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Enter & View Visit Report wsiieXnt Cheshire West

Name of Service: Macclesfield District Hospital; Therapy Outpatients

Service Address: Victoria Road, Macclesfield SK10 3BL
Date of Visit: 3 July 2018
Visit Details : Macclesfield District Hospital

Time of visit : 2pm-4pm

Authorised Representatives: Ros Haynes and Liz Lawson

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 or 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 service
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.

Contact Details: Healthwatch Cheshire, Sension House, Denton Drive, Northwich CW9 7LU
Tel: 03003230006

1. Description and nature of service

Macclesfield District General Hospital is part of East Cheshire NHS Trust and provides a full
range of hospital services, including urgent and emergency care, critical care, general
medicine including elderly care, emergency surgery, and elective surgery in most
specialties, cancer services, paediatrics and maternity care.

East Cheshire NHS Trust website states:

“Our mission is to provide high-quality, integrated services delivered by highly-motivated
staff. We provide safe, effective and personal care to our patients.

The Physiotherapy Service provides quality, trusted NHS care to people living in and
around eastern Cheshire.



With our extensive experience and highly skilled, trained staff, we can provide a seamless
service for all your physiotherapy needs. Our well-established teams operate from a
range of locations within eastern Cheshire including Macclesfield, Congleton, Wilmslow,
Knutsford, Handforth and Poynton.

We strive to provide our services at your convenience, with appointments available from
early morning until late into the evening and are committed to providing appointments in
a timely manner with minimal waiting times.”

How to access our services

If you feel you need to access physiotherapy services and live in or around eastern
Cheshire, please speak to your local GP about a referral to us.

Why use our services?

Our service has a range of staff including physiotherapists, clinical specialists, advanced
clinical specialists and therapy assistants. All of our physiotherapists are registered with
the Healthcare Professions Council (HCPC) and the Chartered Society of Physiotherapy
(CSP).

The team pride themselves on continually updating their skills and practice to ensure that
high quality care is provided to all our patients and bring many years’ experience and
specialist knowledge to their roles. East Cheshire NHS Trust's Physiotherapy Service is the
only provider of NHS specialist physiotherapy services (such as women's health,
rheumatology and neurology) in eastern Cheshire.

Because of this, we can provide a seamless service which means we can meet all your
physiotherapy needs without referrals to other organisations, departments or delays. Talk
to your GP about accessing our services.

2. Acknowledgements

Healthwatch Cheshire East would like to thank the staff of the Therapy Outpatients,
patients and relatives for their contributions to this Enter & View visit.

3. Disclaimer

This report relates to findings gathered on the specific date of visiting the ward.
Consequently, the report in not suggested to be a fully representative portrayal of the
experiences of all patients/relatives/staff but does provide an account of what was
observed and presented to Healthwatch authorised reps at the time of the visit.

4. Purpose of the Visit

¢ To enable Healthwatch representatives to see for themselves how the service is being
provided in terms of quality of life and quality of care principles

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

¢ To consider the practical experience of family/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



5. Introduction to Service

On arrival at the hospital we were taken by the Patient Experience Manager into the
outpatients’ service where we were met by Matt Hurst, Team Manager and Upper Limb
clinical specialist who gave us a warm welcome and a tour of the wards. We were
introduced to several members of the physiotherapy and occupational therapy team.

6. Methodology

o Direct observation of interactions between staff and patients

e Participant observation within therapeutic/social activities where appropriate

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

o Observing the delivery and quality of care provided

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

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

7. Summary of key findings

e Enthusiastic team members

e Wide variety of options for treatment
e Plenty of space

o Wide variety of equipment

¢ Knowledgeable staff

8. Detailed Findings
8.1 Locations, external appearance, ease of access, sighage and parking

The therapy outpatients’ service is situated just off the main corridor, directly opposite
the blood test reception and is well signposted.

Parking is available and visitors can pay on exit, particularly useful if you are uncertain of
how long you will be staying. In addition the service provides outreach to seven other
locations across Cheshire East to provide local access for people requiring the service.
There is a small reception desk, with a sign showing the hours that this is manned. This is
helpful as the service provides additional hours outside of the reception hours. As you
enter the therapy outpatients waiting area there is a row of seating provided.

8.2 Initial impressions

The ward area looked fresh and smelled clean

Both sides of the corridor had several notice boards showing information.

On the wall where the seating was, some of the notice boards were so crowded that it was
difficult to see what the information was about.



On the wall opposite the
seating area

There was a Notice about
waiting times

A weekly planner shows the
classes for each day

The majority of patients come as referrals from come as referrals from GP's and
Orthopaedic Consultants, with patient issues ranging from multiple joint pain (some
Rheumatologically based); Post-surgical rehabilitation; soft-tissue injuries and chronic
pain.

Their issue will be triaged depending on the referral information received and patients can
often be seen between 1-4 weeks of referral.

This ward had beds with
curtains around for privacy and
discussion.

There was also a large gym
area for use by patients.

There is also a women’s and men’s health clinic to provide support for obstetric,
gynaecological (ie, prolapse and incontinence) and men's health (incontinence) problems

There are Three teams:

Inpatients - based on the wards and within the hospital;

Out-patients - see those patients that can travel to and from the Therapy clinic;

and Community - that see patients in their own home, that are unable to make it into
local clinic areas.

At the time of our visit, it was very quiet with staff catching up with patient notes

8.3 Facilities for and involvement with family friends

The waiting area is simply a corridor and as a result there is not a lot of space, during our
visit most of the 8 chairs were being used, so if you needed to bring family members there
would be limited space. Whilst there are no refreshments in the department, there is a
water machine outside near the blood reception desk and along the corridor there is a
café.



We were told by Matt Hurst that the occupational therapists in the Department works
holistically, using techniques such as cognitive behavioural therapy, to enable to patients
to develop successful coping strategies for complex conditions, such as , chronic pain,
which can affect patients both physically and emotionally.

There are varied opening times depending on the day of the week - Monday, Tuesday and
Thursday 8.00am until 7pm allowing people to come after work. On Wednesday the times
are 8.00-5.00 and on a Friday 8.00- 4.30, there are separate times displayed for the
reception desk.

There was a mix of male and female staff which reflects the profile of the patients

Outside the reception area there is a separate neuro physio gym. The inpatient treatment
is delivered at Stepping Hill hospital, for instance if you had a stroke you would go to
Stepping Hill for treatment and then transfer to Macclesfield Hospital for ongoing
outpatient physiotherapy. When people are recovering from a stroke or Parkinson's they
can receive one to one support as well as group activities as part of their rehabilitation,
which may include a 6-weeks Parkinson's or balance group that will prepare them for
attending community based classes.

8.4 Internal physical environment

8.4.1 Decor, lighting, heating furnishing and floor coverings

The appearance and decoration is in good condition. All floor coverings are in good
condition.

The seating in the corridor was reasonable standard and suitable for those with mobility
issues, the seats had high backs and solid arms to help assist in standing.

8.4.2 Freshness, cleanliness/hygiene & Cross infection measures

There were plenty of hand sanitisers; there were also sinks in each of the areas for staff to
wash their hands. The temperature was good, some areas of the hospital were stuffy but
this area was well ventilated, bright and a pleasant temperature.

The toilets were clean and offered disability access.
The department benefits from lots of storage and we observed a very tidy office.

8.5 Staff support, skills & interaction

8.5.1 Staff appearance /presentation

All staff were appropriately dressed and pleasant. There is a pictorial guide indicating who
is who in the corridor which is helpful for patients waiting so they will know who they are
going to see, particularly if this is their first visit.



8.5.2 Affording dignity and respect

There are curtains around each bed, if patients need to get changed, be examined or
speak privately.

Therapists used the patient’s full nhame when calling them in for appointments, giving a
professional feel. The department was calm and there was no shouting, therapists met
with their patients in a calm manner.

We spoke to some of the patients, one had come via A & E following an injury, she said
coming to physio had “made me more mobile” she had been seeing a physio every three
weeks, her only concern was the length of wait, as she had to wait thirty minutes every
time she came, but said it was worth it to see her physio.

Another patient said the service was good but the phone system was very confusing when
you ring, the line goes blank but in fact you are being transferred they rang several times,
before this was explained. One of the patients waiting said the service was “Brilliant
having been to Salford previously”

8.5.3 Effective communications - alternative systems and accessible information
There were signs on doors indicating the location of the toilets.

We asked about translation services for those patients where English is their second
language and were told translation services are sometimes called upon.

8.6 Physical welfare

8.6.1 Maximising mobility and sensory capacities

The therapy team aim to increase mobility and patients appointments can range from 20
minutes to 60 minutes depending on need. Generally most people attend, however
weather can result in a higher number of patient DNA’s (did not attend). There is a good
range of equipment for patients to use during their session.

We were offered the chance to sample a Wax bath which is used for arthritis; we had a
demonstration of this putting which involved putting our fingers into the warm melted wax
several times and then letting it set. The wax was easy to remove after a few minutes and
offers short term relieve to aching finger joints and its use is based on a clinical
assessment.

Therapists work to NICE guidelines to promote moving and losing weight to aid recovery.
There are good links with the reablement team.
8.7.2 Choice, control & identity

Patients are encouraged to carry out the activities at home as part of their rehabilitation
and recovery.



8.7.3 Feeling safe and able to raise concerns/complaints

There is a notice board by the reception that has information about PALS (Patient Advice
Liaison Service). Matt told us patients would normally talk to their therapists if they were
not happy about something.

8.7.4 Structured and unstructured activities/stimulation

There is a weekly programme displayed of activities for various ailments. These provide
peer support as the groups are small but activities are interactive. A regular package of
activities is offered prior to discharge from the service.

9 Additional areas of observation

9.1 Comparisons of observations against provider’s website

The hospitals website states “Our mission is to provide high-quality, integrated services
delivered by highly-motivated staff. We provide safe, effective and personal care to our
patients.”

During our visit, Authorised reps met and observed staff working, they seemed highly
motivated and provided a high level of care to patients in line with the mission statement.

10. Elements of observed/reported good practice

The board below sets out the ethos and aims of the department.

This board is outside the ward
near the reception desk and sets
out key areas for development
from a survey that was
undertaken by the department.

Staff are mindful of these aims
when working with patients.

The aims are :
Caring

Safe

Responsive

Well led & Effective

e Highly motivated staff

e Knowledge staff

e Good range of equipment

e Late opening to allow for patients to come after work
e Clean bright department



11.

Recommendations

The website http://www.eastcheshire.nhs.uk does not mention self referral or
have the poster we were told about. This would be useful for relatives to see
Consider whether GPs could be reminded displaying the posters on self referral
Information on the website needs updating, particularly staff member list
Consideration for those patients who do have to wait, could the water machine be
moved into the area

Likewise could more seats be available

There is a poster about waiting times, consider an audit to check how long patients
are actually waiting to be seen

The information boards are crowded, perhaps consider a focus or spotlight on a
particular area /theme

There is a lot of wall space - what about some positive messages, eg move more
feel better

PALS information regarding concerns and complaints was outside in the corridor
making it difficult to find

The board showing the aims and results of the survey would be seen by more
people if relocated to the seating area

No outdoor space - could this be found to allow for outdoor therapy in better
weather.

No feedback received from service provider


http://www.eastcheshire.nhs.uk/

