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About this report

The focus of this report is Primary Care within Knowsley, and includes comments shared by
Knowsley community members between September to December 2024.

The report includes data relating to all services included within the broader definition of
Primary Care, namely:

e GP Practices

e Dental Practices

e Pharmacies

e Opticians

There were 288 comments received about Primary Care Services within Knowsley, please
note that during this period there were no comments regarding Opticians. There have
also been 988 responses received from the Cheshire & Merseyside GP Access Survey,
further information is included within this report.

All comments used within the report are the actual words of the people who shared them
with Healthwatch Knowsley and have not been changed in any way.

Healthwatch Knowsley would welcome any feedback relating to the information
contained within this report and encourage Primary Care Services to utilise the Feedback
Centre to provide responses to the reviews to create communication between the
service and patients.

Feedback Centre

This report has been compiled using the Healthwatch
Knowsley Feedback Centre. This web based tool
enables members of the public to provide patient
experience and feedback and rate the services that
they use. Real fime analysis of the feedback, enabling
early identfification of trends and issues is available
through the system.

Additional information from the GP Access Survey have also been compiled using Smart
Survey, which is a survey tool that allows Healthwatch organisations to create more
specific and bespoke surveys to capture feedback.

Access to Primary Care Report (September - December 2024) 2



About us

Healthwatch Knowsley is your local health and social care champion.

Healthwatch Knowsley is your local health and social care champion. From Kirkby to
Halewood and everywhere in between, we make sure NHS leaders and other decision
makers hear your voice and use your feedback to improve care. We can also help you
to find reliable and trustworthy information and advice.

Our vision

Healthwatch Knowsley will be an effective and clear voice
for the community of Knowsley in relation to health and
social care service provision and commissioning.

oOur mission

Supporting you to have your say

N7
We want more people to get the information they need to take
control of their health and care, make informed decisions and

shape the services that support them.

Providing a high quality service

We want everyone who shares experiences or seeks advice
from us to receive a high quality service and understand the
difference their views make.

Ensuring your views help improve health & care

We want more services to use community views to shape the
health and care support you need today and in the future.

Our values are:

Inclusive — working with all communities across Knowsley C‘:&

Influential — we are responsive, setting the agenda and making

change happen (O\ A

Independent — we act on behalf of the local community,
listening carefully then speaking loudly on their behalf

Credible - we value knowledge, seeking information and
challenging assumptions with facts

Collaborative — we work in partnership with health and social
care organisations to keep the debate positive and we get
things done.

Access to Primary Care Report (September - December 2024) 3



Overall Shapshot

The snapshot below shows that between September to December 2024 there have
been 288 comments received relating to 37 Primary Care Services. GP's, Dentists
and Pharmacies are highlighted individually within this report (please note there
were no comments received regarding Opticians during this reporting period). In
some cases, the name of the service has not been identified and this feedback is
recorded under an unknown category. The overall rating during this period is just
over 4.1 stars (Good), the average individual ratings are between 3 and 4 stars.

288 37

Reviews for this pericd Lervices reviewsd this pericd

Average Ranng. Average inalvidiual Ratings
Cuality of care x? \l:* {_'_:-' 1_’?:3 s
i ﬁ i 2 q-"\‘ i based on 278 responses
I i | . e a F
Quality of treatment i A A S
Average rating for this period {4.1493) based on 260 respanses
Hased an 288 reviews
Staff W W
o R R -;'“'fr based on 277 responses
Duerall qverage
Cleanliness *“e' &ﬁf’ 1? kf ;
farged on 255 responzes

Food & Drink (f applicable)

bosed on 0 responses

Communication W W W
Bursed on 275 responses

Dischargs AT A" A"
bosed an 172 respanses

Aceessibility W W W
based an 250 responses

Safety o o o
hared on 244 responses

Appeintment (Waiting times) Sl Sl S

bosed on 257 responses
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Services

The table below shows those services that received the most comments from
September to December 2024 (4 months). GP practices occupy the majority of the
top 15 places in terms of volume of feedback generated. However, several dental
services make an unusual appearance in this table largely due to well publicised
issues at Liverpool Dental Spa. Dinas Lane Medical Centre has received the most
comments with 102 reviews and an overall rating of 4 stars (good). Other services
include Manor Farm Road Surgery (Aston Healthcare) (58 reviews) and Gresford
Medical Centre (46 reviews). The rating for each service is included below.

* Please be aware that system does not show 100% of the sentiment, as the system
will only show positive, negative and neutral, the remaining % accounts for any
mixed responses, which is a combination of positive, negative and neutral.

Service Service Type Reviews Positive MNegative Meutral Rating
Dinas Lane Medical Centre GPs 102 83.3% 5.9% 5.9% &
Mancr Farm Road Surgery (Aston GPs 58 67.2% 22.4% 8.6% &l
Healthcars)
Gresford Medical Centre (Astan GPs 46 58.7% 30.4% 4,3% ¥ o
Healtheare Limitecd)
Dr Maassarani & Partners (St GPs 7 28.6% 571% 14.3% X '_;
Chady's} formerly Trentham
Medical Centre
Cornerways Meeizal Centre GPs f 100.0% 0% 0% o
Camberley Medical Centre (Aston GPs i 83.3% 0% 16.7% F i Tl e
Healthcars)

Liverpool Dental Spa Dentists ] 50.0% 33.3% 0% .
Millbrook Medical Centre GPs 5 0% 830.0% 0% o ]
Wingate Medical Centre GPs 5 60.0% 20.0% 0% F el

Dir Maassarani and Partners GPs 4 75.0% 25.0% 0% s % r
(Tewverhill & Melling Surgery)
Roby Medical Centre GPs 3 100.0% 0% 0% o ] ]
Tarbock Medical Centre GPs 3 33.3% 0% a6, 7% a7 "_; L
Stackbridge Village Medical GPs 3 66, 7% 0% 3,3% y o s
Centre (Dr P Righy and Partners)
Cromer House Dental Fractice Dentists 2 100.0% 0% 0% e
Atlantic Dental Practice - Croxteth Dentists 2 0% 100.0% 0%

Those primary care services that have received fewer patient comments on the HWK
feedback centre have limited data on which to self-assess and identify any areas of
success or others which may require improvement. It is also possible that a small volume
of feedback provided voluntarily may represent a bias toward those patients who have
had an unhappy experience.
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Categories

The category that has received the most feedback has been GP services with 266
comments (411), Pharmacies receiving 3 comments (186) and Dentists receiving 19
comments (7). Whilst a slight uplift in the volume of dental comments has already
been referenced, pharmacy comments has significantly reduced compared to
the previous report which included a targeted survey at some pharmacies.
Numbers in brackets represent volume of feedback in the previous 4 months. The
table below also shows the sentiment and rating for each category.

Dermals

Pharmacy
a &l 0 150 L] 280
Name Total Feedback Positive Megative Meutral Rating
Dentists 19 57.9% 21.1% 5.3% o T L e
GPs 266 68.6% 20.3% 6.8% b B B B R
Pharmacy 3 0% 100.0% 0% '{k f_"? ﬁ‘:} {‘? x::.r
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Sentiment

As well as providing an overall star rating
which is based on the ratings given by local
people, our feedback centfre also uses
sentiment technology which looks at each
piece of anonymous feedback shared and
reviews the positive, negative and neutral
sentiments. Analysis of this reporting period
shows that comments overall are 67% positive, 21% negative, 7% neutral and 5%
mixed (this includes comments that are a mix of positive, negative and neutral).

The word clouds below highlight some of the most used phrases within the
comments received, the most used positive word is "helpful’ and the most used
negative phrase is ‘a problem’.

Positive Words Negative Words
thorough professional cancer my problems
reat a lovely lady my issue ";fogf:;i
“Thelpful e ~—Q problem=
Fe  Quick service informative , . .
friendly s e a bitmy issues_ISSUES

Friends & Family

Patients were asked if they would recommend the services to their friends and
family, with 285 respondents answering this question. 171 people said they would
be extremely likely to recommend; 56 stating they would be likely to recommend;
17 stated neither; 10 would be unlikely to recommend, 24 stated they would be
extremely unlikely to recommend and 7 people didn’t know.

Extremely Unlikely (24)
Don't Know (7)

Extremely Likely (171) ANNNANNANNNRNNNNNANNNNANNNNNNNNY
Likely (56) ANNNNNNN\N
Neither (17) NN
Unlikely (10)
NN\
§
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Key Themes

A number of key themes have been highlighted during production of this report where
elements of the services have scored particularly well or poorly by significant numbers of
respondents.

These include:
e Of 251 comments relating to freatment and care 91% scored this positively
e Of 233 comments relating to staff 89% scored this positively
e Of 139 comments relating to communication 78% scored this positively
e Of 104 comments relating to gaining access to the service 55% scored this
negatively
e Of 85 comments relating to administration issues 71% scored this negatively

Please note comments may include multiple themes.

N Fositeee (5] I Megative [36) Meuiral (%)

Actess o services
Treatmers and cars
Sxall

Comeunicaton
|]Iﬂg|'ﬁ=|'\'=\'&'\f‘:’dl|'l'ﬂ|

Agmrisiration

Reefernals
Eaciilies s srrcundings .

Dignity & Fespert .

Redication _
Franoa I
Unspecited
L R R R T A, . . L. .
o ol Reviews
Thema Count Positive MNegative Meutral
Access to services i A4% 55% 1%
Treatment and care 251 91% 8% 0%
Staff 233 89% 1% 0%
Communication 139 TE% 21% 1%
Diagnosis/assessment T3 Ta% 19% 3%
Administration £S5 29% % 0% Sub-Themes >
Referrals 1 100% (13-4 0% £ b-Themes >
Facilities and surroundings 5 40% B0% 0% Sub-Themes >
Dignity and Respect 4 T5% 25% 0% < b Thermes >
Medication 26 54% 46% 0% 2 e Therres
Finance 3 0% 100% 0% Sub-Themes >
Unspecified 3 0% 0% 100%
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GP Services - Overview

There have been 266 comments received relating to 24 GP Practices. The overall
rating during this period is just over 4.2 stars (Good), the average individual rating
is between 3 and 4 stars.

266 24

Reviews for this period Services reviewed this pertod

Average Rating: Average individual Ratings

Quality of care @ G T e

j 2 j i based on 259 responses

- Quality of treatment S l' T
Average rating for this period (4.2218) based on 241 responses
Based on 266 reviews
Staff & @ T
S <7 f S <Gy based an 258 responses
Overall average

Cleanliness ‘ ‘?l,“] '[7 J/ |
based on 236 responses
Food & Drink {if applicable)
based on O responses
Communication T f‘ i R
based on 256 responses
Discharge < r L'r 9
based on 158 responses
Accessibility f L_" AI Lz
based on 237 responses
Safety W w W
based on 226 responses
Appointment {Waiting times) o A A
based on 238 responses
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GP - Key Themes

Overall, patients have been marginally less positive in describing their experiences
across several of the main service themes, this is identified further in the chart on
page 16.

Treatment & Care

In terms of freatment and care the table below shows that a majority of the comments
received were positive, with comments relating to the ‘experience’ being the sub-theme
mentioned the most frequently during this reporting period.

Treatment and care 227 6%
Experience 210 6%

Safety of Care/Treatment 2 50%
Treatment Explanation 18 0%

Below are some examples of the comments received within the treatment and
care theme.

“Professional and very understanding. Dealt with my issues immediately.”

“My experience today was very good | was listed to very well and my doctor was
amazing she talked to me and reassured me a lot.”

“Earlier today | attended an appointment with Dr (name omitted); upon entering the
room | was greeted well with my full name, asked my profession and thanked. During
the appointment the doctor filled me full of confidence as to what we were going to
do moving forward with my medication. We discussed the possible options and
came to a conclusion which | am very happy with. Throughout the appointment he
appeared to be very confident and precise in what he was recommending which
equally gave me confidence and a sense of relief. Thank you!”

“I am well aware of the time constraints that GPs are under with appointments and at
times as a patient one can leave a little disappointed but yesterday the Dr addressed
all concerns as they were related to my concerns. | actually thanked the lady and
stated that our discussion and treatment plan had improved my mind-set which was
an added bonus.”

“Excellent care for my husband following his heart attack and stroke. Reviewed very
quickly, easy to access and for bloods. However, getting an appointment for my
husband is stressful sometimes.”
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Staff

The majority of comments received that related to staff members have been
positive, with ‘Clinician’ being the main sub-theme (126 comments). Staff attitude
(62 comments) is also mentioned positively in the comments received, some
examples are included below:

Staff 212 8%
Clinician 126 3%
Continuity 4 50%
Attitudes 62 6%
Reception Staff 17 18%
Suitability 3 100%
Staffing levels 1 100%
Training and development 1 0%

“Very nice doctor and listened to my concerns.”

“My Doctor was very quick on furnishing me with the details of my recent
blood test in time for my hospital phone consultation.”

“My doctor was very efficient and arranged some pain control, when needed.
A blood test, a scan which | will be notified of and needed to get back to me
with regards to an x-ray or scan, which she did and | can go for next week.
She was polite and friendly which makes things so much easier and reassured
me on something. | couldn’t have asked for better than that. Thank you.”

“Staff have a very polite attitude. | seen the GP and Nurse for my learning
disability annual health check, which took about 30 minutes. | did not receive
a health action plan to take home.”
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Communication

The majority of communication themed comments (126 comments) received
related to ‘general’ and have been positive. Some examples are included below:

Communication 126 19%
General 115 10%
Lack of 13 100%

“When | have issues they are always ready to listen and book appointments.”

“I managed to secure an emergency appointment at this surgery via my own
surgery at manor farm, | was seen and assessed by a courteous pleasant and
helpful advanced nurse practitioner and was referred for an emergency
appointment with the hospital. In the evening | received a text from the
practitioner explaining next steps and also a text from the hospital to advise
referral has been made. | am very pleased with this excellent prompt service.”

“Very good experience on time good interaction with the doctor was able to
explain all of the alternatives available to treat my condition.”

“Very satisfactory outcome. Clear communication from all staff satisfied with
all aspects.”
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Access to Services

We continue to see mixed experiences in those areas relating to Access to
Services. There is a notable variety of sub-themes within this area including lack of
access, waiting times, information and advice, telephone appointments and
telephone systems as highlighted in the table below:

Access to services 94 54%
Waiting times 23 35%
Telephone Appointments 9 56%
Lack of 23 100%
Information and Advice 13 0%
Convenience/Distance to travel 3 100%
Use of digital services 4 50%
Telephone Systems 7 100%
General 2 0%
Face to Face appointments 6 17%
Patient choice 4 50%

Examples of comments are included below:

“Care is good but the problem is trying to get appointments have sometimes
fried from 8am on several days. However when in contact with medical staff,
caring and listening to issues and responding.”

“Getting through to make an appointment is the most difficult part, as a carer
it’s impossible for me to ring at 8 on the dot and keep trying to get an
appointment, by the time | am back from my drop off all the appointments
have always gone, it is so stressful trying to get someone to try and ring for me,
or bring someone along to keep pressing redial while | am driving. This | feel is
the only thing that lets the surgery down. However, My Doctor today was Dr
(name omitted), I really like Dr (name omitted) is always great at listening and
is very thorough, has a lovely reassuring bedside manner! Thank you.”

“I'managed to get a face to face appointment with the doctor after a quick
phone call. | could discuss my medical issues without feeling rushed. | only
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gave a 3 star rating for appointment waiting times as, like many other patients,
| queuved at 8am for 30mns to be able to ask to see a doctor.”

“Had a telephone consultation as could not get to see my doctor. Then told
would be a week before | could see a doctor. Told to get a self certification in
the meantime. | didn’t want to take so much time off work. This had also now
had a negative effect on my health and well being as am not only ill but now
stressed out about work and paying for my bills. Where | have had to put one
star | would realistically have put a zero.”

“Whilst | have benefited from a range of health screening measures over the
last 10 years | have noticed a welcome increase in measures from Aston in the
last year. More frequent blood tests and face to face appointments aimed at
conftrolling my diabetes and potential heart/lung condition. This, apart from,
being welcome generally serves to increase my confidence in my health and
really feels like they care and enables me to make informed decisions set
targets and manage my condition effectively. | like the patient access app
and the way it opens up my results for inspection and makes appointments
easy to arrange and respond to. Please keep it up and thankyou.”

Administration

‘Administration’ continues to be an area of concern for patients with 71% of the 82
comments received being negative, with a number of people struggling with
appointment availability and having issues when booking appointments. Examples
of comments are included below:

Administration 82 71%
Appointment availability 45 60%
Booking appointments 30 83%
Medical records 2 100%
Management of service 3 67%
General 2 100%

“Been with this surgery for 30 plus years and it is the worst it has been. Still
using covid as an excuse to not see patients. Wait 3 weeks for a telephone
consultation then an extra 2/3 weeks to see a doctor. Get pushed fo see the
practice nurse who | know is unable to help with the problems. Receptionists
telling you there are no appointments then when a friend comes in they give

Access to Primary Care Report (September - December 2024) 14



them an appointment same day. Reception staff telling you they will
reschedule a doctor call back then when you call fo see why you haven't
received a call they take no responsibility (same receptionist) and tell you to
call back at 8am even though the next day you are unable to due fo work
commitments. | honestly am in disbelief as | type this but it’s a terrible service
that needs investigating.”

“I have been trying to get an appointment for two weeks but every time |
phoned up all appointments were filled.”

“Still disappointed you haven't opened up making an appointment via the
automated phone service whereby you selected a date/time. Extremely
difficult to get through at 8am to get an appointment.”

“Always able to get an appointment with minimal wait.”

“Excellent care and treatment. need a better system for appointment.”

“Flexible appointment booking process. Significantly more focused on patient
needs than the process in place at Manor farm.”

Diagnosis/Assessment

‘Diagnosis/Assessment’ has been a key theme within this period, with a majority
(78%) of patients happy with the diagnosis/assessment process within their surgery.
Examples of comments are included below:

Diagnosis/assessment 72 19%
General 48 6%

Lack of 7 86%
Tests/Results 18 28%

“This was an emergency appointment referred from my own Surgery. Very
competent thorough and efficient assessment/ examination. The APN had a
nice professional manner and made me feel comfortable throughout the
whole examination. Excellent communication and information sharing.”

“Visited through injury and had referral to physio. Discovered hypertension and
promptly treated and supported with understanding of tests and treatment.”
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GP - Reporting Overview

The graph below provides an overview of the percentage of positive comments
relating to the most popular themes between January 2023 and December 2024
on a quarterly basis:

Themes - Positive %
120%
100%
80%
60%
40%
20%

0%
: Jan - Mar 23 Apr-Jun 23 Jul-Sep 23 Oct - Dec 23 Jan - Mar 24 Apr-Jun 24 Jul- Sep 24 Oct - Dec 24

=== A\CCeSS 1O Services 17% 29% 42% 47% 32% 47% 52% 45%
=== Administration 10% 22% 33% 43% 27% 34% 40% 29%
=== Communication 72% 74% 85% 86% 74% 88% 88% 79%
Diagnosis/Assessment 62% 57% 82% 84% 66% 75% 83% 78%
=== Medication 48% 53% 70% 73% 49% 85% 76% 64%
=@=—PReferrals 52% 55% 70% 100% 93% 58% 100% 100%
o Saff 80% 87% 93% 91% 85% 93% 91% 92%
=== Treatment & Care 91% 90% 96% 94% 88% 95% 96% 94%
== [\cCess to Services =@ Administration =@ Communication Diagnosis/Assessment
=== \Icdication =@ Referrals e Staff =@==Treatment & Care

The image shows that overall there has been a small decline in some areas,
specifically in relation to access to services and administration in the percentage
of positive comments received.

Responding to Patients

The Healthwatch Knowsley Feedback Centre gives the opportunity for service
providers to directly respond and communicate with patients. 308 comments
received a response from the provider (please note that some of the responses
related to comments received in August 2024).

When we receive low rated reviews or particularly negative reviews, we will
contact the reviewer with information about raising their concerns with the
Practice directly, as well as information about the Advocacy services within
Knowsley to support any complaints relating to health care.
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Cheshire & Merseyside GP Access Survey

We have been contributing to a joint piece of work with all nine local Healthwatch
organisations across Cheshire and Merseyside.

Plans to improve patient access to primary care services were launched in spring
2024. The Cheshire and Merseyside ICB have asked Healthwatch to report what
change if any, people have noticed since then in their experience of GP services.

The survey went live in October and is open to all residents in Cheshire and
Merseyside. It allows individuals to share their personal experiences of using, or
attempting to use, GP services in the past 12 months. The information gathered will
be used to identify gaps in services, highlight areas of improvement, and provide
recommendations directly to service commissioners, ensuring that the voice of the
community is reflected in service planning and delivery.

Healthwatch Knowsley has used its own extensive networks, including the support
of GP surgeries to encourage responses to the survey from local residents. As a
consequence of the 2911 responses received so far across Cheshire and
Merseyside 988 (34%) have been received from Knowsley residents,.

The survey will remain open over winter. The results and recommendations will be
published on local Healthwatch websites and shared with Cheshire & Merseyside
Integrated Care Board and local partners in Knowsley.

Booking Appointments Survey

Knowsley Place has approached Healthwatch Knowsley about developing a
bespoke single question survey. The survey asks patients about their experience of
contacting their GP, providing options ranging from very good to very poor; there
is also an opportunity for the patient to include any additional comments.

It is anticipated that the survey will continue as a rolling programme able to
provide periodic updates about patients experiences of the booking process.
Responses would be able to be filtered by individual GP practice, PCN, or place
PCN’s and reported on a regular basis.
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Dental Services - Overview

There have been 19 comments received relating to 10 Dental Practices. The
overall rating during this period is just over 3.5 stars (OK), the average individual
ratings are between 3-4 stars.

19 10

Rewviews for this period Services reviewed this period

Average Raling: Average tncdividual Ralings
Quality of care ﬂr‘ '\.'_F_\]? '{_\_‘?
N N based on 18 responses
W W W W
L] | S iy Fal N
Cuality of eatment e
Average roting for this period (2 5769) Losed on T8 respanses
Bused on 79 reviews
Staff ~.‘2? k_‘.’]r T t?
.;I-“-F M .;I-“-F o s based on 18 responses
Creerail overage
Cleanliness T S o S

bosed on 17 responses

Food & Drink (if applicable)
bosed on O responses

Cammunication ot o e
bosed on 18 responses

Discharge ol T
based on 13 responses

Accessibility W
based on 17 responses

Safety W
based on 16 responses

Appaintrnent (Waiting times) A.r f,? {“?
based on 18 responses
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Dentists - Key Themes

Treatment & Care

In terms of freatment and care the table below shows that the comments received were
positive, with ‘experience’ being the sub-theme mentioned.

Treatment and care 23 30%
Experience 16 31%

Safety of Care/Treatment 1 100%

Quality 1 100%
Treatment Explanation 3 0%

Below are some examples of the comments received within the treatment and
care theme.

“Saw (hame omitted) regarding a troublesome back molar. He examined the tooth
and took x-rays then discussed in detail tfreatment available. | opted for an
extraction, which, on attending, (hame omitted) explained every step of the way,
what he was going to do. The extraction was quick and painless. And aftercare
advice was given.”

“l just want to say a huge thank you to both reception, staff and dentist for the
kind care and understanding shown to me yesterday from a troublesome tooth
which had me in tears the tooth extraction | didn't even feel had been taken
out that quickly but the total care throughout was exemplary. | would
certainly recommend Roby Rd Dental Practice, Huyton Liverpool, also asked
call back Monday to see all ok. Thank you again.”

“Been going here for a long time, all went pair shape with their personnel
problems lost all the good staff after lock down current staff very poor never
had the same person see me more than once never even had the curtesy to
let me know they were closed but kept taking my monthly fee takes a lot to
get my back up, the treatment | had from (name omitted) was always top
notch.”
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Staff

The majority of comments received that related to staff members have been
positive, with ‘attitudes’ being the main sub-theme (9 comments), some examples
are included below:

Staff 19 37%
Attitudes 9 44%
Clinician 7 0%
Continuity 1 100%

Staffing levels 1 100%
Reception Staff 1 100%

“Reception staff have awful customer service rude doesn't even cut it. Child
been neglected for months and being left in pain only given antibiotics.
Dental practice just trying to push us to go private.”

“(Name omitted) was an exceptionally good dentist. Five starts from me.
Sadly, he retired and the business is now run by a dentist that has poor
manners, and does not do a very good job generally. Repeat visits have been

LIS 1

necessary due to poor 'fixes'.

“I recently had the pleasure of visiting (name omitted) for porcelain veneers,
and | can honestly say it was a life-changing experience. From the moment |
walked into his clinic, | felt completely at ease, which is something | never
expected at a dental office.”
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Communication
The majority of communication themed comments (10 comments) received
related to ‘general’ and have been positive. Some examples are included below:

Communication 12 33%
General 10 20%
Lack of 2 100%

“The staff and dentist explained everything that needed to happen and
included a treatment plan. The dental work itself was brilliant. Improvements
could be more staff and better dental chairs for patients.

“Polite staff who put you at ease. High standards of care and treatment.
Reassurance for nervous patients. Good staff team - explained procedures.
Accessibility for disability is an issue with no lift due to listed building.”

“The student was excellent in explaining the process s made me feel
completely at ease.”

Access to Services

In ferms of Access to Services for dental care, there have been 10 comments
received via the feedback centre; however, lack of access to this service is
captured through our signposting and information service. Further information
relating to access to dental care is included within this report on page 30.

Access to services 10 60%

Information and Advice 2 0%

General 2 0%
Waiting times 1 100%
Lack of 4 100%
Telephone Systems 1 100%

“No emergency appointments despite being 1 in call queue. Waited 20
minutes for call to be answered despite being 1 in the call queue. Unable to
pre book appointment despite fact the broken tooth would require treatment.
Receptionist hung up prior to me finishing my call - | wanted to confirm my
contact details in case of cancellation.”
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I have paid a lot of money for full mouth restoration so far, implants too tight
together, further issues ignored, Now have to pay again as crowns fell out
breaking tooth that now have been extracted leaving gaps either side. Now |
am mid implant treatment again, called multiple times in August but they had
closed shop and moved and didn't inform patients, had to remove my own
stitches. Been promised call backs 3 times with follow up appointments and no
one has called, | am mid treatment and feel lost.”

“Lucky because | pay for treatment - never been denied an appointment or
freatment. Can't fault it because it's private and not NHS patient.”
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Pharmacy Services - Overview

In total, there have been 3 comments received relating to 3 Pharmacies. The
overall rating during this period is 1.3 stars (poor), the average individual ratings
are between 1 and 3 stars.

Average Raring:

Average ratineg for this period {1.3333)
Besed on 3 reviews

Sy P A
o e o o

Overall average

3

Services reviewed this period

Average Individual Ratings

Quality af care R
based ov T resporses

Guality of treatment o
based on T resporses

Staff L
based on 1 responses

Cleanliness q-i““' k’f" '[n?
baszed on 2 responses

Food & Drink (f applicable)
based o O Fespanses

Communication &
based on T resporises

Discharge “af
bosed on 1 responses

Accessibility A A A
based on 2 resporses

Safety AT A"
bosed on 2 responses

Appaintment (Vaiting times) W

bgsed o T respanses
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Pharmacy - Key Themes

Medication

The comments received that related to medication have been 100% negative,
some examples are included below:

100%

Medication 3
Waiting Times 1 100%
Medication Supply 1 100%

Medicines Management 1 100%

“He won't provide my prescription because he said its too expensive. I've
been on the said prescription for 25 years.”

“Have to wait 30minutes for prescription. | also make sure they know how
many items I've ordered as | was told | only had amount given.”

Staff

The comments received that related to staff members have been negative, with
‘Attitudes’ being the sub-theme, an example is included below:

Staff 2 100%

Attitudes 2 100%

another customer just because | couldn't wait for my prescription order whilst |

6 “Male member of staff humiliated and made sarcastic remarks about me to
stood there won't ever go here again nor recommend anyone going there.”
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Other themes

Other themes included freatment and care, finance and communication.

Treatment and care 1 0% 100% 0%
Experience 1 0% 100% 0%
Finance 1 0% 100% 0%
Financial Viability 1 0% 100% 0%
Communication 1 0% 100% 0%
General 1 0% 100% 0%

During this period, Healthwatch Knowsley have supported the Pharmaceutical

Needs Assessment process, through promotion via the website, social media and
e-bulletin. Work was completed directly with Knowsley residents through outreach

sessions to support them complete the survey.
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Key Trends

In ferms of access overall there are some important areas that have been
highlighted through the comments received. Examples are highlighted below:

Accessing GP appointments

Some patients continue to be frustrated about the process they have to follow in
order to try to get an appointment. With most surgeries asking patients to call at
8am for an appointment, this has meant an increase in the number of patients
trying to get an appointment at the same time and if they are unsuccessful,
repeating this process the next day, or needing to use alternatives such as Walk in
Centres.

“Getting an appointment is a nightmare when | had my last appt they didn’t have

enough fime and told me | would have to make another appt to discuss more issues.
Also waiting on appointment date for surgery and not willing fo chase up for me.
Need to improve appointment systems and seeing same doctor.”

“Care is good but the problem is trying to get appointments have sometimes tried
from 8am on several days. However when in contact with medical staff, caring and
listening to issues and responding.”

“Still disappointed you haven't opened up making an appointment via the
automated phone service whereby you selected a date/time. Extremely
difficult to get through at 8am to get an appointment.”

“Couldn’t get an appointment, told to ring the following morning. Couldn't get
through, went to reception and met by abrupt receptionist. Not helpful.
Eventually rang enquiry line and a lovely lady called Pauline who helped me
get an appointment same day. | have COPD and | needed to be seen
urgently. Need a better system.”

Some patients have continued to report having to queue up outside the surgery
before opening in order to get an appointment, with patients feeling that this is
the best way to guarantee an appointment:

“I'managed to get a face to face appointment with the doctor after a quick
phone call. | could discuss my medical issues without feeling rushed. | only
gave a 3 star rating for appointment waiting times as, like many other patients,
| queued at 8am for 30mns to be able to ask to see a doctor.”

“It is very difficult to get an appointment, after 2 days of calling at 8am to be
told no appointments available my sister started queuing outside the practice
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at 7.15am and she was 5th in the queue. However once seen the service is
good and the doctor was thorough and referred me to the hospital quickly.”

“I like the doctors that I've met at the surgery. Wish you didn't have to queue
of a morning to get an appointment. Other than that, it's a nice surgery.”

“My daughter queued at 7.30, and Dr (name omitted) phoned me at 11am.
She wanted me to go to the surgery for examination. As my husband had a
blood test appointment, we both went together. Dr (name omitted) was very
kind and prescribed me antibiotics for a chest infection.”

“I have had to queue from 7.30 am each time | have needed an appointment.
This needs reviewing urgently as the vulnerable are missing urgent GP care!
The drs are very good.”

Staff

During this reporting period, there have been a notable trend during this reporting
period has been a number of comments highlighting patient’s positive
experiences of staff, with patients mentioning staff going above and beyond to
help them. Some examples include:

“I called for an appointment but was advised by (name omitted) there was none
available until the next morning. | asked could she keep my name in case of a
cancellation and 30 minutes or so later, she called and left a voicemail offering me a
same day appointment! (Name omitted) also sent this information via text message.
Absolutely excellent service (hame omitted). She really went above and beyond.
Thank you.”

“Felt comfortable with the advice given by the doctor was seen to quickly. And the
staff on the phone and reception were very helpful and answered all my questions.”

“From appointments to speaking to receptionist nothing too much trouble for
anyone. (Name omitted) GP has been amazing, trying to get to root course of recent
on going illness. Couldn't be more grateful if had to go private.”

“Practice manager very supportive of my needs and arrangement made for a one to
one appointment. Doctor (name omitted). Very supportive and gave me time to
address my mental health. Came out of the appointment feeling | had been heard.
All issues regarding my health concerns have been addressed and referrals to other
health professionals done.”

“(Name omitted) is a credit to yourselves he treats people with respect and nothing is
foo much trouble a most valuable employee. (Name omitted) was very friendly and
put me at ease. Once again as with (name omitted) she is a great representative for
organization

Access to Primary Care Report (September - December 2024) 27



Appropriate Staff

Some patient have reported that in some cases they felt the clinician they have
seen hasn't been the appropriate member of staff, particularly when patients feel
they need a Doctor and receive an appointment with a Nurse Practitioner. Some
examples include:

“There are never any appointments available with doctors. Only nurses who are
great but not doctors so when they can’t help you are (language omitted).... I've
been several times to see the nurse knowing that it's a doctor who has been
recommended by the last nurses who have seen me. Without seeing a doctor there
will be no progress. If I've developed anything that needs to be picked up by a
doctor over the last two years it will likely not be treatable by the time | do get to see
doctor.”

“The doctor at my local practice (omitted) advised me to make an appointment with
a nurse about my diabetes medication. | could only get an appointment with a nurse
at (omitted). When | was called in, | wasn't in the room for longer than 2 minutes. The
nurse said she doesn't deal with chronic illnesses and couldn't help me. I travelled 30
mins for this appointment on the advice of my doctor and got nowhere. Ridiculous.”

“Unprofessional nurse who speaks fo you like you are a piece of dirt with a very poor
attitude. Nurse had very little knowledge and understanding about the medication
which you've booked for and repeatedly dismissed NHS guidelines. Dangerous and
unsafe clinical practice, would not recommend to anyone.”

Children’s Health

During this reporting period, there has been a small frend of parents who have
provided feedback relating to getting treatment for their child, highlighting some
key concerns in which parents had to look at other health services to get the
treatment and care needed:

“Went to the doctor for my son advised | believed he had croup like symptoms.
Doctor completely belittled me and asked “is this your first child” in which |
responded “no”. The doctor went on to say my son was teething and just needs “a
decent teether that goes in fridge”. Thankfully | trusted my gut and took my son to
Alder Hey in which case he was freated with a steroid medicine, as the doctor stated
he had a wheeze on his chest, which could be bronchitis or croup. If this treatment
happened to a first ime mum maybe they would question themselves and believe
they are “over reacting” and children can deteriorate quickly.”

“Will never see nurse in there ever again took my daughter as she was unwell an had
big sores over her body the nurse said she was fine well clearly she weren’t, she kept
saying as she fell no she hasn't fell over these are Sutton more serious! Anyway she
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just kept saying she fine | didn’t get listened to at all... so | went the chemist which is
right next door to doctors an asked someone to look at her the women said take her
straight to walk-inn or hospital, as | thought | thought her the walk inn she was
diagnosed with STAPH and now on Antibiotics! So this so called nurse needs to listen
and check people properly! | think this is disguising my little girl could have got much
worst if | listened to this nurse ac forgot her name but | will be posting it as well
shouldn’t be allowed to nurse anyone!”

“Went with my 1YO who had high temperature, waited 30 min beyond the time of
the appointment. The doctor scared her and made her cry, barely listed to her
breathing and provided advice which contradicts the information on the NHS
website and provided no diagnosis. Went to Walk-in centre straight after to get a
proper check and a diagnosis.”

“I asked for a repeat prescription of my child’s inhaler. | was told the prescription
would take 3 days. | stated that he needed it before 3 days as he is severely
asthmatic. | was told by GP surgery receptionist that if he became ill to take him to
A&E. | explained this was crazy as he just needed on inhaler. | then went to Walk in
Centre they took him to into triage and was then asked to wait - the son had an
autistic meltdown and | had to leave - no inhaler given. | asked at a chemist on my
way home - they said they couldn't give one over the counter. Exhausted all avenues
went home they my son became very ill in the night and | had to phone 111 who then
phoned for an ambulance for my son. The ambulance came and they were brilliant
with my son - gave him a nebuliser mask. We had to go to A&E where we waited
hours. Was eventually seen late morning the next day. Was provided with an inhaler
and spacer by Dr in A&E. This disrupted my son’s routine who is autistic and he missed
school and it had a knock on effect.”
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Accessing Dental Care

Access to dental care continues to be one of the highest most requested
signposting queries received by Healthwatch Knowsley, with people struggling to
get a dentist within the area, as well as people requiring both emergency and
specialist care. From January 2024 to December 2024, Healthwatch Knowsley
received 345 queries relating to dentistry (as highlighted in the graph and table
below). Between September and December 2024, there were 106 queries from
people struggling to access NHS dental care, which shows a small decline in the
number of queries received in comparison the previous reporting period (113
queries).

Total Number of Dental Queries
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Healthwatch Knowsley have regularly contacted all dental surgeries within
Knowsley to understand their capacity for taking on new patients, accessing
emergency appointments, as well as any waiting lists for appointments. Despite a
few dentists taking on new patients initially, this has quickly changed due to high
demand in the borough. The most recent call around for all dental surgeries has
shown there is little change in access for NHS patients

In relation to signposting people, we suggest that people contact local dental
surgeries to be added to their waiting lists, or provide contact for other
Healthwatch organisations in other areas to check availability. Information has
also been shared about dentists offering private dental care, as well as the
surgeries who offer payment plans. If the person is in pain or struggling to eat we
will signpost them to the emergency helpline to get support with accessing an
emergency appointment.
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Healthwatch Knowsley are aware that in October Origins Dental Surgery closed its
venues in Prescot and Halewood, which has further impacted Knowsley residents
trying to access dental care. Within this period, Healthwatch Knowsley received a
number of queries from frustrated residents who were unable to access their
dentist without any notice of the closures.

First of all a number of concerns have also been raised by patients accessing
Liverpool Dental Spa, in which people have issues with private freatment received.
The comments have raised issues relating to finance, as well as suggesting the
work that has been done has not been completed and dental work was not to an
appropriate standard. In these cases, Healthwatch Knowsley have signposted
patients to the General Dental Council and Dental Complaints Service.

Working with Primary Care Networks

Patient Forums
We continue to support the development of PCN Patient Forums, Healthwatch
Knowsley are now supporting the three Primary Care Network Patient Forums.

Kirkby PCN

At the meeting in September, the group discussed the changes to the diabetic
service within Knowsley. Feedback was also requested for the telephone call back
systems in place within GP surgeries.

During the November meeting, the MacMillan Cancer Care co-ordinator attended
the meeting to discuss their service. The group also discussed the potential for a
Joint PCN Forum in the future.

West PCN

A meeting took place in October; the focus of the session was to discuss
Pharmacy First. Discussions also took place about childhood vaccinations, liver
screening, digital technology and care for MDD.

South & Central PCN

At a meeting in September, Spirit Heath attended who are supporting the changes
to the diabetes service within Knowsley. In December, the group also discussed
the enhanced access service, CQC Inpatient Surveys and dementia workshop.

During this period, all PCN forums have discussed medicines management,
including discussion relating to stock levels and ongoing campaigns. The agendas
also included information about current and ongoing surveys within Knowsley, for
example the Pharmaceutical Needs Assessment.
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Conclusions

This report identifies a number of key themes and highlights some concerns raised
in relation to accessing Primary Care services.

Treatment & Care

Treatment and care has continued to be the most highly rated theme.
Healthwatch Knowsley regularly receive a consistent number of positive comments
relating to the treatment received, showing that despite some people stating they
have struggled with access, when they do receive care it has been a positive
experience.

Access to Services

General Practice

In relation to access, concerns emerge from trying to contact their surgery at 8am
to obtain an appointment, relaying their frustration in having to call the surgery
numerous times or even attending the surgery in person only to be told all
appointments have gone and therefore have to repeat the process again the
following day.

Some suggestions about improvements to services have been included below:

e Avoiding patients getting lost in the gap through repeatedly trying each day
to access an appointment — offering an option for all patients who access
the service.

e To look at how improvements could be made to avoid patients feeling the
only way to guarantee an appointment is to attend the surgery before 8am,
including clear communication about options and new telephone systems.

e To continue the use of alternative methods to tfreat and connect with
patients, triage, telephone consultations and digital services to meet all
patient’s needs.

e Understanding that not all people will or are able to access services online.

Some practices have both promoted and utilised the Healthwatch Knowsley
Feedback Centre with patients and have been able to respond to comments in
order to directly communicate with patients, specifically relating to current
services and options in place to support the needs of patients. HWK would
encourage practices to use any communication opportunities to relay these
options and services to their patients to raise awareness, therefore helping to
improve access to their services.

Healthwatch Knowsley are aware that there are significant pressures and demand
for primary care services. It is hoped that this information can help inform the
ongoing work to respond to patient needs.
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Dental Care

In relation to access to NHS dental health care, this continues to be an ongoing
issue with Knowsley residents, with people struggling to find dental care within their
locality. People are continuing to struggle to access emergency care, as well as
follow up care after emergency treatment. Despite a monthly call to dental
practices, there has been no significant changes to access for NHS patient.
However, in discussion with colleagues in neighbouring boroughs, some Liverpool
dental surgeries have become available to new NHS patients, with Knowsley
residents being signposted to services outside of the areaq.

It is hoped that the Government's Dental Recovery Plan will help to improve
access to affordable NHS dental treatment, although we are aware that this will
not be an overnight fix. Healthwatch Knowsley will continue to contact all dental
surgeries within Knowsley to monitor their availability for both NHS and private
patients.
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