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Hartlepool LINk Enter and View Report
Establishment Visited -
Gladstone House Surgery, 46 Victoria Road, Hartlepool
Date and Time of Visit -
23rd November 2009   10am – 11am

Visiting Members - 
Maureen Lockwood and Audrey Woore
Reason for Visit


To speak to patients of the surgery about the services they receive, monitor the quality of service from the patient perspective and observe the service provided.

Observations

This is a busy surgery which patients attend to see doctors, nurses and to pick up prescriptions. Appointments were generally on time and a lot of up to date information was available in leaflet form as well as through the T.V display.

Visit

The surgery is located on a corner of Victoria road in a large house which has been converted into surgery accommodation with a patient services facility on the ground floor. The reception staff were very welcoming to patients and the Enter and View team. During the course of the visit 8 patients were interviewed of which 4 were female, 3 were male and the parents of a male baby patient. 
Patient Comments

· Very satisfied with the G.P’s at Gladstone House, recently moved from another practice and the service at Gladstone House are much better.
· More pre-bookable appointments should be available.
· Had to ring for an appointment on a number of times before they actually got one.
· Would like to ring up and get straight through to the surgery, started ringing at 8.30am but still didn’t get straight through.
· Tried to get through to the surgery three times, in the end had to rely on ring back facility on the phone.
· One patient found it difficult to get an appointment with the nurse.
· More flexible opening times, more evening appointments should be available. 

· More staff should be available to answer the phone or an extra phone line should be installed.

· One patient was very unhappy that their request for a hospital referral was dismissed as inappropriate by the G.P. The person came back after her appointment with the G.P to say they have now been referred.

· Brilliant service.

· Excellent service very satisfied.

· Can book an appointment on Saturday morning if working during the week.

Hospital Visits
· Would prefer to go to a local hospital , good service provided at Hartlepool

· Awkward to get to North Tees

· Had to ask family member to take them to North Tees, could not manage it on there own.

Other Issues
· 7 patients were not aware of the PALS service

· 8 patients were not aware of the PET service

· 3 patients were not aware of the ICAS service

· 1 patient was very unhappy with advice they received from NHS direct

Conclusions

· Overall the feedback received from patients during the visit indicates that patients were happy with the quality of advice and treatment they receive at Gladstone House. 
· Patients are also very pleased with the friendly and helpful service provided by the reception staff.

· All eight patients indicated that they were able to book appointments in advance but difficulties were flagged up around getting through to the surgery, particularly early morning. We recommend that the surgery look at current systems with a view to seeing whether access to the surgery by telephone can be improved during this peak period. 
Finally, Hartlepool LINk would like to thank all staff and patients who were involved in the visit for their support and co-operation.

Audrey Woore

Margaret Lockwood

