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                      Hartlepool LINK Enter and View Report
Establishment Visited –     McKenzie House Surgery, Kendal Road Hartlepool TS25 1QU
Date and Time of Visit –     10/08/2009     9.10 – 10.40 am

Visiting Members –             Marjorie Marley, Maureen Lockwood & Ron Foreman           

 Reason for visit-      
To speak to patients about the health service they receive, the choices they have, and to make observations on the service provided. 
Observations-        
This large surgery is based in Kendal Road and has an excellent car park. The premises are modern and easily accessible. There is a good selection of posters on display providing information for the patients.   We found the staff to be very friendly and welcoming. A Large number of homes in the area are boarded up and there is no bus service to the area.
 Service -   

The surgery shares eight GPs with their other site in Wiltshire Way. The Clinics were very busy and patients we spoke to were very pleased with the health services provided.                   
VISIT-                            
Our team arrived early and were surprised by the number of patients entering and leaving the building. We started our Enter and View visit at 9.10am and the surgery had a number of patients in the waiting room.  At reception we introduced ourselves and after a short meeting we started interviewing the patients. We spoke to seven female and five male patients and they covered most age groups. The clinics were very busy and well organised and we interviewed a number of patients before their appointment and finished after their treatment when they came back to the waiting area. The breakdown by age is covered on the collated question sheet attached to the report. 
PTO
Patient comments at the Surgery

Most Patients complained about the telephone appointment system which caused queues on the line and could take ages to get through.  Often when they finally get through, all the appointments had been taken. A number of people said the system was expensive and their phone bill identified that it was calls to the surgery.
Many patients would like to book in advance appointments with a doctor of their choice. At present they said they needed a note from the doctor to take to reception in order to book an appointment to see the same doctor.
One patient we spoke to said she had come to the surgery at 8.15 am for the opening at 8.30 am to be sure of an appointment.
Two Patients would like extended opening hours.

One elderly person would like to have a home visit by the doctor when ill. A telephone consultation was offered but would rather have had the home visit.
Hospital visits
No Suggestions

LINks Team
We found the patients we spoke to were very pleased with health services provided by this busy surgery.        They had a high regard for the doctors and nursing staff. Most patients thought the receptionists were very helpful. Many of the patients we spoke to said that getting an appointment by phone is very difficult and frustrating. They would like to be able to book in advance appointments and to see a doctor of their choice.
Finally, Hartlepool LINk would like to thank all staff and patients who were involved in the visit for their support and co-operation.

Ron Foreman

Margery Marley
Maureen Lockwood
