GP Surgery Enter and
View Report
Hastings House 7th April 2017
Kineton Road, Wellesbourne, CV35 9NF

Practice Information * Information received from Surgery
Practice Manager: Deborah Haycock
Contact Details: 01789 840245
deborah.haycock@hastings.nhs.uk
Note: all the staff (including admin staff) work at both Hastings House in Wellesbourne
and Little Thatch in Kineton and patients can go to either surgery. Patient and staff
figures are therefore for both surgeries.
7 partners
Number of GPs
2 salaried
6 including 2 nurse prescribers

Number of Practice Nurses

Number of Reception Staff

1 healthcare assistant
1 phlebotomist
16 dispensary and reception

Current Number of Patients

11,100

Number of Healthcare Assistants

Opening Hours
Monday:
Tuesday:
Wednesday:
Thursday:
Friday:
Saturday:
Sunday:

8:00 am
8:00 am
8:00 am
8:00 am
8:00 am
Closed
Closed

20:30
18:30
18:30
18:30
18:30

pm
pm
pm
pm
pm

Services Provided/Specialist Clinics
Antenatal Clinic
Child Development
Baby Immunisation
Asthma Clinic
Diabetic Clinic
Well Person Checks
Minor Surgery
Over 75s- community elderly with
Shipston

Holiday Vaccinations
Family Planning Services
Cervical Cytology
HRT Checks
Specialist Drugs Monitoring
Influenza Vaccination
Midwife
I&R
Community Nurse

GP Surgery Observation
Hastings House 7th April 2017
Kineton Road, Wellesbourne, CV35 9NF
Observation Criteria

Comments

External Building Condition
Internal Decoration
Parking arrangements, Including
Provision for Disabled Visitors

The building appears to be in reasonable condition.
Décor was in good condition considering the age of
the building.
6 parking spaces plus 2 disabled spaces as well as
on-road parking being available.

Observation Criteria

Yes No

Wheelchair/Pushchair Accessible?
Clear guidance on how to inform the
surgery of your arrival?
Electronic check-in in waiting room?
Is there confidentiality/privacy at
reception?
Are Reception Staff approachable and
friendly?
Is there a call system for
appointments?
Are waiting times displayed/patients
informed?
Is online booking advertised?
Is the waiting room child friendly?
Is a hearing loop installed?
Toilets Available?
Hand sanitisers available?
Are there clear notice boards with up
to date information displayed?
Is the information provided available
in other formats?
Are translation services available? Are
they advertised?
Is signage clear and up to date?
Is there a comments/complaints box
available?
Is there a Patient Participation
Group? Is it advertised?
and staff at the surgery displayed?

Comments

In reception area
Footprints marked on the floor
designate where patients stand whilst
waiting, which offers some privacy.

rooms. Other GPs come out and get
patients.

Large A3+ poster by door outside
Separate small room attached to
waiting room with toys and books.
One disabled, two jointly for
men/women.

Not observed.
Patients can contact a company by
telephone or can come in to request.
No box but there was a notice in
waiting room offering comment slips at
reception with an email address to send
comments to.
This is a virtual group and is advertised
on the website.
Names/photographs of staff can be
found on the website.

GP Surgery Enter and View
Questionnaire Results
Hastings House 7th April 2017
Number of Respondents: 57
Question One
How would you rate your GP surgery on the appointment booking system?
Excellent

Good

Average

Poor

6

32

15

4

Additional Comments

phone in and they phone you back
t

Question Two
How would you rate your GP surgery on the surgery opening hours?
Excellent

Good

Average

Poor

6

45

5

0

Additional Comments
One person did not respond to this question.

see anybody
This additional comment was received by email:
appointment for usually 2 or three health concerns I have to wait a month. Surely one

Question Three
How would you rate your GP surgery on the access to the surgery e.g. Parking,
Public Transport Links
Excellent

Good

Average

Poor

2

27

22

5

Additional Comments
One person did not respond to this question.
-in-

Question Four
How would you rate your GP surgery on the cleanliness/hygiene of the
surgery?
Excellent

Good

Average

Poor

9

43

5

0

Additional Comments

Question Five
How would you rate your GP at the surgery?
Excellent

Good

Average

Poor

34

18

3

0

Additional Comments
Two people did not respond to this question.

Question Six
How would you rate your Nurse at the surgery?
Excellent

Good

Average

Poor

32

17

2

0

Additional Comments
Six people did not respond to this question.

Question Seven
How would you rate the Reception Staff at the surgery?
Excellent

Good

Average

Poor

16

25

14

2

Additional Comments

Question Eight
How would you rate the punctuality of appointments at the surgery?
Excellent

Good

Average

Poor

2

26

26

1

Additional Comments
Two people did not respond to this question.
- as well as can be expected

-

Question Nine
How would you rate your surgery at involving you with decisions about your
care?
Excellent

Good

Average

Poor

13

33

4

1

Additional Comments
Six people did not respond to this question.

Question Ten
How would you rate the overall quality, care, treatment and service from your
surgery?
Excellent

Good

Average

Poor

21

29

3

0

Additional Comments
Four people did not respond to this question.

Other Comments Received

Comments from discussion with Practice Manager:
Two patients today came from out of catchment area to have minor surgery at Hastings House.
One local patient, who had an appointment the day before, saw the notice about Healthwatch
positive response.
A new build for the surgery is due to start in June and the surgery anticipates moving in one
year to the new site. The surgery is being funded by the seven partnership doctors.

Recommendations
hours listed for Mondays as it currently states on the website that the
surgery is open 08:00 13:00, 13:00 18:30, 18:00 20:30. As there is no
surgery closure during lunchtime the website could be altered to state
Monday opening hours as 08:00 20:30.
The surgery look into the concerns raised by the patients in respect of the
appointment booking system. One solution to this could be maximising the
use of online appointment booking to reduce the amount of telephone
traffic. Note: This point was raised with the Practice Manager at the time
of the visit who confirmed that the surgery is planning on developing online
booking.
Informing patients on the day of any delays which may impact their
appointment. Good practice seen at other surgeries has involved a notice
board in Reception or the use of the electronic check in to notify patients of
current waiting times. Note: the surgery is aware of the problem and said
that it will try to improve the situation so that patients know if the doctor
or nurse are running late.

Surgery Response
the patients and visiting team from Healthwatch.
A number of changes have been implemented including a new front of house reception procedure, patients can
now be served at all reception windows to help with their queries. New staff have been employed and trained to
provide support and signposting to patients attending the practice.
The practice is also looking forward to the building of their new premises which they are now hoping will start in
The practice would like to thank Healthwatch for their visit, and would more than happily welcome a visit to either
of our sites in the future.

Date of Enter and View Visit

7th April 2017

Authorised Representatives

Diane Stobbs
Dilys Skinner

Report Published

31st October 2017

Disclaimer
Please note that this report relates to findings observed on the specific date set
out above. Our report is not a representative portrayal of the experiences of all
service users, their relatives and staff, only an account of what was observed and
contributed at the time of our visit.

