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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

Hungerford Medical Centre Is located in Crewe on School Crescent. The service
advertises that they have 7 doctors (5 partners and 2 salaried). The doctors are
in clinic from 08.00-13:00 and then go out on rounds to see patients who are
house bound. They return to the practice around 15:00 to commence onsite
appointments until 18:30. The nurse team support during the 2 hour period
without onsite doctors.

The service provides care for 10,000 patients residing around Crewe.

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

The service provides Triage nurses, a district nurse service, health visitors,
phlebotomist and midwifery services. And although not all are based here, they
are available onsite at certain times. The Anticoagulant clinic and Physiotherapy
clinic are no longer available at this practice due to room availability. Patients
can be referred to other locations, such as Eagle Bridge Health Care Centre in
Crewe to receive treatment or care.

The practice has a good relationship with the attached WELL pharmacy

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

They welcome new patients and if you would like to register they can be
contacted at hungerford.enquiries@nhs.net or by phone 01270 275949.
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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 website which the ARs consulted prior
to attending the venue, as well as being up to date with the latest CQC report
and rating.

The representatives arrived at 13:30 and wearing their identification cards
highlighting their name, Healthwatch and authority to conduct the visit, made
themselves known to the receptionist who was friendly and welcoming, and
stated that she would inform the Practice Manager of our arrival. The Practice
Manager as well as patients using the service later mentioned the receptionist
was a new starter.

The ARs waited for 10-15 minutes to see the Practice Manager and during this
time orientated themselves to the service.

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

7. Summary of Key Findings

e Onsite pharmacy with multiple signs suggesting to patients to ask the

Pharmacist for advice. Self-care banner in the foyer

e Reception area with accessibility for all and is easily identifiable with
clear signage.
Self-booking in system
South Cheshire CCG information stand (online)
Well-lit waiting room with space for wheelchairs and mobility scooters
Range of seating in the waiting room to support patients.
Easy to read notification when the doctor is ready and what room they
will be in.

8. Detailed Findings
8.1 Location, external appearance, ease of access, signage, parking.

The practice has 6 disabled parking spaces and a minimum of 20 other spaces for
use of patients and visitors. The Practice
Manager mentioned that the lines in the carpark
had been repainted recently which had been
suggested through the Patient Participation
Group (PPG), as the spaces had become faded.
There was a separate entrance and exit into the
carpark but this wasn’t very clear on entering
the carpark. First impressions were that the
building looked clean and well looked after. It
had clear signage around the entrance of the
building. It is a low-level practice with all
rooms on one floor.

There is a WELL Pharmacy attached to the practice, this is also well sign posted
and has an exterior door from the car park and an interior door from the foyer of
the GP practice. Although there is a step up into the pharmacy from the exterior,
the pharmacy is easily accessible from the GP practice foyer.

The GP practice has no steps so is easy
to access and has a push button for
ease of opening the door. Externally,
there is also a Repeat Prescription
secure box displaying dates and timings
- for pick up and drop off.

Opening hours for the Pharmacy are
=% clearly displayed on the exterior,
& though there are no opening times on
display for the GP practice.
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Externally there is also bike stands and ample space for mobility scooters to be
left.

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

On walking into the practice, it appears very .

light and warm. The entrance foyer had a |- <l ell... hoW.IOl;‘Uf
doorway to the pharmacy and a doorway to should | Wi't er?t
the GP practice. In the foyer area there was | I need treatm
plenty of local information displayed on a Most common ailment
noticeboard, including information about self- o a sore throat, cough,
care and conditions/ailments that can be s Bl W et g
treated by a pharmacist. There was also a i '
comments and suggestions post box available
in the foyer, clearly visible to patients as they
leave the building.

~= # Rest, drink plenty of fly

~ il some painkillers and h;
with your pharmacist f
8 relieving your sympton

On entering the main reception area, the
space was warm and welcoming. There was a
self-sign in kiosk available (though not in the
best position as it felt quite hidden). We
waited in a short queue to see the receptionist
who was welcoming.

8.3 Internal physical environment.

The waiting room is light and with easy access for patients with wheelchairs or
mobility scooters. The seating is spacious and there is 2 higher seated chairs
(perching stools) to assist patients if required. Most doors within the practice
had a push to open button for accessibility.

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

The artwork on the walls is
created by Hungerford Primary
School showing the practice
having a strong community link
and adding colour to the room.
Lighting in the waiting room is
provided by skylights and
windows in the main seating
area. Artificial lights are used
around the reception area.
Leaflets and posters are placed
around the waiting room on
the walls and above a small
table in a leaflet rack. The
walls and floor covering were
standard and free from
hazards. There was plenty of
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seating made available, including two higher seats (perching stools) available in
the reception area.

8.3.2 Freshness, cleanliness/hygiene & cross infection measures.

The waiting room was clean, as were all the furnishings and generally the room
felt clean and well kept. The main waiting room was free from any odours;
however, the ARs noticed a slight drainage odour in the patient toilets. The ARs
mentioned this to the practice manager and asked if it was because the building
is older, however the response was that the toilets had recently been
refurbished. Hand sanitisers are provided on walls around the practice.

8.4  Staff support skills & interaction

The representatives witnessed the interaction between the receptionist and the
patients who seemed helpful in assisting them with their requests. Other staff
members who came through the waiting room seemed pleasant and professional
with the patients.

8.4.1 Affording dignity and respect.
As above, staff are professional and helpful.

8.4.2 Calm, empathic approach to Patients

The representatives witnessed the manner in which patients were dealt with.
This was desirable as one patient commented saying that “I’ve had no problems
and the nurses are always good.”

8.4.3 Effective communications - alternative systems and accessible
information

There are provisions of a hearing loop and also
plenty of written information around the waiting
room. As previously mention the calling system for
patients is clear for the whole waiting room to see.
However, patient’s appointments are announced
visually on the screen but there is no accompanying
audio.

There was also a South Cheshire CCG Practice
Information Point that can be used by all. This
interactive online tool allows patients to search for
services and support. However, there is no ongoing
IT support for this tool provided after purchase and
there have been issues with connectivity and the
unit working properly.

There is a self-booking in system, but ARs thought
it could be placed in an area that may be more
accessible. When raised with the Practice Manager,
she mentioned that this has been queried and it
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— would cost £900 to move and reconnect. She also
mentioned that over 90% of their patients use the
self-booking in system so its positioning doesn’t
deter the patients.

Also available to the side of the reception desk was
a repeat prescription box, clearly showing date and
wx times for prescription collection.

The Practice Manager is aware of the imminent
changes to the prescription service, whereby
prescription requests will be sent electronically to
the nominated pharmacy and patients provided
with a token to hand in to the pharmacist.
However, even though this change is due to take
place in November 2019 there has been little
communication, and subsequently little the GP
Practice can communicate to their patients as yet.

8.5 Ensuring comfort

All areas were clean and clear of obstructions. The waiting room has sufficient
seating and there is enough space to pass by. There are sufficient amounts of
reading materials from the leaflets and books to the side of the waiting room.
The room was warm and bright, with added touches of artwork to bring colour.

There is a baby changing room available for patients to use, though this is kept
locked when not in use. The key is kept behind the reception desk.

8.5.1 Maximising Mobility access

The practice is on one floor and there are no steps to enter. As previously
stated, most doors had a push to open to assist patients. The ARs noticed that
the door from the waiting room leading to rooms 12 and 14 did not have a push
to open button. One patient with a mobility scooter required assistance to open
the door. However, staff were friendly and very helpful when this issue arose.
Both toilets were disability friendly, with plenty of space available.

8.6 Feeling safe and able to raise concerns and complaints.

Through the website, information around making complaints can be found on the
FAQ’s link. They state that an acknowledgement of the complaint will be sent
within 7 days after receiving it, this will include the estimated timescale
regarding when a formal response will be sent.

9. Additional areas of observation

9.1 Elements of observed/Reported Good Practice

The receptionist was friendly and welcoming, and even though there was a
queue of patients waiting to be seen, she took her time with each one and was
polite and helpful.
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9.2 Other observations - findings of note
e Patients are provided with plenty of information and opportunities to
feedback to the service.
e The space was bright, light and welcoming
¢ Onsite pharmacy which has good links with the GP Practice
e Polite and helpful staff observed.

10. Comparisons

10.1 Comparisons of observation against provider’s website.

The provider’s website reflects the findings of the Enter & View visit, including
information around services available and self-care.

10.2 Comparisons against previous Healthwatch visit

Not applicable.

11. Recommendations
e To look into the possibility of moving the self-sign in booth (costings
maybe prohibitive)
e To consider an audio accompaniment to the appointment display tv screen
e To address the odour in the toilet area if the issue persists.

Feedback from Provider of Service
No feedback was received from the provider at the time of publication.




