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Details of Healthwatch Sefton Authorised Representatives and Enter &
View visit dates:

Date Authorised Enter & View Representatives
9t January 2018 Wendy Andersen / Bridget O'Toole

11" January 2018 Wendy Andersen / Maurice Byrne

16" January 2018 Wendy Andersen / Brian Clark

25" January 2018 Wendy Andersen / Maurice Byrne

29" January 2018 Wendy Andersen / Maurice Byrne

What is Enter and View?
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Enter and View is about seeing and hearing for ourselves how services are being
run and allows Healthwatch Sefton to collect the views of service users at the point
of service delivery. This might involve talking to staff, service users or observing
service delivery.

Enter and View visits are conducted by ‘Authorised Representatives’ for
Healthwatch Sefton who are trained volunteers and staff members.

Visits can be announced or unannounced.

All Enter and View visits have a clear purpose as identified by Healthwatch Sefton to
ensure effective evidence gathering and reporting.

The Local Authorities (Public Functions and Entry to premises by Local Healthwatch
Representatives) Regulations 2013 allows local Healthwatch ‘Authorised
Representatives’ to collect the views of service users, patients and residents, collect
the views of carers and relatives, collect the views of staff, observe the nature and
guality of services and provide feedback.

Enter and View visits can happen if people tell us there is a problem with a service
but equally, they can occur when services have a good reputation — so we can learn
about and share examples of what they do well from the perspective of people who
use the service first hand.

Summary of main findings
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Five announced Enter & View visits took place within community services
provided at Maghull Health Centre during January 2018 resulting in 83
completed reviews / feedback forms.

Community services at Maghull Health Centre provided by Mersey Care NHS
Foundation Trust scored an average Healthwatch Sefton rating of 4 stars out
of 5. (Note: Phlebotomy clinical services are sub-contracted to North West
Boroughs Healthcare NHS Foundation Trust).

Staff attitude — achieved 96% positive reviews / feedback.
Quality of Treatment and Care — achieved 93% positive reviews / feedback.

The phlebotomy clinic was identified as having only one nurse on a Thursday
which patients felt resulted in much longer waiting times to be seen.

It was identified through talking with patients and staff that GP surgeries had
different referral systems into the phlebotomy services.

Booking of phlebotomy appointments — It was highlighted via patients and staff
that some patients prefer to book via the reception desk due to difficulties
getting through on the phone lines.

Patients continue to report difficulties in getting through on the phone lines to
Maghull Health Centre and confusion with the answer service. The Trust has
stated they are currently in the process of advertising for a part-time
receptionist for Maghull Health Centre to support the morning clinics.

Podiatry shared treatment room - patients who were spoken to were happy
with the clinical environment.
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Podiatry booking of routine appointments — Patients spoken to stated they
would prefer to be able to book their appointments as they leave the clinic.
Staff spoken to also stated this would help with the phone line issues. This is
an on-going issue from the previous outreach at the centre during October —
November 2016. A podiatry task & finish group was set up by the previous
community service provider, Liverpool Community Health NHS Trust, who
identified through a supply & demand exercise a shortage of podiatrists and
that 2 additional podiatrists were needed to be able to offer this service. This
Is an outstanding action.

Disability Access was highlighted as an issue during the previous outreach
October — November 2016. Access continues to be an issue via the double
doors within the centre and the car park. Since the outreach carried out during
2016 an electronic intercom has been installed to assist patients and visitors
but during the Enter & View visits it was found patients and visitors were still
having difficulties not aware of the intercom.

Notice boards in the waiting area — Identified by patients to be cluttered and
not accessible to patients/ visitors with a visual impairment.

Patient toilet — Identified by Enter & View members not clearly signposted for
patients / visitors in the waiting area.

Extra hand gel / sanitisers were requested by patients.
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Introduction

This was a programme of announced Enter & View visits undertaken by authorised
representatives from Healthwatch Sefton. Below photograph Maurice Byrne &

Wendy Andersen.
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The purpose of the Enter & View visits during January 2018 was to conduct a follow
up from previous outreach carried out in respect of Maghull Health Centre,
community services, between October — November 2016. The provider of
community services at the time was Liverpool Community Health NHS Trust. The
report and subsequent action plan from 2016 can be found by visiting
https://healthwatchsefton.co.uk/wp-content/uploads/2014/06/HWS-Feedback-
Report-Maghull-HC-Final-with-response.pdf

The January 2018 Enter & View visits were organised in partnership with Mersey
Care NHS Foundation Trust. It is noted that the clinical aspect of the Phlebotomy
service iIs sub-contracted to North West Boroughs Healthcare NHS Foundation
Trust.

The Enter & View visits during January 2018 focussed on the findings and action
plan from the 2016 report including:

. Podiatry treatment room — shared treatment room space
. Booking of podiatry appointments - new and routine

. Telephone lines — patient access

. Staffing in the reception area

. Disabled access

. Community services in general

In addition to the above, whilst carrying out the Enter & View visits Healthwatch
Sefton was requested by Mersey Care NHS Foundation Trust to ask for feedback
specifically on phlebotomy services.


https://healthwatchsefton.co.uk/wp-content/uploads/2014/06/HWS-Feedback-Report-Maghull-HC-Final-with-response.pdf
https://healthwatchsefton.co.uk/wp-content/uploads/2014/06/HWS-Feedback-Report-Maghull-HC-Final-with-response.pdf
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Mersey Care NHS Foundation Trust

Mersey Care provides adult specialist mental health, addiction, learning disability
and community health services in North West England and beyond. Our vision is to
become the leading organisation in the provision of these services. Quality, recovery
and wellbeing are at the heart of everything that we do.

We provide specialist inpatient and community mental health, learning disabilities,
addiction services and acquired brain injury services for the people of Liverpool,
Sefton and Kirkby, Merseyside. We provide community physical health services in
Sefton, secure mental health services for the North West of England, the West
Midlands and Wales and specialist learning disability services across Lancashire,
Greater Manchester, Cheshire and Merseyside. We are one of only three trusts in
the country that provide these services.

Our clinical services are provided across 40 sites across the North West. Our teams
are supported by a corporate team based at our offices in Kings Business Park,
Prescot, Merseyside. Over 5,000 staff serve a population of almost 11 million
people. http://www.merseycare.nhs.uk/about-us/who-we-are/ Date: 01/03/2018

Acknowledgements

Healthwatch Sefton would like to take this opportunity to thank staff on duty at the
time of the visits. We would also like to thank the patients, relatives and visitors for
taking the time to speak to us and for their contribution to the announced Enter &
View visits.
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¢ Claire Ravenscroft, Business Manager, South Sefton Community Services
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e Nicky Ore, Sefton Locality Clinical Lead

e Sue Keech, Podiatry Team Leader
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Snapshot

The following information provides a snapshot of the information provided during the
five Enter & View visits - January 2018. During this period there were 83 reviews /
feedback forms received and the Trust scored an average Healthwatch Sefton rating
of 4 stars out of 5.

Average Healthwatch rating Average individual Healthwatch ratings
Average rating for January 2018-February 2018 ¢ 2229

kY

As can be seen from the below table the sentiment of the reviews / feedback are
analysed as being an average of 65% positive, 7% negative with 28% neutral.

Sentiment Tracker * - B

B Posiive I Megaive Neutral
100

80
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| ThemesTagging U -4
BN positive NN Negative Neutral Not-tagged
Administration
Staf
Fadlities and surroundings
Treatm ent and care
Acress to senices
Comm unication
1] 5 10 15 20 5 30 35 40 45 50 55
No.ofReviews
Search: Typein 2 Theme name
Theme name Reviews Positive Negative ‘ Neurtral Mot Tagged ‘
©  administration 57 5320 38%Q 9% 0 0%
O & = 2:0 :@ 10 o
(5] Facilitiesand surreundings 57 8% O 35%0 6%0) 0%
© Treatmentand care — 03% 0 7%Q 0o i}
) Access toservices 49 170 67%Q 17%0) 0%
©  communication o 00 100%Q 00 0
® Dignityand Respect 4 75% 0 25%0 0o 0

The above table shows the main areas of feedback / reviews received and their
level of sentiment.

Two of the key themes commented on positively were:

e ‘Staff’ - achieved 92% positive feedback from a total of 57 reviews.
e ‘Treatment & Care’ achieved 93% positive feedback from a total of 44 reviews.

Two of the key themes commented on negatively were:

e ‘Facilities & Surroundings’ resulted in 85% negative feedback from a total of 57
reviews.

e ‘Access to Services’ resulted in 67% negative feedback from a total of 49
reviews.

The above themes are broken down further in the next part of this report.

10
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Administration:

ThemesTagging ° - @

BN postive HEEE negative Neutral Not-tagged

Management ofsendce I
Appointm ent availability .

0 S 10 15 20 25 30 35 40 45 S0 55

No.of Reviews

m Negaﬁve = = Taggw

[>] Booking appointments 51 57% 0 37%Q 6%0) 0%
© Appointmentavailability 3 0 ® 100%Q) (ifa] ]
© Managementof service 3 0 ® 33%Q 67%C) 0%

As can be seen from the above table ‘Administration’ has been broken down into
sub-themes.

The main feedback received is in relation to ‘booking appointments’ which resulted
in 57% positive feedback and 37% negative feedback from a total of 51 reviews /
feedback received. Phlebotomy, Podiatry and Treatment room services were
included in the feedback. Some of the comments received are below:

‘Bloods service - very good.
It is not possible to get an appointment by phone, had to call in to make it and did
get the date | wanted.
(Communication 3 stars - phone line’)

Bloods service -
The main problem is parking. | live some distance, other than this | am content with
the service.
It is easier to drive here and call in to make an appointment than use the phone. It
was quick to get an appointment.
Waiting times depend on demand and number of blood nurses’.
(Communication 3 stars phone lines)

11
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The staff are friendly. It is accessible. | managed to get a space today. Struggle to
get through on the phone to book appointments for bloods’.

‘Here for bloods today. You cannot get through on the phone lines. | ended up
ringing Litherland. You end up having to call in to get an appointment. The answer
service kicks in with lots of other numbers. The service works ok once you get here.

You expect to wait at least half an hour once here.
My husband works and has to get here for 8.30am and he says about the queues.
You cannot get a car park space; you have to park in Morrison’s’,

‘Mum has never had a problem with this service. The staff are nice and make you
feel comfortable. We parked in the supermarket. You can never get through on the
phone line’.

1 can never get a space here and have to park in Morrison's. The staff are friendly
and it is easy to book an appointment in person’.

‘This service is good - | don't ring for appointment, | come in. The phone can ring for
hours’.
The treatment room is good and everything with the service is good. | managed to
park in Morrison’s. | have no problem booking appointments (in person).

Positive feedback received was mainly in relation to being able to book
appointments at the reception desk. The telephone lines for appointments were

mainly commented on negatively.

For all reviews during January 2018 please see the review section.

12
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Staff

| ThemesTagging ° - %

I ositive EEEEE regstive Neutral Not-tagged

o _
o .

0 5 10 15 20 25 30 35 40 45 50 55
No. ofRevews

Theme name Positive Negative ‘ Neutral Not Tagged ‘

© Attitudes 51 96% O 4%Q ol i}

5] Staffinglevels 6 17% O 83%Q 0 0

As can be seen from the above table ‘Staff’ has been broken down into sub-themes.

The main feedback received is in relation to ‘staff attitudes’ which achieved 96%
positive feedback. The included both Reception and Clinical staff. Some of the
comments received are below:

Podiatry — ‘First appointment. | don't think | have waited long to get this first
appointment. It is local for me. The staff on reception are always fantastic here’.

‘Bloods - 5 stars
Staff attitudes 5 stars both clinical and reception staff’.

‘Podiatry - brilliant 10/10.

The podiatrist made my appointment as | left for just over 4 weeks time. Ben on
reception is a smashing lad and so are the 2 girls on reception. They are so good if
they could not get me in here they would look at other clinics. | can recommend
them all.

The shared podiatry room is no problem for me. The podiatrist was also cleaning up
when | was leaving’.

13
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Blood service — ‘Generally ok but the waiting times are an issue.
Both the reception staff and nurses are nice’.

Staffing ‘levels’ received 6 reviews resulting in 83% negative feedback. The
comments mainly concerned phlebotomy nurse staffing levels. Some of the
comments are below:

1 call in when | need to book my blood appointments and this works fine for me.
| only live across the road.
All the staff are lovely. | have been here since 8.30am and had approx 30 min wait
today. There were a lot of patients here. No improvements to be made. 2 nurses
on today. When there is only 1 nurse there is a long wait’.

Bloods service — ‘only 2 members of staff. | have been waiting over half an hour.
When you get here for your appointment you have to take a ticket. They need an
extra bloods member of staff. You usually wait approx half an hour.
| never try to ring for an appointment, | always just call in. Reception staff are mostly
nice but sometimes it feels like they can ignore you when you are at the desk’.

It was noted during the Enter & View visits that there was only one phlebotomy
nurse on duty during the Thursday clinic.

Staffing levels / shortages within the Maghull Health Centre reception area was also
highlighted as an issue during the previous outreach October — November 2016. It
is noted that the Trust is currently out to recruitment for a part-time reception
member of staff to cover the morning shift at Maghull Health Centre.

For all reviews during January 2018 please see the Review section.

14



healthwatch

Sefton
Facilities & Surroundings

I ThemesTagging ° -& 3

B positive I Negative Neutral Not-tagged

Carparking

Disability Access

General

Equipment

Buildings and Infrastrucure

Cleanlines s (Environm enf)

o
o

15 20 25 30

No. ofRevews

Search: Typ

- g - WW S I
@ 30 3% 0 0%

Car parking 93%Q 3%
© Disability Access 1 0® 100%Q) 0 0
© General 8 25% 0 63%Q 13% 0%
© Buildingsand Infrastructure 3 0® 100%G) 0 0
[>] Equipment 3 0 ® 67%Q 33% 0%
© Cleanliness (Infection Cantral) 1 0® 100%C) 0 0
© Cleanliness (Environment) 1 100% ) 19 0 0

As can be seen from the above table ‘Facilities & Surroundings’ has been broken
down into sub-theme.

30 reviews / feedback forms were concerning ‘car parking’ resulting in 93% negative
feedback. This was mainly concerning lack of spaces and disabled spaces.

11 reviews / feedback forms were concerning ‘disability access’ which resulted in
100% negative feedback. This was also an area highlighted as a concern in the
2016 report.

8 reviews / feedback forms were recorded as ‘general’ that resulted in 25% positive
feedback and 63% negative. This included areas such as notice boards being
cluttered / not good for visually impaired in the waiting area and the environment
being tired and needing to be updated.

15
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Some of the comments received are below:

‘Bloods service rated 5 stars. System works well at the desk. The toilets are not
easily accessible. More hand cleansers are needed. The notice boards are too
cluttered and not good for people with sight issues’.

Bloods — ‘prefer quicker appointment times. Environment needs a paint. Staff
attitude and quality of treatment 5 stars’.

Bloods — Visited reception to make appointment. 1 week to wait is too long.
The environment is tired. Car parking is an issue.
Quiality of treatment and staff attitude 5 stars’.

Bloods service — Very impressed. We are new to the area. The staff are lovely on
reception’ (not been seen yet).
Access — ‘Quite a few double doors and have a stick. Can be hard but | have my
wife. What about people in wheelchairs or have prams. We were not told of any
delay but we can see how busy it is’.

‘Podiatry is a good service; | get seen every 3 months. 1 ring but they are
sometimes busy so | phoned Netherton and they made my appointment. The staff
are very good with you when you ring up. The podiatrists are very helpful’.
Bloods service —‘1 cannot grumble when you see how many patients they have to
see. The staff are very nice and helpful, both clinical and reception.

If I come in my chair it is very awkward, so | have to get out of my chair and use my
stick to get in’.

(Patient informed of the buzzer system on door as was not aware).

16
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‘Having recently become disabled | have found the difficulty in accessing Maghull
Health Centre an added distress to my situation. | attempted to attend my
appointment independently for the first time and experienced the following:

No available disabled parking available (three spaces only)
Parked some distance away from the Health Centre
Found this very distressing as | had an appointment as | had a specific appointment
time.
| managed to get to the clinic doors, but had to wait for another person to open it for
me - again. This was causing distress as | was worried about my appointment time
and felt embarrassed.
By the time | accessed the building | was too distressed to see the podiatrist and just
wanted to go home. | found the whole experience humiliating’.

For all reviews during January 2018 please see the Review section.

The issue of access via the double doors was also raised in the previous
Healthwatch Sefton report 2016. Since then a video intercom has now been
installed but on chatting with patients, relatives and visitors they were unaware of

the system in place to support people with access difficulties.

Car parking and disabled access at the centre for patients / visitors remains a
prominent issue.

17
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Treatment & Care

ThemesTagging ° - &

N postive I Negative Neutral Not-tagged

Quality

0 5 10 15 20 25 30 35

Theme name Reviews Positive Negative ‘ Neutral Not Tagged

© Quality 44 93% © 7%Q 00 0

As can be seen from the above table ‘Treatment & Care’ has been broken down into
the sub theme of ‘Quality’. Quality has achieved 93% positive feedback from 44

reviews / feedback forms with 7% negative feedback. Some of the comments are
below:

Bloods — ‘prefer quicker appointment times. Environment needs a paint. Staff
attitude and quality of treatment 5 stars’.

‘Bloods - 5 stars
Staff attitude 5 stars both clinical and reception staff’.

Treatment room — Works very well. The staff are very pleasant nurses and
reception. | normally call in to make my appointments. Nothing to improve’.

Bloods service — ‘A good experience. | usually get the bus or walk here. The
nurses and reception are nice. | booked my appointment 4 days ago and got to pick

my day’.

For all reviews during January 2018 please see the Review section.

18
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Access to services

ThemesTagging -

BN postive I Negative Neutral Not-tagged

et _
Patent choice .
Convenience/Distance to travel .I

Suitability ot Provider (Individual or Partne I

No. oiR eviews

- = Negaﬂve ’ = Nn‘lTaggw

Waitingtimes 19%Q 70%Q 11%Q 0%
© patientchoice 8 0® 25%Q 75% ) 0%
© Convenience/Distance to travel 3 67% O 33%0 00 1]
© Suitabilityof Provider (Individual or Partne 1 0 ® 100%Q) 0d) i}

As can be seen from the above table ‘Access to Services’ has been broken down
into sub-themes. The main feedback was in relation to ‘waiting times’ resulting in
70% negative feedback from 37 reviews / feedback forms. Feedback included
waiting to get through on the phone lines and waiting times for the phlebotomy clinic.
‘Patient choice’ resulted in 75% neutral comments and 25% negative comments
from 8 reviews / feedback forms. Patients made suggestions such as the early
morning slot between 8.30am to 9.30am being exclusive for people who work and
or for fasting blood tests. Please see below for some of the comments received:

Bloods — ‘My GP High Pastures gave me a letter that listed the clinics and contact
details. It did take a while to get through as kept getting the answer service to ring
other clinics but | wanted my appointment at this clinic. 1 got through in the end and
the staff were fine when | got through.

It was a fasting blood test but no where on the letter did it say not to eat. | had to
ask when | phoned otherwise | would not have known. So far been waiting approx
20 mins and they are on number 59. | am number 71. | have had to park in
Morrison's’.

19
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Bloods — ‘It is quite good overall.
No specific appointment times are given and you can wait up to an hour.
Staff attitude good both nurses and reception’.

1 call in when | need to book my blood appointments and this works fine for me.
| only live across the road.
All the staff are lovely. | have been here since 8.30am and had approx 30 min wait
today. There were a lot of patients here. No improvements to be made. 2 nurses
on today. When there is only 1 nurse there is a long wait’.

‘Here for bloods today. You cannot get through on the phone lines. | ended up
ringing Litherland. You end up having to call in to get an appointment. The answer
service kicks in with lots of other numbers. The service works ok once you get here.

You expect to wait at least half an hour once here.
My husband works and has to get here for 8.30am and he says about the queues.
You cannot get a car park space; you have to park in Morrison’s’.

‘Bloods service works fine. | would definitely prefer an appointment system as |
have had to take the morning off work’.

Bloods — ‘1 would also prefer an appointment system (overheard another patient). It
is the luck of the day. | am with the Maghull Health Centre GP and they told me to
go to the window to make bloods appointment. Reception here are fine. So far
today | have been waiting half an hour.

Car park is too small’.

Bloods — ‘People who work have to be here early but everyone comes in early. We
need to get to work. Suggestion - for working people to have a choice of an actual

time or use the early time for working people’.

For all reviews during January 2018 please see the Review section.
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On observing the reception area during morning clinics it was observed to be difficult
for the 2 reception staff on duty at any one time to be able to answer the telephone
lines and man the front reception area for patients arriving to book-in and book
appointments. Patients also commented that the answer service provided lots of
different numbers and not wanting to book into another clinic. This highlighted the

patient’s lack of knowledge and understanding on how the appointment system
worked. Communication with patients was identified as an issue.

In addition a number of patients who were in employment requested that they be
able to make an appointment or be seen during an earlier timeframe e.g. 8.30 —
9.30am. Patients who attended for fasting appointments also requested that they
have the early slot in the morning.

21
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A total of 83 reviews / feedback forms were received during the Enter & View visits
in January 2018. The following Healthwatch Sefton Star rating was used:

- e e P Fir iy oo

Rating

Title

Review

Bloods is excellent.

Bloods is excellent. | am ok but think the waiting times could
be improved. You can wait up to 2 hours. | have 20 patients
ahead of me now. Sometimes they only have one nurse which
is not good. The reception staff are very helpful, they have
helped me with other issues. You can have nice banter with
them.

Would prefer appointment system

Bloods service works fine. | would definitely prefer an
appointment system as | have had to take the morning off
work.

Bloods - would prefer appointment
system

Bloods service work well but | would rather have an
appointment system.

| call in to make my appointments and both reception and
clinic staff are good.

Bloods is very good

Bloods is very good. Personally | would rather have an
appointment as think this could improve the system.

Both staff on reception and in clinic are good. | am with the
Maghull Practice GP and they send you to the window to make
your appointment.

Parking is not fantastic; you have to park Morrison's.

| have to book the morning off work as you don't know how
long you will be.

Bloods - service is brilliant

Bloods - service is brilliant. | phoned for my appointment and
got through ok. | have been before and nothing to improve.
Needs more doing with environment - car parking. They rely on
Morrison's.

Appointment waiting times can vary.

Bloods - would prefer appointment
system

Bloods - | would also prefer an appointment system (overheard
another patient). It is the luck of the day. | am with the
Maghull Health Centre GP and they told me to go to the
window to make bloods appointment. Reception here are fine.
So far today | have been waiting half an hour.

Car park is too small.

Bloods system works very well

Bloods system works very well. | come once a year and nothing
to improve. My GP surgery High Pastures told me to make an
appointment so | called in. The staff on reception at Maghull
are all fine. The waiting times don't bother me as | have all day.

22




healthwatch

Sefton

Bloods system works well

The bloods system works well. Sometimes there can be only a
few waiting but 20 in front of me today. The nurses are
working quickly even though don't know how many there will
be. The staff on reception and in the clinic are helpful. When |
phoned for my appointment | got through on the second try.
The waiting area is good. Waiting times vary depending on the
volume of patients.

Bloods service rated 5 stars

Bloods service rated 5 stars. System works well at the desk.
The toilets are not easily accessible. More hand cleansers are
needed. The notice boards are too cluttered and not good for
people with sight issues.

Bloods - fasting

Bloods - There are no special plans in place for fasting blood
appointments. The clinic could do with painting.

Bloods - prefer quicker
appointment times

Bloods - prefer quicker appointment times. Environment needs
a paint. Staff attitude and quality of treatment 5 stars.

No issues booking appointments

Bloods - no issues booking appointments on phone or
reception.

1 week to wait for bloods is too
long

Bloods - Visited reception to make appointment. 1 week to
wait is too long.

The environment is tired. Car parking is an issue.

Quality of treatment and staff attitude 5 stars.

Bloods - working people

Bloods - People who work have to be here early but everyone
comes in early. We need to get to work. Suggestion - for
working people to have a choice of an actual time or use the
early time for working people.

(unable to complete all of the form)

Podiatry - she explained everything

It is my first podiatry appointment today. Think | have waited
about 8 weeks. It is local for me to get to. The shared
treatment room is fine for me. The chair was comfy and she
explained everything. | have been told to pop along to the
clinic about a week before my next appointment is due to book.
Bloods - is all fine, spot on. The ticket system works fine. The
waiting times are not too bad. The staff are all fine, they are
good.

About a month ago | was received a phone call to come the
following morning for podiatry appointment. | got here and
checked in then about 10 minutes later | was told my
appointment had been cancelled. The excuse was staff
shortages.

Staff on reception always fantastic

Podiatry - First appointment. | don't think | have waited long to
get this first appointment. It is local for me. The staff on
reception are always fantastic here.

(Patient called away not completed all of form)

The ticket system works well

Bloods - Nothing can be improved. The ticket system works
well. The car park is bad, there are not enough spaces. The
girls on reception are lovely and happy.

23
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The staff are lovely

| live by the Alt and the bus is every hour so | have to try and
arrange appointments to fit in. There is no where more local
for me. Netherton would take a lot longer to get to. | usually
ring and book appointments and the phone lines have been ok
for me but other people tell me they have difficulties. The staff
on reception and in the clinic are lovely.

(Patient called away unable to finish form)

The staff are brilliant

Bloods - | come every 2 months. | am with Dr Sapre and | get a
form from the doctors. | call to the desk to make my
appointments. The staff are brilliant on reception and in the
clinic. 1 have been coming for 40 years. It is always nice and |
have never had problems. The waiting times are mixed but |
cannot fault the service.

Environment 3 stars due to car park.

Bloods is a good system

Treatment rooms - whenever | come here there are no issues.
Bloods - this is the same, no issues. Normally dealt with
quickly. The appointment system for both bloods and
treatment room works well. The bloods is a good system you
come in and take a ticket. All the reception and clinical staff are
really friendly and approachable. | normally phone for my
bloods appointment and have no problems.

| don't bother bringing my car here, just park in Morrison's.
Environment scored 3 stars re: car park

Bloods - recommendation for
fasting

Bloods - Recommendation - When you come in for a fasting
blood test there are lots of people waiting for normal blood
tests. The first hour should just be for fasting blood tests. | got
here for 8.30 am for a fasting test and there were already 20
people ahead of me. It does not matter to me as | don't work
but | have spoke to some patients who have had to leave as
they could not wait with needing to get to work. There are
normally 2 nurses on and they do work as quickly as possible.
Environment - parking is an issue.

Bloods - 5 stars

Bloods - 5 stars
| use the telephone lines to book.
They could do with having magazines and toys for children.

Bloods - 5 stars

Bloods - 5 stars
The decor needs painting / refreshing.
| have no issues with the telephone lines.

Variable skills

Treatment room (dressing) - | visit for appointments.

Quality of treatment - variable skills

Appointment waiting times - Waiting time at the centre before
your appointment is often too long, more than 30 minutes.
Car parking is a big issue.

Bloods and Podiatry - 5 stars

Bloods and Podiatry services 5 stars.
| visit reception for my appointments.
They could do with putting the television on for patients.

Bloods - 5 stars

Bloods - 5 stars
Staff attitudes 5 stars both clinical and reception staff.
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Bloods service - no issues

Bloods service no issues. | make my appointment at the desk. 1
week to wait is ok.

Difficulty getting through on phone

Bloods - My GP High Pastures gave me a letter that listed the
clinics and contact details. It did take a while to get through as
kept getting the answer service to ring other clinics but |
wanted my appointment at this clinic. | got through in the end
and the staff were fine when | got through.

It was a fasting blood test but no where on the letter did it say
not to eat. | had to ask when | phoned otherwise | would not
have known. So far been waiting approx 20 mins and they are
on number 59. | am number 71. | have had to parkin
Morrison's.

Bloods service is very good.

| was able to have my ECG done here which is much better than
travelling to Aintree. It is much better to have local services.
The Bloods service is very good | was in and out when | came.
Waiting times can be long. The reception staff are excellent
and very helpful. |am still driving but you cannot park here, |
have to park at Morrison's.

Bloods - very impressed

Bloods service - Very impressed. We are new to the area. The
staff are lovely on reception (not been seen yet).

Access - Quite a few double doors and have a stick. Can be
hard but | have my wife. What about people in wheelchairs or
have prams. We were not told of any delay but we can see how
busy it is.

Podiatry - 10/10

Podiatry - brilliant 10/10.

The podiatrist made my appointment as | left for just over 4
weeks time. Ben on reception is a smashing lad and so are the
2 girls on reception. They are so good if they could not get me
in here they would look at other clinics. | can recommend them
all.

The shared podiatry room is no problem for me. The podiatrist
was also cleaning up when | was leaving.

Treatment room - works very well

Treatment room - Works very well. The staff are very pleasant
nurses and reception. | normally call in to make my
appointments. Nothing to improve.

Easy to make appointment

Bloods service - | made my appointment at the reception desk.
Dr Sapre referred me. | found it easy to make the appointment.
The staff on reception are very nice and the ticket system works
well for me. The nurses are nice too. | never park here; you
have to park at Morrison's.

So far today my wait has been 30 mins.

Staff are very helpful

Bloods service - High Pastures GP surgery gave me a letter with
the details of all the clinics. | phoned here and they were busy
so | phoned a different clinic as they were clear to get through
to make my appointment. The staff are very helpful. | have
waited approx 20 mins so far today.

Bloods -The service is very good

Bloods service - The service is very good. They need to answer
the phone when you are trying to book. | went through to
Netherton. My GP is High Pastures and they provide you with
all the telephone numbers for the clinics on a letter. The staff
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at Maghull HC are lovely and very good including the reception
staff.
Have to park at Morrison's.

A good experience

Bloods service - A good experience. | usually get the bus or
walk here. The nurses and reception are nice. | booked my
appointment 4 days ago and got to pick my day.

Can wait up to an hour

Bloods - It is quite good overall.

No specific appointment times are given and you can wait up to
an hour.

Staff attitude good both nurses and reception

Waiting times are an issue

Blood service - Generally ok but the waiting times are an issue.
Both the reception staff and nurses are nice.

Very good standard in all respects

Bloods service - Very good standard in all respects. Came into
the desk to book the appointment on the Friday and got
appointment for Tuesday - very good.

All works well

Ear Syringe clinic - All works ok. It is a regular appointment for
him. The staff are nice here. We have to park in Morrison's -
never spaces. The temperature in the waiting area is just right
as so cold outside.

Podiatry works well for me

Podiatry works well for me. | don't mind the shared treatment
room, although | suppose some might.

| call into reception to book my appointments and they do their
best. Reception staff are marvellous. The podiatrists are all
helpful.

Don't think | could get through the doors without my wife.
(Patient informed of buzzer on door as was not aware of it). |
am now happy to know about the buzzer as | might need it.

Access difficulties

Bloods service - They will offer appointments at other clinics if
they are full, but if you don't mind waiting it is ok.

| phoned and did not get through a few times. Waiting times
depend what time you come and the staff on reception do tell
you the busy times. | always try and come in the afternoon and
this has worked the last two times for me. | have to bring mum
of a morning and have also used the Netherton clinic when her
appointment is urgent.

Mum sometimes needs urgent appointments and she is lucky
as she has 2 daughters but some patients don't have anyone to
help.

Environment - Someone always helps us (other patients) with
double doors as they don't open automatically. There is enough
room for her walker in the waiting area but there are no
parking spaces available. | have to get mum and her walker out
then go park Morrison's as mum could not make it across there.
The staff here always have time for you and explain things.

Podiatry is a good service

Podiatry is a good service, | get seen every 3 months. |ring but
they are sometimes busy so | phoned Netherton and they made
my appointment. The staff are very good with you when you
ring up. The podiatrists are very helpful.

Bloods service - | cannot grumble when you see how many
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patients they have to see. The staff are very nice and helpful,
both clinical and reception.

If | come in my chair it is very awkward, so | have to get out of
my chair and use my stick to get in.

(Patient informed of the buzzer system on door as was not
aware)

Very good

Bloods service - very good.

It is not possible to get an appointment by phone, had to call in
to make it and did get the date | wanted.

(communication 3 stars - phone line)

Generally ok service so far

Bloods service - Generally ok service so far. | need to see the
nurse for my bloods, first time in a long time. The staff are very
helpful here.

Don't book by phone as difficult

Bloods service - | don't book by phone as difficult so call in
instead. Parking is a problem here. | would walk but my wife is
in a wheelchair so we have to use the car.

Communication 3 stars - because of phone line

Main problem is parking

Bloods service -

The main problem is parking. | live some distance, other than
this | am content with the service.

It is easier to drive here and call in to make an appointment
than use the phone. It was quick to get an appointment.
Waiting times depend on demand and number of blood nurses.
Scored 3 for communication re: phone lines.

Treatment generally ok

Bloods service - Generally ok. | call in to make my appointment,
2 - 3 day wait.

The building needs to be replaced although quite good bearing
in mind the age of it.

| have not used the telephone line.

November 2017

Having recently become disabled | have found the difficulty in
accessing Maghull Health Centre an added distress to my
situation. | attempted to attend my appointment
independently for the first time and experienced the following:
No available disabled parking available (three spaces only)
Parked some distance away from the Health Centre

Found this very distressing as | had an appointment as | had a
specific appointment time.

I managed to get to the clinic doors, but had to wait for another
person to open it for me - again. This was causing distress as |
was worried about my appointment time and felt embarrassed.
By the time | accessed the building | was too distressed to see
the podiatrist and just wanted to go home. | found the whole
experience humiliating.

Bloods - Good system

Centralised system used with quick response. | had a 3 day
wait by choice. There are no set appointments by time but
session only. A booked time would be better.

The TV could be used to amuse patients.

All the staff are friendly

Bloods - Good experience of booking.
All the staff are friendly

Telephone booking - good

Parking - access is an issue

The environment is a bit run down
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Reception are always very nice

| had an appointment with my doctor at Parkhaven practice.

They sent me to reception to book a blood appointment.

The process was fine. Reception staff have always been nice
whether you ring or come in. Treatment was all fine today at
bloods clinic.

When 2 nurses on the bloods you whizz through.

Staff are brilliant on the desk

Bloods service - The process is easy, a nurse showed me to go
to the desk. The staff are brilliant on the desk, they explained
the system to me. | have not waited long today.

The car park is very busy and it is hard to get a space. You have
to park at Morrison's

Mix up with appointments

| phoned the number on my letter and they told me my
appointment was Thursday between 8.30 - 12 noon (gentleman
had written this down on letter). | asked if it was a fasting blood
test but they could not tell me. When | arrived at Reception
today she told me my appointment was booked for Friday. |
definitely was told Thursday. (Appointment booking was not
through reception at Maghull via a central booking line).
Reception lady has let me be seen today. The staff are very
nice on reception.

It looks like only 1 nurse is on today.

The anti-coag clinic is spot on for my wife.

Bloods - all staff are great.

Bloods service - | walked up to reception and had an
appointment for within 4 days. All the staff are great, both
clinical and admin. | have not tried to use the phone.

Bloods - no problem booking
appointment

Bloods - my appointment was made my phone on the Monday.
It was answered quickly and my appointment was made for 3
days later. This is not a problem. | chose to use Maghull HC
using the list of centres able to take blood samples. This was
provided with the blood test form by my GP surgery High
Pastures, Maghull.

Access is very limited for the elderly and disabled. Parking is
limited and most patients use Morrison's.

There is no disabled access from there and disabled parking is
limited outside the centre.

The notice boards needs organising although they have
improved in recent months.

Bloods - much improved service

Bloods - | telephoned for my appointment - it was very quick

and they answered quickly. | had a short waiting time - much
improved in the last year.

In the past | have waited 1+ hour. | was also amazed at how

quickly the phone was answered.

| come every week - works well

Treatment rooms - | come every week and it works well. The
waiting times are usually spot on. The nurse makes my
appointment for me and this works well. The treatment and
staff are all ok. The staff all know me on reception and they are
nice.

| also attend the anti-coag clinic and they book me in. This
works well too. The waiting times can be hit and miss.

The large TV screen in the waiting area has never worked; |
don't know what it is for. The small TV screen - I'm not sure
what this is for either. It would be difficult | would imagine to
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do appointment waiting times on the screen.
Car Parking - | give 1 star as | have given up trying to get a
space.

Bloods waiting times

Bloods today - Only 1 nurse and we have been waiting over an
hour. You have to ring but that is ok if you can get through.
Lately | have been ringing either Netherton or Thornton. They
need to send a leaflet out to patients to explain how the system
works, this would help.

They should always have 2 blood nurses on, never just 1.

The reception staff are all lovely. Even when you phone they
are very helpful and nice.

Car parking is horrendous. | brought mum and there were no
spaces. Mum cannot walk she is 92 years old. | had to take a
chance on leaving car outside to get mum in. Access - the
doors would be better if they could be automatic, it is hard to
get a wheelchairin.

The hand sanitizes are sometimes empty, they need to be
checked.

Podiatry - | bring my mum in and you have to keep ringing and
ringing. When you get through they will say the list is not
open. By time you do get through and list is open the
appointments are gone. It would be better to get an
appointment when you leave but this may cause them more
DNA's. There is one podiatrist who can be a bit short / abrupt
and it unsettles her.

1 star overall for bloods

3 star overall for podiatry

1 star given to bloods waiting times.

3 star given to podiatry communication

Staff are lovely

Bloods today - The service works fine. | have waited approx
half an hour but there are 2 nurses on, it is just the volume of
patients. All the staff are lovely. The reception staff are all fine
and when you book in they are very pleasant.

| usually have to park in Morrison’s. This is not too bad if you
want to go the shops.

Treatment ok and staff nice

Treatment room today - My appointment was 10.00 am it is
now 10.20 pm. Not told the clinic was running late. | found a
parking space today but it is limited and normally have to park
elsewhere. Treatment is all ok and the staff are nice. The nurse
makes my next appointment for me before | leave.

Podiatry - | come every 3 months. | have to make my
appointment at reception. Sometimes | call in and sometimes |
ring. Sometimes | can get through. They will usually say the
appointments are not open yet and | have to keep trying. |
would rather have the nurse make my appointment before |
leave.

Problems with car park

| had to park in Morrison's. | have a disabled badge but can
never get in here to park. | have a wheeler but would not be
able to use. | have to go on the outside path or onto the road.
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Access is an issue

Access to the building is cruel. | don't know how they get away
with it. Elderly people struggle to get through the doors.
People don't press the buzzer they struggle to get through the
doors. | went to my MP over it.

Can be a bit of a wait

Bloods - Can be a bit of a wait. Some people get here at
8.00am and wait. Both of us have waited a while in the past.
The treatment is pretty good. We normally call to the desk to
book, not used the phone lines.

There is nothing to improve other than waiting times. Maybe
open another clinic.

Staff are all ok

Dressing clinic - All alright. They told me to wash bandages.
You should not wash dirty dressings. Treatment all been ok.
The staff are all ok. | walk in to make appointments | don't try
to ring.

Hard to get appointments

For a fasting blood test you have to get here for about 8.00 am
and wait as it is so busy but the clinic does not open until
8.30am.

The desk (reception) will ask who is first to arrive. It is hard to
get appointments for bloods and sometimes you are told to go
to other clinics. The treatment is very good and the nurses are
lovely. The afternoon is never as bad as the morning.

| call into the desk to make appointments. | phoned once and
could not get through; they gave out half a dozen numbers to
ring. My husband cannot drive and they are sending you places
like Litherland.

The car parking here is horrendous for disabled people. People
park on double yellow all down the road, this is dangerous.
People have to park in Morrison's. There will be an accident in
that road.

Trying to book appointments is
hard

| have been trying to book my chiropody appointment since
before Christmas. | have called in about 5 times and every time
the book is full. 1 am fed up trying to call on the phone to get
through.

Ben (reception) is fantastic. He tries his best. He is so helpful,
me and my wife love him. | wish he was my son.

| have been in here and the queues at the desk are terrible. |
have bad legs but if | sit down | lose my space. | have booked
an appointment today for the chiropodist.

| also go the treatment rooms, this is all fine, no problems.
There is one chiropodist and | think she comes from Bootle.
She is a young lady who is fabulous.

| usually get seen every 3 months but | am having to wait 4
months for this appointment. It would be great if we could
have our appointment as we leave. | have really tried to get an
appointment.

The treatment from the chiropody is all great.

Re booking of blood appointment

Re: Booking an appointment for blood test.

| thought | had made an appointment but when | got here | had
to get a ticket (I was not aware of this system) then | had to
wait an hour to be seen.

Yesterday | could not get through on the phone. The letter said
to ring 0151 475 4007 / 6. It states to ring this number to book
appointments at Maghull, Prince St and Sefton Road. We then
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tried to ring Maghull direct and could not get through there
either but got the answer service. The message states to make
an appointment for Sefton Road and does not say Maghull.

Ben or Bob answered and said yes | could make an
appointment for Maghull. The answer machine message needs
looking at.

Once | had my bloods appointment the treatment was all fine.

It is good here

The staff are friendly. It is accessible. | managed to get a space
today. Struggle to get through on the phone to book
appointments for bloods.

Podiatry service

This service is good - | don't ring for appointment, | come in.
The phone can ring for hours.

The treatment room is good and everything with the service is
good. | managed to park in Morrison’s. | have no problem
booking appointments (in person)

Call in to make bloods
appointments

The bloods clinic works perfect. | call in to make my bloods
appointments. Waiting times can vary but no more than half
an hour. It is better when 2 staff are taking bloods, the
movement is a lot quicker. It is always very busy but | always
get a seat.

Cannot get through on phones

Here for bloods today. You cannot get through on the phone
lines. | ended up ringing Litherland. You end up having to call
in to get an appointment. The answer service kicks in with lots
of other numbers. The service works ok once you get here.
You expect to wait at least half an hour once here.

My husband works and has to get here for 8.30am and he says
about the queues.

You cannot get a car park space; you have to park in
Morrison’s.

Staff are great

No complaints about the staff. You get some real miserable
people coming in and complaining, they give us older folk a bad
name, but the staff are always cheerful. You can never get a
parking space.

Getting in here

| can get around in here but | have had to walk a long way from
Morrison’s to here as no car spaces, and | am an older person.
Phone lines are busy, it is hard to get an appointment for
podiatry.

All the staff are lovely

| call in when | need to book my blood appointments and this
works fine for me.

| only live across the road.

All the staff are lovely. | have been here since 8.30am and had
approx 30 min wait today. There were a lot of patients here.
No improvements to be made. 2 nurses on today. When there
is only 1 nurse there is a long wait.

Time it properly with podiatry
appointments

| need my feet doing every 3 months. | have to book 4 weeks in
advance but usually my appointments are pushed forward by a
week as they run out. Staff are good once you're in.

Staff make you feel comfortable

Mum has never had a problem with this service. The staff are
nice and make you feel comfortable. We parked in the
supermarket. You can never get through on the phone line.
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Trouble getting in

The only thing that lets it down is when you can't get in. Over
50 attempts to get through in the past.

Yesterday | kept redialling -1 rang 113 times to get in today.

| can't just walk-in to book, | work.

| always have to park in Morrison’s.

| was taken off the podiatry list

When you phone Maghull HC the answer service gives you all
sorts of numbers - why is this? | now call into book.

The shared podiatry treatment room is fine for me. | have had
diabetes for 25 years. When | said | didn't need help with
cutting my toe nails | was taken off the list even though I said |
still need to be seen. Staff member ***** took me off the list
and said | had no high risks. It took me 16 weeks to get back on
the list and in the mean time | developed a foot problem and
needed to have a procedure by the time | was seen. |am fit
enough to cut my own toe nails but | did still need a 3 month
check with my diabetes.

| came in last Friday to book for the end of January and they
said the appointments were not open. | have come in today
and they are now open so | have booked for towards the end of
January.

| did contact PALS at the time but | did not get anywhere with
it.

Always call in for appointment

Bloods service - only 2 members of staff. | have been waiting
over half an hour. When you get here for your appointment
you have to take a ticket. They need an extra bloods member
of staff. You usually wait approx half an hour.

| never try to ring for an appointment, | always just call in.
Reception staff are mostly nice but sometimes it feels like they
can ignore you when you are at the desk.

(Feedback form not complete as patient called in)

Sent here from Everton

| was sent here from Everton Road health centre for bloods.
Staff were great in reception.

Can't get through to reception

Can't get through on phone lines, my dad had to get this
appointment for me. Also you can't park; | am on double yellow
lines.

Parking

| can never get a space here and have to park in Morrison's. The
staff are friendly and it is easy to book an appointment in
person.
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Conclusion and issues to be reviewed

Community services at Maghull Health Centre provided by Mersey Care NHS
Foundation Trust scored an average Healthwatch Sefton rating of 4 stars out of 5.

- e P $r e iy oo

The majority of positive reviews / feedback related to:

e Stalff attitude — achieved 96% positive reviews / feedback
e Quality of Treatment and Care — achieved 93% positive reviews / feedback

The Trust held a meeting following the Enter & View visits on 13" February 2018.
Healthwatch Sefton was invited to attend along with the Maghull Health Centre
Reception Supervisors. The meeting was to discuss and review reception staffing
levels, the reception staff job role including staff protected administration time and
the booking of phlebotomy appointments. Improvements to the telephone answer
service was also discussed along with being able to roll out any relevant changes
agreed by the Trust to community service clinics across South Sefton.

Healthwatch Sefton would like to thank the Trust for working in partnership in
ensuring patient; family and visitors voices are heard and listened to.

During the visit to community services at Maghull Health Centre, Healthwatch Sefton
representatives were greeted by staff and made to feel welcome. Open access
was given to the waiting area.

Healthwatch Sefton carried out the Enter & View visits to find out what patients,
visitors and staff liked about services provided at the Trust and what suggestions
they had for improvements.

There were a number of areas we would like to raise following the visit (see below)
and we welcome a response to the report and the issues within the statutory 20
working day period of the report being received by the Trust. We would like the
Trust to utilise the action plan shared to show how it will review the following:
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a) Mersey Care NHS Foundation Trust to share and discuss the report and

findings with North West Boroughs Healthcare NHS Foundation Trust re:
phlebotomy services and update Healthwatch Sefton on any outcomes.

b) The Trust to keep Healthwatch Sefton up-to-date regarding the recruitment of

C)

d)

f)

9)

h)

the part time reception post at Maghull Health Centre.

The Trust to invite Healthwatch Sefton to future discussions / meetings
regarding changes to reception staff roles, telephone line access, telephone
answer service and booking of phlebotomy appointments. This includes:

- Communication to GP surgeries on how to refer into phlebotomy
services.

- Communication to patients on how to book phlebotomy / podiatry
appointments.

It was reported that only 1 phlebotomy nurse was available during the
Thursday clinic which resulted in longer waiting times for patients. For the
Trust to advise Healthwatch Sefton if there is a possibility of increasing the
staffing levels for this service?

Podiatry (routine appointments)- For the Trust to advise if following the
supply and demand exercise carried out by Liverpool Community Health NHS
Trust if action was taken to recruit the additional podiatrists required? Patients
have requested to be able to book their appointments as they leave. For the
Trust to advise if this will be implemented and when?

Phlebotomy services — For the Trust to consider introducing a system for
working people / fasting blood appointments exclusively between the hours of
8.30am — 9.30am.

For the Trust to have a prominent notice in place to inform patients / visitors of
the intercom to assist people with access to the building. For staff to remind
patients and visitors that assistance is available.

Car Parking — For the Trust to consider increasing the number of disabled
spaces.
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1) Patient Notice Boards in waiting area — For the Trust to review the information
on the boards, ensure accessible for visually impaired patients (e.g. large
print) and to de-clutter.

j) Patient toilets — To be signposted clearly in the patient waiting area

k) TV in waiting area — For the Trust to consider using the TV in the waiting area
for daytime TV channels.

l) Waiting area — For the Trust to consider painting / decorating the waiting area.
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Response from Mersey Care NHS Foundation Trust

INHS

Mersey Care

NHS Foundation Trust
Community and Mentai Health Services
Judith Malkin
Associate Director South Sefton Community Services Division
Mersey Care NHS Foundation Trust
BlZ HUB
The Bridgewater Complex
Canal Street
Bootle
Liverpool
L20 8AH

9™ April 2018

Wendy Andersen

Healthwatch Sefton

3™ Floor, Suite 3B, North Wing
Burlington House

Crosby Road North

Liverpool

L22 OLG

Dear Wendy,

I am writing with reference to your report into the patient experience at Maghull
Health Centre following your enter and view visits undertaken in January 2018.

I would like to thank you for taking the time to undertake this piece of work,
Merseycare Foundation Trust is committed to improving the standard of our
services we provide and your report is very informative and useful to us. | would
also like to thank all our staff and patients for taking part in the enter and view
visits which enabled views on the services provided to inform the findings.

| am delighted we have achieved an overall experience rating of 4 out of 5 and
very pleased with the positive comments received from patients who had visited
the community services based in the Health Centre.

It is apparent from this report and the feedback received, that patients and staff are
having difficulties with the different phlebotomy referral systems and booking of
phlebotomy appointments compounded with phone line access. Throughout the
report, phone line access to Maghull Health Centre continues to be an issue. Qur
investigations have shown that the promotion and movement of some members of
the team at Maghull has had a detrimental effect on staffing levels at the Centre
and as such we are currently in the process of recruiting additional staff to support
the morning clinics.

Mersey Care NHS Trust is a smoke free NHS Trust and operates a smoke free policy.
Please note that smoking is not permitted on any of our sites including buildings, grounds, and car
parks. Smoking is not permitted at the entrances or exits of buildings and sites.

Chairman: Beatrice Fraenkel Chief Executive: Joe Rafferty

Sefton
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The feedback also identifies the difficulties our patients are having with regards to
booking routine podiatry appointments. As a provider we have considered offering
routine appointments for patients who attend routine nail care clinics, in order for
patients to be provided an appointment when they leave ciinic we would be keen to
further explore options with Healthwatch support. Our current process has moved
towards, patients booking their own appointment as required, which can vary from
3-4 months. This system has afforded more flexibility, reduced missed
appointments and is providing increased patient choice. We would like to work with
Healthwatch to continue to develop increased access for our patients.

Within our division we have met to discuss all recommendations detailed in your
enter and view report and have detailed our response in the table attached as at
Appendix 1.

Once again, | would like to thank you for taking the time to gather and analyse this
feedback from our patients and staff | look forward to continuing to work together.

Yours sincerely

| e

Judith Malkin

Associate Director

South Sefton Community Services Division
Mersey Care NHS Foundation Trust

BIZ HUB

The Bridgewater Complex

Canal Street

Bootle

Liverpool

L20 8AH

Mersey Care NHS Trust is a smoke free NHS Trust and operates a smoke free policy.
Please note that smoking is not permitted on any of our sites including buildings, grounds, and car
parks. Smoking is not permitted at the entrances or exits of buildings and sites.

Chairman: Beatrice Fraenkel  Chief Executive: Joe Rafferty

Sefton
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line access, telephone answer
service and booking of
phlebotomy appointments.

2018.

This invitation extends to Healthwatch
colleagues and we are happy to meet and
share our workforce and service
development plans once drafted in the

Sefton
Mersey Care
NHS Foundation Trust
Community and Mental Health Services
Appendix 1
To be
Recommendation Response Action completed by
1. Mersey Care NHS Foundation | The enter and review report has been shared | A review of phlebotomy services
Trust to share and discuss the | with North West Boroughs Healthcare NHS | s currently being undertaken and
report and findings with North [ Foundation Trust regrading phlebotomy | feedback from the enter and view
West Boroughs Healthcare | services. will be considered as part of this
NHS Foundation Trust review.
regarding phlebotomy services
and update Healthwatch
Sefton on any outcomes.
2. The Trust to keep Healthwatch | The Corporate Services Manager has New starter (GMcD) commenced
Sefton up-to-date regarding | recently interviewed for the vacancies in the | in postn 05.03.18
the recruitment of the part time | admin structure for the division, which
reception post at Maghull | support the services provided at Maghull New starter (GF) to commence in
Health Centre. Health Centre and has successfully recruited | post 16.04.18.
to the 2 vacant posts.
3. The Trust to invite Healthwatch | Business Development Manager attended Carole
Sefton to future discussions / the Community Champions Network Meeting Westhead
meetings regarding changes to | to invite service users and their carers to be
reception staff roles, telephone | part of the business of the division in March Summer 2018

Mersey Care NHS Trust is a smoke free NHS Trust and operates a smoke free policy.
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To be

Recommendation Response Action completed by
This includes: summer. 3
Carole

a. Communication to We have requested this information from Information to be shared with GPs | Westhead
GP surgeries on how to colleagues in North West Boroughs. via Locality Manager in CCG
refer into phlebotomy once received. April 2018

services.

b. Communication to
patients on how to book
phlebotomy / podiatry
appointments.

We have requested this information from
colleagues in North West Boroughs and the
Team Leader for Podiatry, along with any
additional patient information to be shared
with patients.

Information to be shared with
patients via clinicians during
consultation and reiterated by
reception staff at the point of
contact.

4,

It was reported that only 1
phlebotomy nurse was
available during the Thursday
clinic, which resulted in longer
waiting times for patients. For
the Trust to advise Healthwatch
Sefton if there is a possibility of
increasing the staffing levels for
this service?

The enter and review report has been shared
with North West Boroughs Healthcare NHS
Foundation Trust regrading phlebotomy
services.

A review of phlebotomy services
is currently being undertaken and
feedback from the enter and view
will be considered as part of this
review.

Podiatry (routine
appointments)- For the Trust to
advise if following the supply
and demand exercise carried
out by Liverpool Community
Health NHS Trust if action was

Qur current process has moved towards,
patients booking their own appointment as
required, which can vary from 3-4 months.
This system has afforded more flexibility,
reduced missed appointments and s
providing increased patient choice.

We would like to work with
Healthwatch to continue to
develop increased access for our
patients.

Mersey Care NHS Trust is a smoke free NHS Trust and operates a smoke free policy.
Please note that smoking is not permitted on any of our sites including buildings, grounds, and car parks. Smoking is not permitted at the entrances or exits of buildings

and sites.
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Recommendation

Response

Action

taken to recruit the additional
podiatrists required? Patients
have requested to be able to
book their appointments as
they leave. For the Trust to
advise if this will be
implemented and when?

6. Phlebotomy services — For the
Trust to consider introducing a
system for working people /
fasting blood appointments
exclusively between the hours
of 8.30am — 9.30am.

The enter and review report has been shared
with North West Boroughs Healthcare NHS
Foundation Trust regrading phlebotomy
services.

A review of phlebotomy services
is currently being undertaken and
feedback from the enter and view
will be considered as part of this
review.

7. For the Trust to have a
prominent notice in place to
inform patients / visitors of the
intercom to assist people with
access to the building. For staff
to remind patients and visitors
that assistance is available.

Corporate Service Manager has arranged for
new signage to replace the existing signs to
be more visible to patients.

Reception staff will be reminded that this
facility is available and to inform patients to
improve their experience accessing our
services.

New signage to be
09.04:18

in place

8. Car Parking — For the Trust to
consider increasing the number
of disabled spaces.

The Business Development Manager is in
discussion with colleagues in the Estates
Department in Mersey Care to review the
Tenancy Agreement with NHS Property
Services (NHS PS) in order to agree the

Business Development Manager
to update following agreement of
SLA with NHS PS.

| Claire
Ravenscroft

To be
completed by

June 2018

Mersey Care NHS Trust is a smoke free NHS Trust and operates a smoke free policy.
Please note that smoking is not permitted on any of our sites including buildings, grounds, and car parks. Smoking is not permitted at the entrances or exits of buildings

and sites.

Chairman: Beatrice Fraenkel

Chief Executive: Joe Rafferty

40



healthwatch

Sefton

Recommendation

Response

Action

To be
completed by

heads of terms for the lease. This will form
part of the negotiations for the SLA.

9. Patient Notice Boards in
waiting area — For the Trust to
review the information on the
boards, ensure accessible for
visually impaired patients (e.g.
large print) and to de-clutter.

Corporate Service Manager will review notice
boards to ensure all Mersey Care information
is up to date and in large print.

Discussion has taken place with the Business
development Manager regarding the
identification of communication champions in
the division to ensure notice boards in patient
areas are kept up to date on a weekly basis.

Communication champions to
review and update notice boards
in waiting areas as soon as
possible and on a regular basis,
i.,e. weekly to ensure all trust
information is correct and up to
date.

Carole
Westhead

April 2018

10. Waiting area — For the Trust to
consider painting / decorating
the waiting area.

The Business Development Manager is in
discussion with colleagues in the Estates
Department in Mersey Care to review the
Tenancy Agreement with NHS PS in order to
agree the heads of terms for the lease. This
will form part of the negotiations for the SLA.

Business Development Manager
to update following agreement of
SLA with NHS PS.

Claire
Ravenscroft

June 2018

11.TV in waiting area — For the
Trust to consider using the TV
in the waiting area for daytime
TV channels.

The waiting room is a shared area and used
by patients accessing services provided by a
number of different organisations. This has
been raised in the past and NHS PS has not
been keen to support the installation of a TV
in the waiting area. However, we can
explore this again as we need to consider
what can be viewed as per the Trusts
entertainment licence.

Explore options including risks
and liabilities and report back
findings.

Carole
Westhead

May 2018

Mersey Care NHS Trust is a smoke free NHS Trust and operates a smoke free policy.
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To be
Recommendation Response Action completed by
12. Patient toilets — To be | Corporate Service Manager has arranged for | New signage to be in place
signposted clearly in the patient | new signage to replace the existing signs. 09.04:18
waiting area

Mersey Care NHS Trust is a smoke free NHS Trust and operates a smoke free policy.
Please note that smoking is not permitted on any of our sites including buildings, grounds, and car parks. Smoking is not permitted at the entrances or exits of buildings
and sites.

Chairman: Beatrice Fraenkel Chief Executive: Joe Rafferty
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Feedback questionnaire

healthwatch FF—_—Y,
Sefton

Please use our star rating system, where for example, a 1 star rating would be the worst/least agree, 3 would be a
middle/medium rating, and 5 would be the best possible rating.

Approx. Date of Experience

How do you rate your overall experience of this service?

WWWIWW

Summary of your experience (max 45 characters)

Tell us more about your experience*

Where do you live? (town/city)

Which department did you visit?
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Your ratings (select if applicable)

Quality of treatment

WWWIWW

Staff Attitude

WWWIW W

Cleanliness

WWW W W

Quality of Food & Drink (if Applicable)

WWWW W

Communication

WWWIWW

Discharge

WWWIWW

Quality of Environment

W W W W
Appointment (waiting times)

WWWW W

In relation to your comments are you a...
Patient/Carer/Friend/Staff Member/Other (describe)

Do you want to know more about how to make an official complaint?
Yes/No

About you

Name:
Address:

Email/Number if want to leave*
(Your email/number will be kept private and you will not be sent any marketing material)
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Contact us

Address:

Phone number:

Freephone:
Text:

Email:

Website:

healthwatch

Sefton

Healthwatch Sefton, Sefton Council for Voluntary Service (Sefton CVS),

3" Floor, Suite 3B, North Wing, Burlington House, Crosby Road North,
Waterloo, Liverpool L22 OLG

0151 920 0726 (ext 240)
0800 206 1304
07434 810438

info@healthwatchsefton.co.uk

www.healthwatchsefton.co.uk

@HWatchSefton

@HWSFindServices

www.facebook.com/healthwatchsefton2013/
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