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Hartlepool LINK Enter and View Report
Date and Time of Visit -     April 27th 2009, 10am – 11am
Establishment Visited -     Havelock Grange GP Surgery, Victoria    





        Road,  Hartlepool 
Visiting Members -    
        Ron Foreman, Jean Hills, Margaret                                
                                                    Goulding

1. Background to the Visit
1.1 On April 1st 2009 the Havelock Surgery merged with the Grange Surgery to form the Havelock Grange Surgery. The Enter and View visit was conducted at the surgery based in the Victoria Road health centre which was previously the home of the Havelock Practice. The practice will be moving into the new health centre located in Park Road.

1.2 The visit was scheduled as a result of an issue that has been picked up by Hartlepool LINk. Several patients of the Havelock Surgery have reported difficulties in getting through to the surgery by telephone to arrange appointments. This feedback is also reflected in the statistical outcome of the 2008 GP Patient Survey which shows that around 50% of those patients interviewed where dissatisfied with how easy it was to get through to the surgery by phone, compared to an average across the Borough of Hartlepool of around 20%.A copy of the relevant section of the 2008 GP Patients Survey is contained as Appendix 1 of the report.

2. Detailed Findings and Observations
2.1 During the course of the visit nine patients were interviewed, comprising of 6 women and 3 men, 4 of who were young people and 5 from the older age ranges. A standard LINks GP Surgery questionnaire was used during the visit, a copy of which can be found as Appendix 2 of the report.

2.2 Overall the findings from the interviews were quite positive. Patients found receptionists pleasant and helpful and were generally happy with consultation periods, treatment and advice received from GP’s and Practice Nurses.

2.3 However six people were critical of the telephone appointment system, rating it as either poor (5) or bad (1) and three patients complained specifically about not being able to get through on the phone to book appointments. Other specific issues raised around appointments included patients not being able to book appointments in advance without prior permission of a G.P and difficulties experienced in securing emergency appointments.

2.4 It should be noted that the merger of the two surgeries has clearly impacted upon administrative and IT systems. Work is still ongoing regarding the reconciliation of the Grange and Havelock IT and administrative systems but clearly further development in this area is a high priority.

2.5 Patients were generally positive about their ability to book an appointment in advance (7) and their ability to see a GP of their choice (8) and all 9 patients interviewed considered that their dignity was always respected during their dealings with the surgery.

2.6 Patients were generally aware of how to access out of hours medical assistance (7), none of the patients interviewed (8) were aware of either PALs, PET, ICAS or LINKs.

3. Conclusions and Future Actions

3.1 Overall the feedback received during the visit indicates that patients are very happy with the quality of advice and treatment they receive from the practitioners at the surgery and are very pleased with the friendly and professional approach shown by reception staff. 

3.2 However, it is clear that problems still exist around the ease with which patients can make appointments. The LINks Team considered this to be a significant area in which improvements can be made as the systems of the new merged surgery are developed over the coming months. The Practice Manager invited the Enter and View team to visit the surgery to review the new developments by the end of March 2010

3.3 Hartlepool LINk will raise the issue of the need for increased promotion of the role and functions of PET, PAL’s and ICAS with the PCT as a borough wide issue and will seek to work with the PCT in developing strategies to raise awareness of these important services amongst health care users.

3.4 Finally, Hartlepool LINk would like to thank all staff and patients who were involved in the visit for their support and co-operation.
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