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Hartlepool LINk Enter and View Report
Establishment Visited -
Coop Pharmacy, 416 Catcote Road, Hartlepool
Date and Time of Visit -
January 12th 2010, 11.15am-12.15pm
Visiting Members - 
Marjorie Marley, Margaret Goulding, Carol Sherwood (Observer)
Reason for Visit


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

and directly observe the service being provided.

Introduction

.
We arrived early for our appointment of 11.30 and asked staff if being early was inconvenient to them. Being early was not a problem to them. We introduced ourselves and were then introduced to an Area Manager (his area covered Alnwick to Whitby), a Pharmacist from the Superintendants Department in Rochdale, the resident Pharmacist, three dispensing staff and one trainee. The atmosphere in the Pharmacy was friendly and welcoming.
Interviews

During the course of the visit six service users were interviewed-

· One young person,

· One female aged fifty plus,

· One female in the sixty plus age range

· Three males in the sixty plus age range.

Comments Received From Patients

· Good service provided by friendly knowledgeable staff.

· Service users were aware of the availability of the private consultation room.

· Service users reported that occasionally medication is not always in stock. One service user reported that one item of his medication would not be available until 19th January. He was unhappy about it, but accepted the item was not in stock. 

· All users were happy that their dignity and privacy was respected at all times.

· Users were all aware of the availability of collection and delivery services.

· One user patient had previously been given the wrong medication but this was prior to Coop Pharmacy management.

· There are two seats available near the counter for patients to use while waiting for medication to be dispensed.

· One customer commented that at busy times such as weekends more seating was needed. (He then jokingly asked if staff could provide a coffee machine and T.V, to which the area Manager jokingly replied he would see what he could do!) This little incident showed a good friendly rapport between staff and customers of the pharmacy.

Comments by LINk Members

· The dispensing area is quite small but well stocked. 

· The staff work quickly and efficiently dispensing prescriptions in a limited but well organised space.

· There are two seats situated near the counter, more would be useful.

· Wheelchair access is good, and the dispensing counter is low and wheelchair friendly.

· There is also a bell at the entrance to the pharmacy for anyone who has difficulties and needs extra help.

· All staff are willing to help anyone with problems and give helpful advice.
Discussion with the Pharmacist and Managers
· The Pharmacist was asked if drug users were taken to a private room for their medication and it was confirmed that this was the normal procedure but only few drug users attend the pharmacy.   

· It was confirmed that the staffing at the pharmacy consists of a pharmacist, 3 or 4 dispensers and a trainee. The number of staff on duty each day varies depending on days off.

· The pharmacy operates a nomad system on request. This consists of daily medication being placed in compartments for seven day duration.

· There is also a six monthly prescription service which is available on request of user and approval of doctor.

Conclusions

· Feedback from the pharmacy users was very positive about all aspects of the services they receive.

· The pharmacy is well organised and staff are friendly, helpful and polite.

· The pharmacy has good disabled access and appropriate counter facilities for wheelchair users

· Some extra seating would be useful for busy periods but the visiting team do acknowledge that space is limited and positioning it may be difficult

· In light of the comments received regarding delays in securing prescription items, some consideration could be given as to ways of minimising waiting.
Finally, Hartlepool LINk members would like to thank all the staff and managers at the pharmacy for all the cooperation and assistance given to us during the course of our visit.

Special thank you for the tea and coffee supplied (shame about the cream cakes!)

Marjorie Marley

Margaret Goulding 

Carol Sherwood (Observer)

