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Hartlepool LINk Enter and View Report
Establishment Visited -
Asda Pharmacy, Marina way, Hartlepool
Date and Time of Visit -
14th December 2009    11.30am – 12.30pm

Visiting Members - 
Marjorie Marley, Carol Sherwood and Leigh Bradley
Reason for Visit


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

and directly observe the service being provided.

Interviewed

.                          During the visit to the pharmacy the 10 people were interviewed who were all aged between 30-80, six of whom were male and four female. No younger people used the pharmacy at the time of the visit. The older people who were interviewed left their prescriptions to be dispensed and wet shopping, collecting their medication on the way out. All those interviewed were happy with the service they received from the pharmacy.
Patient Comments

· Lack of seating near to pharmacy which can be used while waiting for prescription
· Would like pharmacy to be nearer the store entrance area as the area around the pharmacy can get quite congested
· No low counter available for wheelchair users
· Users not aware of availability of private consultation room
· Good pharmacy, very nice friendly staff
· No delivery service but do have a collection service
· The recently introduced medical check up service (blood pressure, cholesterol etc) is an excellent facility
· Customers highly satisfied with the service they receive from the pharmacy, staff are friendly and efficient and happy and always willing to offer further help and advice as needed.
LINk Team Member Comments

· No accessible low counter for wheelchair and disabled users, the only low counter was at the side of the pharmacy and a wheelchair user would block the pharmacy exit if this was used.

· There is no seating available near the pharmacy for patients to use while waiting for their prescription to be prepared. However prescription charges and staff qualifications are prominently displayed together with a good selection of information leaflets.

· A notice which said the pharmacist was not available between 13.30-14.00 hours was queried and removed as it applied to the previous day.

· The pharmacy appeared to be well stocked and prescriptions were dispensed quickly and efficiently. All prescriptions were dealt with in an orderly manner, by the time prescription had been placed.

Discussion with the Pharmacist

· The pharmacist was asked if drug users were taken to the private   room for their medication and confirmed that this was the usual practice. They also agreed that the lack of seating near to the pharmacy could be a difficulty and that the area could get quite congested particularly when checkouts were busy.
· The pharmacist confirmed that they were always on the premises over lunch and if any problems arose staff could consult them.

· They also confirmed that some staff have been trained to conduct the medical health checks and more will be trained in 2010 when the service will be actively promoted.
      Recommendations and Conclusions

· The feedback from patients on the overall quality of the service they receive at the pharmacy was very positive.

· When the store refurbishment takes place consideration should be given to a lower counter which would be properly accessible to wheelchair users and customer seating provided.

· Consideration should also be given to the possibility of moving the pharmacy to a more convenient setting closer to the entrance area.
Finally Hartlepool LINk would like to thank all staff at the pharmacy for their co-operation and assistance during the course of the visit.
Marjorie Marley

Carol Sherwood

Leigh Bradley

