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Hartlepool LINk Enter and View Report
Establishment Visited -
Hart Medical Practice, Surgery Lane, Hartlepool
Date and Time of Visit -
January 11th 2010, 10.30am-11.45am
Visiting Members - 
Jean Hatch, Audrey Woore

Reason for Visit


To speak to users of the surgery about the services they receive 

and directly observe the service being provided and to monitor the impact of 

the recent merger of two surgeries into one.

Observations

.                          On entering the surgery it had a feel good factor, a very impressive but also very caring atmosphere. The surgery is an asset to Hartlepool. Appointments appeared to be on time, and up to date information was available on notice boards. There was also a play area and changing facilities for children. 


Patients were called to see a Doctor or nurse by means of a call board screen, a patient’s name appears on screen when it is there appointed time. 


Two practices have recently merged together bringing patients from both.
Visit

The surgery has its own car park with easy access to the surgery. It is a large extended building with spacious consulting rooms. On arrival we reported to reception and were met by the Practice Manager, Dorothy Wright who gave us very full and detailed information as to the working within the practice which has 5 doctors, three male and two female. 

The Surgery opening hours are as follows –

· Monday – 7.30am – 5.30pm and 6.30pm- 8.00pm

· Tuesday – 7.30am – 5.30pm

· Wednesday – 7.30am – 5.30pm

· Thursday – 7.30am – 5.00pm

· Friday – 7.30am – 5.00pm

Afternoon appointments are staggered commencing at 13.30pm and 14.30. Pre bookable appointments are available up to one month in advance.  

The surgery also has a Medicine Manager who works with a designated PCT Pharmacist monitoring medication and checking discharge letters.

The Practice Manager also triages home visits and makes appropriate recommendations to the G.P’s, issues such as age of patient and weather conditions are all taken into consideration.

The Practice Manager informed us that the telephone system is proving to be inadequate for the needs of the surgery, so the following week arrangements had been made for an upgraded system to be installed.

A new patient information leaflet is being developed and will be ready in the coming weeks. 

During the course of the visit three male and five female patients (one with a baby) were interviewed.

Comments Received From Patients

· All patients referred to staff at the surgery as being either “excellent” or “fantastic”.

· All comments received about care at the surgery described it as being either “good” or “very good”. 

· Three patients said the appointment system was “fairly good” and commented that it had been difficult attending during the wintry weather conditions over the Christmas and early January period. None of the patients had requested a home visit.

· One patient commented that there should be more Doctors and less office staff and that there was too much form filling. However they also commented that the surgery was “fantastic”.

· One patient commented that the waiting area was cold and must cost a lot of money to heat due to the two door entry system but again also remarked that the staff at the surgery were “fantastic”.

 Comments on Other Health Services
· NHS Direct – very good information given for child.

· Emergency services at Hartlepool Hospital are vey good.

· Walk-in visit facility at Victoria Road is very good.

· Physio service is good

· There is a good asthma clinic at the surgery.

· Caroline Street clinic is good, but waiting list very long.

· Sure Start clinic is excellent

· Car parking at Hartlepool, North Tees and James Cook Hospitals is too  

· expensive.

· Hospital car parking charges are outrageous.

· Hartlepool Hospital staff are provide a more helpful service than those at North Tees Hospital.

· Very satisfied with care at ENT

· Inpatient at North Tees and staff were very good.   

 Conclusions

 Overall the feedback received from patients during the visit indicates that    
 both the quality of care and standard of service received from all staff at the Practice are of a very high standard. All patients interviewed were more than happy with the services they receive.

Finally, Hartlepool LINk would like to all staff and patients for their time and assistance during the course of the visit.

Audrey Woore

Jean Hatch

