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1 In  o     on  
1.1 D       of v      

S  v    p ov    :                                      

S  v    A      : B ook  n,           ,  L27 7BS  

D   : 22n  J n  2026   

A  ho        p    n    v : N     O k    

 

1.2    po   of v     
Th  p  po   of  h    n     n  V  w v     w    o o    v   h   nv  on  n   n       p o       
w  h n  h  p       , h             f o  p    n  /        n     ff   o    h     xp    n    on  h  
   ,  n     n  f  oppo   n       o   p ov  p    n  w      n   n  q       of   f . 

1.3 A know       n    
H    hw   h  o nw    wo      k   o  h nk p    n    n     ff who  ook  h        o  h     h    
 xp    n        n   h   v    . 

1.4 D           
Th     po            o f n  n   o    v   on  h   p   f          ov   n     no      p    n    v  
po        of  h   xp    n    of           n    n     ff, on    n    o n  of wh   w   o    v   
 n   on             h       of  h  v    . F n  n    ho        n   p            n p ho  of 
o    v   on  on  h      of  h  v      n  no    j      n  of    n      ff    v n   . 

1.5 A o   H    hw   h  o nw     
H    hw   h  o nw        n  n  p n  n  o   n     on  o         o   p  f  n   h  vo     of 
 o nw   '        n    n  h  p  nn n   n      v    of h    h  n   o             v    . Th o  h 
p       n      n , w     h    h    v  w   n   xp    n    w  h  h       v    .     n     
 h    p   p    v         p    n     n       on-  k n  p o        o h  o       n  n   on    , 
   v n     h       f  h    o   n    f      k    v      o   p ov n     n      of     . 

1.6   h       n     n  V  w? 
A     o    H    hw   h w         ho       o “ n     n  V  w” h    h  n   o             v     
 h o  h  h  Lo    Gov  n  n   n         Invo v   n   n H    h A   2007  n  Lo    A  ho       
R       on  2013 (p    4). Th       v       n  n      ho p     ,       n     ho   , G  
p        ,   n             , op o        ,  n  ph        .  

 n     n  V  w v           n oppo   n     o        v      n     on,      n  o  n   n      n   h  
 xp    n    of  n  v       who      h  ,  n    k     o   n    on  wh     h              
fo    p ov   n . Th  v          o   n           on f      k      v     o    n  v      
   v     o   n    pon    o  h        n  f     n o          h. 
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2 V     S        
Co v  sa  o s    h s aff 
H    hw   h  o nw     pok  w  h  h           M n      n          of  h      n       v  
  ppo       . 
 
Co v  sa  o s    h   s d   s 
   h   n p    n    n         w      k     o    h     xp    n   of  h  p       . 
 
Obs  va  o  of fac l    s 
O    v   on  w          h o  ho    h  v    , fo     n  on  h   on    on of  h  f         , 
    n       v  p o         n  p    n   xp    n  . 

Ov     , o    v   on  on  h       n  f      k f o  p    n   w           po    v   n  no    
 oo  p          on            fo    p ov   n . 

 

3 S  v    ov  v  w 
                                                n     o  h   own   n     n              v   
   ho      v w  . Th       no on     p  k n ,  h          v     p    n     p        p  k  w  h n 
   ho        n   of  h         . Th  p           v     pop     on of  pp ox        8,000 
           p    n  ,   n  of wh  h   v   n       o      -           . Th  p        h     h      
S  M nv    o       n    h      p        h   o   n      n   . Th   h      op n 2  o n n     
w  k. Th  p        w            ‘Goo ’ wh n  n p          h   Q   n 2024. 

4 O    v   on  

The reception area had a large number of chairs, including some which were suitable for 
patients with limited mobility. There was an electronic signing in screen, angled away from the 
waiting room area. Patients were observed using this independently during the visit. There was 
a wall mounted hand sanitiser unit, but this was empty. There were a large number of 
informational posters and leaflets throughout the waiting room. All appeared to be in date and 
were neatly displayed. There was also a wall mounted television displaying healthcare 
information on such topics as vaccinations, mental wellbeing and tips for dealing with hot 
weather. A family and friends/suggestion box was available, along with pens and paper to 
enter comments. 

There were several posters explaining the practice electronic triage and booking system, along 
with information about technical support for patients to help them use these systems. 

Healthcare staff were seen entering the waiting room and calling patients by name. Staff 
interactions observed during the visit appeared respectful and patient centred. Patients were 
supported at a pace appropriate to their mobility needs, with staff providing assistance where 
required. 
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There were male and female toilets in the reception area, both appeared clean and well 
stocked with sanitary items. There was also a notice advising that a more accessible toilet is 
also available. 

Copies of a patient participation group newsletter were available in the waiting room. This 
contained articles on improvements to the online booking system, information on how to book 
blood tests at local diagnostic centres and a section on technical support sessions on offer to 
help patients use online surgery services. 

The waiting room was not seen to have more than five patients waiting at any one time during 
the visit.  

 

5      n  f      k 
S aff a    ud  

S x   n of  h  p    n    n         w   pok  w  h            h     ff    k n ,     n  o  h  pf  .  

A       n      of p    n     po             f    on w  h  h      p  on       n  h  p   , on  
 o     , ‘I f     h    h   w       k n   own  o            I  o   n’       h        on    ook n  
      ’,  h        , ‘ h n I  o   o      h  Do  o   h       w          n ,      h      p  on    
 po     h  ov       xp    n  ’. Ano h   p    n   o       h    h    ho  h   h     ff w     nf  x     
on o     on,  h       , ‘I  o   n’       h   ppo n   n  I n       n  w    o          p  on  h   
I h    o k  p   n  n   n  n  wh n I   k   wh ,  h         h         wo   n’       h    ook    
 n, wh  h       w on ’.  

Acc ss  o s  v c  a d su g  y 

     n           on   n         n   h  w    n        fo  non-    n   ppo n   n    o       
   n    n. Th    p    n    o       h    h    ho  h   h  w    n         o       n w     oo  on , 
on      , ‘I j    w n     o h v    q   k wo   w  h  h  Do  o ,      o    n’       n  ppo n   n  
fo   h   w  ho   w    n  fo  w  k .’ Ano h   p    n      , ‘I n             nj    on ,      o    n’  
 ook  h    h   f    n   v n    n  I’   o              n      n   h  ’. 

Th    p    n    n  on         o       h    h     k of p  k n      h          w     p o     fo  
 h  , on   o     , ‘I      fo             p   on,  n  w  h v   o w  k h    f o   h      p  k 
   o    h   o       h                v n  p  k    n  h   n   n  ’. Ano h       , ‘If  o    v  h    
 o  know p  k n    n      p o      o  o       f   o   h    n fo   o   v    . I  o            
 h     , wh  h                    n     v          n  h        .’ 

Acc ss  o  l c  o  c sys  ms 

Th    w   v      on  n p    n   xp    n   of  h   ook n        on         , w  h  o   
        n    ff        o p    n  fo   , wh    o h      po      h         wo k   w    fo   h    
n     
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T n p    n    xp        on   n    o n   h   ook n  of  ppo n   n   v    h  on  n         
 n   h    ff         w  h  o p    n   h  on  n  fo  . On      , ‘I  on’       h   n   n  ,  o I h v  
 o   n   p  n  w     n   q      h n     on  of  h      p  on      o f     n on  fo    .’ Ano h   
    , ‘Th          h  ’v   o    n’     h  oo ,      k    o  p    n      h             h n       
 o   o  o  o A    f  o ’v  h         n     on ,  h n  o  h v   o           ov       n’.  

A p    n   o       h    h        on          w    n  h    op n on, ‘No  f   fo  p  po  ’. Th       , 
‘I’v   o     on    n  n   on    on  h    ff        who    o  ,  o I f n       ff       o po n   o  h  
 x    po n  on  h  p        h    o     p,  o I  n   p   n  n   n  n       h      p  on     o f       
 n fo    ’. 

   h  p    n    o       h   h   no          n   h        on           n   ook n   n       , on  
    , ‘Yo ’v   o   o  ov  w  h  h       , I            h     o  o    fo      n            o wo k 
w   ,  h          o      I h    n  ppo n   n  w  h  h  p        , wh  h     x      wh   I 
n       o   ,  o I’  h pp ’ 

6 S  ff f      k 
Ma ag m      am 

Th  p          n      o       h    h          h            wo kfo   ,       o       ff f o    
        poo   n      no  h v   h  n     o        n      ff.    w     o    h   v   n      o    
  n          f      w  ho          n   h    h          w        n     n  h  p o     of         n  
 wo     p  on    ff  n             G . 

   w     o    h    o   p    n   o p   n        v       h          w      o    h    n  h of 
w    fo   o   n   ppo n   n    n   h   p  n  w       n    v  op    o          h         w  h 
 h   n  o     on of  n   p ov                . 

Th  p          n      o       h    p    w      h    n    n   h    h    w    no 
oppo   n      fo   x  n  n   h               o      o    on. Th    o       h      onf       on of 
 h   n   n    p    h                 on      n          . 

   w       o  o    h    h  p        wo k     o     w  h  h    p    n  p      p   on   o p, wh  h 
        f-     n      v   h            q         n w       . 

 

Adm   s  a  o    am 

S  ff               ppo   v  wo k n   nv  on  n   n  po    v              . On         of 
 h        o       h    h   h      n  n          o      p    n    o      h        on          
 n   ook n         wh   v   po            h    h    w          n p    n   who  h   wo    
  w    f     n   fo   fo  on  h      h  f. Th       , ‘So   p    n   j     on’  w n   o      h  
           on   w ’v   on   h o  h    w  h  h  ,  h            n   p   k n    . I    n          
f        n ,          k         w   f o   h      p  on         f w  h v   o f     n   fo   fo   h  ’.  
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7 R  o   n    on   
H    hw   h  o nw    h v  off      o      o   n    on        on o    v   on   n  
f      k f o   o h p    n    n     ff  o   p ov   xp    n     n  h  p       . 

 

1) The practice may wish to review whether additional information or signage regarding 
nearby parking, including accessible parking options, could support patients in planning 
their visit. The practice may also wish to consider whether there are opportunities to 
discourage obstruction of the entrance to support safe access for patients with mobility 
needs. 

 
 

2) Th  p            w  h  o   v  w how p    n   who  xp    n             o    n   h  
      on                       ppo    ,  n    n   h    pp op           n   v         
 o          n  v         n   h   p    n    on  n    o      v         n   wh    
  q     . 
 

3)      n     po      on  w          fo   o   n   ppo n   n    n         w  h   k n  
         ppo n   n   fo  p  nn   p o       . Th              w  h  o   f     on  h  
 ppo n   n   ook n  p o      o  vo    h     k of  on  w          
 

4) A h n    n          p n    w   fo n   o      p  . H n  h    n      n   po   n     p  n 
      n   nf    on    k   o  h              w  h  o   v  w  h  p o     fo   h  k n   n  
f    n    n            on . 
 

5) A       n      of p    n             n     v   n       on  w  h     p  on    ff. Th  
p            w  h  o   v  w  h   f      k  o        n  wh  h    n        on     ppo  , 
     n   o      n n  wo    h  p  n         p    n        v     on     n    po    v  
 xp    n  . 
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8   ov     f      k  
 

 

1. Signage is already in place to discourage parking within the designated turnaround 
area. We will also ask the Patient Participation Group (PPG) to include an article in their 
next newsletter highlighting the availability of nearby parking and the importance of 
keeping the turnaround space clear for its intended use. 

  

2. Patients who are unable to access the online booking system can contact the surgery 
by telephone, and a member of the reception team will complete the form on their 
behalf. In addition, we are exploring the possibility of investing in technology for the 
waiting room that would enable patients to access and complete the online form 
independently while on site. 

  

3. Since the Healthwatch visit, our reception team has worked exceptionally hard and 
made significant progress in reducing waiting times for patients. The practice is also 
exploring the implementation of an alternative online triage platform to further improve 
access and efficiency, subject to approval from the Integrated Care Board (ICB). 

  

4. The hand sanitiser dispenser identified during the visit is obsolete and will be removed. 
Alternative sanitiser dispensers are available at the front desk. Ensuring that these 
dispensers remain adequately stocked forms part of the practice's daily opening and 
closing procedures. 

  

5. We are sorry to hear that some patients feel they have had negative interactions with 
members of the reception team. We encourage patients to raise any concerns directly 
with the practice so that they can be reviewed appropriately. This allows us to discuss 
individual experiences with staff members and provide additional support, guidance, or 
training where necessary to ensure a positive patient experience. 

  



 

 
 


