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Leighton is a Foundation Trust Hospital primarily covering the Mid and South
areas of Cheshire. The Outpatients Department is located in Entrance 1 and
adjacent to the main entrance, the area is denoted by Yellow Zone signage
which is clearly evident. There are clinics within the department that deal
with a variety of conditions - treating patients on an ongoing basis and as
well as those with an initial referral from their GP.

This is a very busy department and Healthwatch Cheshire representatives
felt that all the staff within the Outpatients department were friendly and
helpful as we witnessed them making great efforts to provide a good quality
service. It was apparent throughout the visit that the department as a
whole runs in a calm and well organised manner. Whilst outwardly morale
looked high we felt that in some areas there were daily frustrations caused
by limited space, working in a tired looking environment and feeling that
patients were waiting too long. This was evident by listening to staff
explain why they where running late and also the offering of cups of water
and offer or tea/coffee. The staff where constantly keeping patients up to
date.
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Patients we spoke to were generally full of praise for the service although a
large number expressed frustrations on the parking facilities at the hospital
and general waiting times. This was also an issue for Healthwatch Staff who
had spent almost an hour attempting to find a car park space. Talking to
the security staff again they were helpful and tried to assist as best they
could.

Representatives would like some consideration to be given to the following
suggestions:

e (afe area within the main waiting area - Customer queuing for the
cafe in the same area as patients being called for phlebotomy. The
congestion and the noise created overcrowding and patients are
missing being called forward. Additionally a more audible calling
system and/or digital displays may assist in the management of
patient flow.

e Diabetes Clinic. The area provided for this clinic did not appear
sufficient on the day of our visit, it was overcrowded and patients
with mobility issues could not move freely in this area. It is felt that
this could be relocated and then a dedicated area could be given to
the phlebotomy clinic which would alleviate the problem of patients
not hearing being called for their appointment.

e Minor surgery clinic. This area is looking tired and in need of
decoration.

e Hazard taped areas to be refreshed on flooring areas to reduce
infection/hazard

Reception
Outpatients reception desk is open from 8.30am to 5pm Monday to Friday. This area is a spacious, well

lit with a large seating area and a small cafe area. There are toilets in the main waiting area, although
at the time of our visit the accessible toilet was out of order and patients were directed to the facility
in the Diabetes clinic. Upon arrival patients will book in at reception at one of four booths where a
member of staff will direct them as appropriate. Reception staffs were polite and helpful, they
explained to us that there were delays on the day we visited as there were trying to accommodate
patients who had arrived late due to road works and a traffic
accident both within the vicinity of the hospital. § —
Representatives had also experienced these hold ups en-route ‘ ;<] ==

-0
to the hospital. This space was clean and the decor looked , - i E*ﬁ
fresh, although the privacy marking on the floor by the E

reception area i.e. yellow tape was old and in places rising up,
representing an infection hazard. We at Healthwatch had
earlier had this point made to us by staff at a previous visit to
a different location.

The hospital provides patient with the opportunity to give
feedback on the service they receive in the shape of “What
you think” cards and post box (pictured). The most recent
Care Quality Commission Report was prominently displayed for patient’s information.

www.cqc.org.uk/provider/RBT

Clinics
The various clinics are housed within five areas of the main Outpatients reception. Some of the larger
clinics will have their own dedicated reception areas. These were:
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Audiology - a comfortable space, which appeared sympathetic to the needs of its patient e.g. large
print, easy to follow instructions on arrival to the clinic, a television with subtitles on. Lots of
information regarding hearing conditions and treatment prominently displayed. This clinic was quiet at
the time of our visit although one patient we spoke to describe the services as “very compassionate”.

Eye Care Unit - a large spacious reception area with a dedicated children’s play area. The staff were
happy to talk to us and showed us the treatment areas. They were observed speaking with patients in a
helpful and courteous manner. Whilst there where not many leaflets or signs there was the reference to
www.mcht.nhs.uk/information-for-patients/patient-leaflets/eye-care-centre

Macmillan Cancer Centre - this centre used by cancer patients is a lovely welcoming unit. There are
armchairs, sofas and coffee tables. The centre offers a range of cancer information services including
counselling and complimentary services. We observed staff talking to patients in a compassionate,
friendly and informative manner. Patients commentated about the centre: “it’s wonderful here, they
make a difficult time more bearable”.

Diabetic Centre - This was very busy during the time of our visit and it was felt that the area was
cramped with insufficient seating. Some of the patients we saw used wheelchairs or walking aids and
could not easily manoeuvre within the clinic. Furthermore we also witnessed staff trying to locate a free
room to provide treatment. It was felt that the area provided for this clinic was insufficient. Patients
told us “the staff are excellent” and “it gets very busy here”.

Phlebotomy - Patients wait in the main reception waiting area until they are called through. This is
immediately next to the cafe creating, we felt, some over crowding. This is unavoidable for patients as
if they sat further away they could easily miss being called forward. Comments received from patients
included “the staff are very nice”, “it’s always busy and a long wait sometimes” and “I’ve missed my
name being called sometimes as it so busy and noisy next to the cafe”.

Some other clinic has smaller reception desks. These included:

Minor Surgery Clinics/Fracture Clinic - A busy area with a number of staff constantly dealing with
patients, some of whom had been there for a number of hours. Staff told us that patients who use the
Patient Transport Service are in the clinic for many hours beyond and/or before their appointment. This
creates some overcrowding the waiting areas. Representatives felt this area appeared more ‘tired’ than
the rest of Outpatients and would benefit decoration, the areas and rooms we saw were bland and
clinical. Staff described how these rooms are sometimes be used to convey difficult news to patients and
that this leaves a lasting impression. Patients described the experience as “the staff are lovely, but it’s
a very long day and not very comfortable. | feel like I’m waiting at a bus stop”.

The following clinics were held in treatment rooms off various corridors and a few chairs were
positioned outside for those patients.
e Speech and Language
Occupational Therapy
ENT - Ear Nose and Throat
Occupational Therapy
Dietetics
Hydrotherapy
ECG - Electrocardiogram
This appeared sufficient for each clinics, patients appeared to be being seen in a timely manner and
were positive about their experiences one patient told us “the speech and language staff are fantastic”.
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Safety

Hand gel was readily available in all areas and was observed been used by staff and patients. All staff
were wearing name badges. The corridors were clean and free of any obstructions, however within the
Minor Surgery Clinics, the Diabetes Centre and Phlebotomy it was felt these areas where not big enough
to accommodate its patients. This presents a risk of patients and staff bumping into each other
especially if they are injured or carrying any infection becomes a hazard.

Feedback

Representatives spoke to a number of patients who expressed difficulties and frustrations with the
parking facilities. Describing how they had arrived early and had to wait some 40 minutes for a space,
causing them to be anxious and rushed for their appointments.

e “Car parking is madness, security wouldn’t let me park in the drop off zone, so I’ve missed my
appointment and it wasn’t my fault | arrived 30 minutes early”

e “I’m late for my appointment having arrived 40 minutes early. The car parking is a joke”

e “Car parking is dreadful”

A number of patients made positive comments regarding staff at various clinics.

e “The staff are lovely”
“The staff are excellent”
o “The staff are very compassionate”

Please note that this report only relates to findings we observe on the specific date of our visit. Our
report is not a representative portrayal of the experiences of all residents and staff, only an account of
what was observed and contributed at the time.

No feedback was received at the time of publication.




