection of information boards however some of these had lots
of leaflets and therefore it was difficult to see what the theme was, this may
affect patients reading them.

There was also an area near the reception desk which had leaflets for patients to
take away; a couple of these were out of date.

There was a small area for children with a small table and matching chairs which
was a nice touch.

"I'm not registered here, | am at Tarporley GP practice, but because | want to have
my baby at Leighton Hospital and not COCH | am seen by the midwives at this
surgery. Really happy | have a choice.”




8.5.1 Maximising Mobility access

There was sufficient space as you entered the practice for patients and families
who have mobility issues. There was also mobility supports in the ladies toilet,
however this was not available in the men’s toilet which would be difficult for a
male wheelchair user.

Corridors throughout the practice were wide and the areas well signposted.

8.6 Feeling safe and able to raise concerns and complaints.

The practice website states “We take complaints very seriously. If you would
like to make a complaint regarding the surgery or the services we offer, please
contact the Practice Manager by telephoning the surgery on 01829 260218 or,
if you prefer, in writing. Every effort will be made to answer your concerns as
soon as possible.”

During our visit, representatives did not see a paper copy of this, which would be
useful for those patients who do not have access to a computer.

9. Additional areas of observation

9.1 Elements of observed/Reported Good Practice

Visitors book to sign

GPs coming out to meet patients

Receptionists with local knowledge

Walking group

Patients are invited to a pre diabetic clinic for advice and support
A practice lead for carers

9.2 Other observations - findings of note

e Patients did not wait long to be seen

e Active Patient participation group

e The practice is part of the rural alliance federation which allows sharing of
best practice and gives patients access to additional services

10. Comparisons

10.1 Comparisons of observation against provider’s website.

“The practice provides excellent medical services to our patients in a rural
community centred around Bunbury and outlying villages. We currently have just
over 5000 patients, and dispense medication to about 4000 patients.”




The practice website states it provides excellent medical services - from the
feedback from patients we spoke to during our visit, they would agree with this
statement. One of the patients said "Friendly staff and really good doctors."

10.2 Comparisons against previous Healthwatch visit

No previous visit

11. Recommendations

e Consider having a list of staff on a noticeboard in reception or on an
electronic noticeboard, so that patients know who they are going to meet

e Consider making toilets unisex to allow disabled facilities and changing area
available for all

e Consider having magazines and toys available for patients while they wait

e Consider having a themed notice board highlighting a health issue

e Consider frequency of newsletter, the website has a copy of Spring 2018 - is
this something that could be shared with the PPG

~__ Feedback from Provider of Service

Sufficient notice was given along with an understanding of what the visit would entail.
The visit did give us an opportunity to reflect on how we make our building and
environment a positive and practical one for our visitors. We were pleased to hear the
positive feedback given by our patients.

We will be changing the designation of our ground floor toilets to allow disabled
facilities to be available to male and female visitors.

We will discuss with our PPG the suggestion of having toys and magazines in the
waiting room.

Themed noticeboards - this is something we have had in the past and see the benefits
for the patient. We will look to make this more of a regular feature.

Our next Newsletter is being prepared and will be released before the end of
February.




