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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 improve the service are made.

1. Description & Nature of Service

This description is taken from the services web page, Priorslegh Medical Centre
opened in 1995 and has 8 regular GPs: Dr Clare Stanley, Dr John Burnett, Dr
David Ward, Dr Abigail Goodger, Dr Gareth Morelli, Dr Fiona Ellison-Smith, Dr
Hannah Connell & Dr Benedict Pease.

They advertise that they are a large practice providing high quality care for
around 11,600 patients residing in Poynton, Hazel Grove, Adlington, Prestbury,
Pott Shrigley and Woodford areas.

They operate from purpose-built premises and are situated in the centre of
Poynton. They have on site car parking including disabled parking and disabled
access to the building.

The practice was last inspected by the Care Quality Commission (CQC) as part of
their announced routine inspections in September 2016 which resulted in the
practice being rated as ‘Good' in all areas of inspection.

They state that they aim to provide increasingly sophisticated healthcare within
their practice. At the surgery they provide ENT clinics, minor surgery, women’s
health clinics, joint injections, child health and phlebotomy, amongst other
services. There is also access to physiotherapy, psychological services,
anticoagulation clinics and many more clinics in the same building.

All their patients are registered with a named accountable General Practitioner
who takes overall responsibility for the provision of care.

They welcome new patients and if you would like to register they can be
contacted at priorslegh@nhs.net or phone 01625 872299.

They ask if you have any feedback relating to the practice please contact the
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surgery through the contact details on the website.

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
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

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

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

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

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

5. Introduction/Orientation to service

The medical centre has a very informative web site which the ARs consulted
prior to attending the venue, the representatives noted that there was detailed
information regarding the use of Triage over the phone and details are provided
on the site on how to use and access (see below).

Priorslegh Medical Centre has operated a telephone triage service for some
time, for those not familiar with a triage system here is how it works:

« If you have an emergency and need to speak to a clinician urgently please
phone the surgery in the morning or after 1300 pm for an afternoon call back

o Triage is for emergency queries only, that does not include medication
request or sick note requests

e You have to be available to come down to the surgery within 2-3 hours if
needed. If you are going to work then it is not an emergency for telephone
triage.

e Your call will be triaged along with nearly 100 other calls in a morning and
the same number of calls in the afternoon; this means we cannot give you a
time you will be called back.




« Triage does not always mean you have to come to the surgery, if a clinician
feels they are happy discussing your condition with you over the phone they
can do a prescription for you if needed and it can be ready to collect the same
morning.

The service provides a large number of services such as

Long term conditions management, Specialist Diabetes clinic, Specialist
Chronic Obstructive Pulmonary Disease clinic, Cervical cytology screening,
Immunisations & vaccinations including children Family planning and
contraceptive services, Child health including baby checks and immunisations,
Blood tests & blood pressure including well person checks,

Microsuction, Social nail care (note there will be a small charge to patients),
Weight management, Travel vaccinations (this does not include advice),

Minor surgery including cryotherapy, Coil and implant clinics, Midwife clinics,
Dietetic clinics, Ultrasound scanning through external providers, ECG & 24
hour blood pressure monitoring , Musculoskeletal specialist clinic.

Please note that all the above clinics require a GP to assess you before
booking for your appointment, please speak to a receptionist to arrange. They
operate a very informative web site with easy to use guides to assist.

8.00 am |Routine and Emergency
to 6.30 Consultations by
pm Appointment

Monday to
Friday

Monday ;3;) 5 (r)n Routine Consultations by
Evenings om ) Appointment

Monday to
Friday

8.00am t0 6.30 pm

The representatives arrived at 10am and wearing their identification cards
highlighting their name, Healthwatch and authority to conduct the visit made
themselves known to the reception area. They were met by a receptionist who
on hearing who they were appeared anxious and said she had not heard of
Healthwatch Cheshire and did not want them to make any notes or ask any
questions until she had spoken with the manager, who was currently in a
meeting. The representatives were also informed that no letter of notification
had been received by the Surgery from Healthwatch Cheshire. The ARs asked




that the manager be informed of their presence.

6. Methodology

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

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

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

e Direct observation of interactions between staff and patients

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

7. Summary of Key Findings

. Reception area immediately identifiable, staff on reception smiling and
welcoming

o Waiting room area is well lit with banquet style seating to maximise
space

Plenty of signage
Self-booking in system
Easy to read notification when doctor is ready and what room to find.
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Detailed Findings

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

The surgery has parking with spaces for disabled access. There is also a large car
park at the adjacent supermarket. The building looks clean and welcoming with
sighage to the front.

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

On walking into the surgery, it appears light and warm, the weather on the day
of the visit was such that the temperature inside the surgery was warm and not
over whelming. There were plenty of notice boards and leaflets available for
patients and visitors. The representatives took a particular liking to a sign that
said “Because we care”.




8.3 Internal physical environment

The waiting room is compact with seating set in banquet style there were 2 high
armchairs to assist patients and enough room for wheelchair users.

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

Lighting is provided by artificial source and window. The floor covering was
standard but free from hazards. The room benefited from the use of plants and
also plenty of information leaflets and reading material adding to the colour of
the premises. There was also a large atrium providing plenty of natural light.

8.3.2 Freshness, cleanliness/hygiene & cross infection measures

The room was clean as was all the furnishings, there were no odours and the
whole building smelt fresh. The representatives did feel that there could be
more hand sanitisers available for use.

8.3.3 Suitability of design to meet needs of patients

The building offers sufficient space for people to pass by including those with
disabilities or using a wheel chair.

8.3.4. Staff support skills & interaction

The representatives sat in the waiting area and observed the interaction of staff
and patients, they were impressed by the professional nature displayed by staff
their friendliness and obvious interest in wanting to help.

8.3.5. Affording dignity and respect

As above, staff where professional and friendly.

8.3.6 Calm, empathic approach to Patients

The representatives from Healthwatch witnessed the manner in which patients
were dealt. This was obviously to their liking as one commented to the Reps
“The nurse is brilliant, she knows everyone by name and is friendly but
professional”.

8.4. Effective communications - alternative systems and accessible
information

There was provision of a loop recorder and also plenty of written information for
patients. As previously mentioned, the calling of patients to see the doctor or
nurse is made very evident. There is also a self-checking in system.

The practice has a very detailed web site with a lot of information on services.
There is also a hearing clinic held at the practice so the facility has an
“Enhanced Hearing Facility”.

8.5 Ensuring comfort

All areas are clean and clear of obstruction. The waiting room has sufficient
seating providing space to pass. There is reading material as well as the room
being warm. Plants add a freshness and provide colour.

8.5.1 Maximising Mobility access

A stair lift has been fitted to assist patients to access services on the first floor.

8.6 Feeling safe and able to raise concerns and complaints




Posted on the web site, the surgery promotes feedback both positive and
negative. “We hope this never happens but please let us know if you are ever
dissatisfied with the service you have received at Priorslegh.” They try to learn
from all experiences and all feedback is taken very seriously. They are always
open to discussion about any issue and would always encourage patients to speak
to them about any problems that they may have. Talking can often be the
quickest and most productive way of resolving any difficulties. The site explains
that if you would like to make a more formal complaint then they will
acknowledge receipt within 3 working days. You will then receive a written
response and given the opportunity to discuss the matter with the relevant
people, if appropriate. They will always attempt to feed back the learning from
any complaint.

9. Additional areas of observation

The surgery is to merge with 3 other surgeries in April 2019 to cover Poynton,
Bollington and Disley. The Representatives spoke with the Care Coordinator
who had been employed by the surgery 2 years ago. Her role is to liaise
between patients, carers, hospitals, councils and social groups to arrange
intermediate beds to enable and promote prompt discharge from hospital. The
Coordinator explained the scheme is working well and enabling patients to
obtain the service they need promptly. The representatives were impressed by
the positivity. A patient commented on the newly trialled “phone on the day”
initiative saying that “it assisted in a rapid appointment”.

9.1 Elements of observed/Reported Good Practice

The interaction between staff and visitors was a highlight. Some of the patients
remarked that staff knew their name making them feel welcome and valued.
The staff, in particular the Care Coordinator, were enthusiastic and positive.

9.2 Other observations - findings of note

10. Comparisons

The CQC last visited the surgery in 2016 rating the service as GOOD.

10.1 Comparisons of observation against provider’s website.

10.2 Comparisons against previous Healthwatch visit

Not previously visited

11. Recommendations

Provision of hand sanitizers; few were seen, so make more visible.

Feedback from Provider of Service

Unfortunately, we did not receive notification that Health Watch would be visiting the
practice so it came as a surprise on the day. Not a problem as they were greeted at
reception and the manager showed them to a meeting room for a introduction.




Having a 3 party visit to review the practice; its actions and facilities is always useful to
help us improve our services and it was nice to see a positive report.

The hand sanitiser comment has been noted and we will be looking to make more
sanitisers available and clearly marked. Thank you for the suggestion.

Possibly a phone call to confirm receipt of the letter informing the practice of a visit,
otherwise no other suggestions.




