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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 

Park Lane Surgery is a medium size urban GP practice located in the central part 
of Macclesfield.  
 
The practice has its own website which is an extensive collection of patient-
related information and it states – “With patient’s needs at the heart of 
everything we do, our website has been designed to make it easy for you to 
gain instant access to the information you need. As well as specific practice 
details such as ‘opening hours’ and ’how to register’, you’ll find a wealth of 
useful pages covering a wide range of health issues along with links to other 
relevant medical organisations.” 
 
Other information: 
 

• CQC – A CQC inspection in February 2018 rated the service overall as 
GOOD. 

• Google reviews – There are just two Google reviews posted online – one 
of these is really very positive, one is more negative about the access to 
GP appointments 

 

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 

http://www.parklanehousesurgery.co.uk/opening-times.aspx?p=N81085
http://www.parklanehousesurgery.co.uk/new-patients.aspx?p=N81085
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observed and presented to Healthwatch Cheshire Representatives at the time of 
the visit. 
 

4. Purpose of the visit 

• 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 resident 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 service 
delivers on the statements it advertises on its website. 

 

5. Introduction/Orientation to service 

During the visit Representatives met Mrs Christine Campbell-Kelly BSc (Hons) 
Practice Manager, who provided an overview of the surgery 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. 

 

7. Summary of Key Findings 
 

• Park Lane Surgery appears to be a well-organised practice with a high 
level of satisfaction from those who use its services 

• Well organised and welcoming reception staff 

• A pleasant waiting area with well organised information boards 

• Teaching practice where patients with chronic health problems can rely 
on good multidisciplinary coordination of their care by their GP. 
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8. Detailed Findings 

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

The practice is in the centre of the town in 
Waters Green Medical Centre: a purpose-
built modern site with attached multi-storey 
car park available for patients. The building 
– including the car park - provides easy 
access for wheelchair users.  
 
The surgery – along with five other local GP 
practices – is based on the fourth floor. The 
floor can be reached via stairs and lift. 
 
Waters Green Medical Centre is well 
signposted but the name of the individual 
surgeries are only signed above their 
entrance. 

 

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

The surgery has an automatic “Check-in” 
counter outside right next to the door and 
another just inside the door. Patients are 
able to identify themselves with the help of 
their date of birth and check in to their 
appointments. 
 
 
 
 
  

The floor’s main hallway - from which the 
six surgeries are accessible - is a pleasant 
light area with skylights on the roof. The 
waiting room of Park Lane surgery however 
is rather dark, without any natural light 
source. To provide some additional warm 
light, a standing lamp is in the corner but it 
was out of order during the representatives’ 
visit. 
 

 
8.3 Internal physical environment.   

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

The waiting area is equipped with somewhat 

well-worn but relatively comfortable, 

functional furniture. There is an adequate 

number of chairs available to accommodate 

the patients. The carpets and the walls are 

in good condition and clean. The 

temperature is slightly too warm.  
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Most of the surface of the wall is decorated 

with information on noticeboards and leaflet 

racks, which are neatly organised. 

 

 

 

 

 

 
 

8.3.2 Freshness, cleanliness/hygiene & cross infection measures. 

The waiting area was generally clean and 

tidy, no odours. Hand sanitizers were readily 

available inside and outside the practice 

with relevant posters to inform visitors to 

the surgery about their necessity and 

methods of use.  

 

Representatives were informed that the 

children’s toys are washed every week. 

  

There are common toilets separately for 

men and women for the six surgeries on the 

same floor. The toilets are not spotless 

(pieces of toilet paper, dirt on the floor). 

Because the GP practices are busy the 

toilets attract large number of visitors as 

well. This might be the reason of the lack of 

maintenance during opening hours. 

 
 

8.4 Staff support skills & interaction. 

8.4.1 Affording dignity and respect. 

Representatives met pleasant and helpful reception staff. Patients generally 

commented that they are sensitive to their problems and try to accommodate to 

their needs.  

The reception counter is right next to the door where patients enter the waiting 
area. This makes it difficult to have a private conversation with the receptionist. 
No notice saying people can ask to be spoken to in private area was observed. 
Representatives observed discussions between patients and the reception staff. 
All the reception staff were polite and respectful using soft tones and actively 
listening to patients.  
 

8.4.2 Calm, empathic approach to Patients.    

The practice was busy during the Healthwatch visit, there were many patients 
waiting for their appointment. Appointments were delayed by 10-20 minutes 
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because of the business of the practice at the time. Patients were informed via 
the automatic check-in counter about extensive delays along with the expected 
waiting time. Patients, whom the Representatives have spoken with, were not 
overly concerned about the waiting times. They appreciated that they do not 
feel hurried by the doctors during their appointments and have some flexibility 
to exceed the ten minutes assigned to a visit. 
Pictures and availability of the doctors and nurses were on a separate 
noticeboard. Patients have access to their personally preferred GP, but it might 
require longer waiting time for the appointment. 
Patients had mixed perceptions about the difficulties to access doctor’s 

appointments. One patient said ‘it’s harder to get an appointment than it used 

to be’ whilst another commented that compared to her previous surgery ‘it was 

much easier and smoother to get an appointment especially if it is urgent’. The 

practice is aiming for available appointment times within around 5 days. 

Receptionists informed the representatives that emergency appointment calls 

are being taken from 8am until 2pm and families with children usually get a 

chance to be seen by a doctor on the day of the call. There is also a home visit 

service for housebound patients. 

Showing great empathy towards working patients the practice is taking part in 

the ‘Extended access’ scheme. The scheme provides medical care for patients 

outside of working hours with the partnership of the six surgeries in Waters 

Green Medical Centre and other Cheshire East surgeries.  

 

8.4.3 Effective communications – alternative systems and accessible 
information.    

A good selection of support information is 
available for patients on information boards, 
particularly detailed for carers.  
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Healthwatch support and information for 
patients is actively advertised along with the 
opportunity to provide feedback directly to 
CQC. 
 
 
 
 
 
 

 
Patients are usually called by their name by their doctor which is a nice personal 
touch. There is also a speaker system used for the same purpose if the doctor 
cannot get to the waiting area. 
 

Translation services are available for the 

most commonly spoken foreign languages in 

the area. 

 

 

 
 

Extensive online services for booking 

appointments, checking test results, 

organising repeat prescriptions and accessing 

patient records are widely advertised in the 

practice. Only doctor’s appointments can be 

booked online, no nurse or telephone 

consultations. 

There is a texting service available for 

patients where they can receive their 

appointment reminders and blood test 

results. 

 

Repeat prescriptions can be arranged via 
collection boxes which are situated inside 
the surgery and at the main reception desk 
in the foyer on the ground floor. A third 
option is to register to the online services 
where this function is also available. 
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8.5 Ensuring comfort –   

Shared toilets in communal area well signed 

with words and pictures. 

 

 

 

 

 

 

  

A vending machine in the hall provides 

patients with drinks at an acceptable cost. 

 

 

 

 
 

Families with small children can play with 

the toys and books from the boxes in the 

waiting room. 

 

 

 

 
The surgery supports breastfeeding and a 

poster on display encourages mothers to 

breastfeed while waiting for their 

appointment. 

 

  

8.5.1 Maximising Mobility access 

The whole building is fully accessible to wheelchair users. Lifts, ramps, wide 
corridors and doors make it easy to navigate with wheelchairs. There is an 
accessible toilet in the communal restroom area. 

The surgery offers home visits for house bound patients. 
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8.6 Feeling safe and able to raise concerns and complaints. 

Policies are in place and advertised for complaints and whistle blowing. Manager 

seemed to think people would feel all right about making complaints. 

Patient Participation group meets four times a year, these are not too well 

attended but there is an email group called the Patients Preference group which 

has more people contributing. 

 

Recent CQC summaries are on display. 

 

 

 

 

 

  
9. Additional areas of observation 

9.1 Elements of observed/Reported Good Practice  

• GPs coming out to meet patients 

• Extended hours surgeries for covering non-working hours and Saturday 
and Sunday too 

• High level of multidisciplinary partnership and coordination of care 
for complex chronic conditions is supported by the practice 

• Separate noticeboard for carers. 
 

9.2 Other observations – findings of note 

The practice is a teaching practice for 

The University of Manchester and more 

doctors working here are involved in 

contributing to NICE clinical guidelines.  

One patient mentioned that there is a 

very good level of multidisciplinary 

cooperation and chronic conditions are 

managed very carefully along with 

consultants, specialists in hospitals and 

other specialist units. 

 

10. Comparisons 

10.1 Comparisons of observation against provider’s website. 

The website consists of comprehensive information about the available services 
for primary and secondary prevention and medical management of patients. The 
offering of the practice is aligned with the advertised options on the webpage. 
 

10.2 Comparisons against previous Healthwatch visit 

No previous visit. 
 
 



 

10 
 

11. Recommendations 

• The practice is suggested to repair the non-working standing lamp in the 
waiting area to improve the light conditions and increase the comfort 
level of patients 

• Because of the layout, it is difficult to ensure private conversations 
between patients and receptionists. The surgery could encourage patients 
with a notice that there is an option to have a private conversation if 
requested. 
 

 

Feedback from Provider of Service 

To be completed prior to publication from comments received from feedback 
form. 

 


