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Updated by Michael Hart (Practice Manager) East Park Medical Centre. (Comments in final column added 
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Healthwatch Leeds Recommendation Service Provider Response (including any actions 
you will take) 

Comments from Michael Hart 
(Practice Manager) Date 12th 
October 2018 

 

Recognise the wait and difficulty 
experienced by patients to get an 
appointment and work to both 
increase appointments and inform the 
patients of their options. 

We are aware of the access issue and working hard 
to address this. We have appointed mental health 
nurse specialist, a full time salaried GP and a full 
time senior health care assistant. This will help us to 
improve access for our patients. We educate our 
patient to access other services like ‘pharmacy first’ 
or walk in centre. 

Further actions taken – Since 
our list size has re-opened, 
we are currently reviewing 
additional GP time to 
accommodate further 
appointments. We have also 
altered our telephone 
message to educate patients 
re services like Physio 1st 
which we are using within 
our locality. 

 

Address the issues regarding staff 
attitudes. 

Again we are aware of this. We have spoken to our 
staff individually to discuss this feedback. We are in 
the process of arranging customer care training for 
all our reception staff. 
We are actively monitoring certain staff about their 
dealing with the patients. 

- We have introduced call 
recording to use as a 
training tool with staff 

- Call reporting so that 
monitor reports can be 
produced to ensure we 
are answering the phone 
in a timely manner. 

- Any complaints from 
patients are acted upon 
with immediate effect 

 



Ensure needs of patients for whom 
English is not their first language are 
met. For example having key 
information on notice boards in 
languages spoken by the community 
and information about interpreter 
arrangements. 

We actively use language line for patients who can’t 
communicate in English. We offer double 
appointment for such patients. We have updated our 
website where the contents of the website can be 
changed to a desired language. We are in the 
process of putting links where leaflets about 
different health problems can be printed. We can 
print leaflets from the website if need be for our 
patients. 

- If we receive a request 
from patients for 
information in different 
languages, this is 
completed 

- Our patient check in 
system is set be used in 
different languages 

- Our website allows 
translation to different 
languages 

- As a locality we are 
currently reviewing 
posters/letters to be 
converted into different 
languages 

 



 
Review accessibility of the surgery for 
wheelchair users, for example, the 
height of the reception desk. 

We believe this issue has been addressed with 
Healthwatch the reason not to lower the reception 
desk due to staff safety concerns we had scenario 
where a patient tried to grab staff or prescription. 
We actively support our disable patients by walking 
around and talking to them confidentially. 

If patients attend our surgery 
that require a private 
conversation, they are directed 
into a private room to have them 
conversations.  
 

 

Consider making changes to the 
waiting area environment to make it 
less ‘clinical’ such as introducing toys 
or a children’s play area, music and 
reading materials or TV. 

We have a rolling plan to refurbishment the 
building. Children’s’ toys have always been tricky 
issue due to risk of cross infection. To decorate part 
of the waiting area to make it more child friendly. 

- The practice have a music 
license and provide a 
constant stream 

- In the near future, the 
waiting room will have a 
computer screen to allow a 
presentation via power 
point to be displayed 
providing patient with the 
latest information 

- Children activity table to 
be considered, to discuss 
further with our PPG 
group. 

 

Consider introducing a patient 
information board near the self- 
check-in machine for those not 
booking in via reception. 

We are looking into it by putting mini board near the 
self-check in machine. 

- Patient information board 
is in place. We have 
recently published a NEW 
quarterly newsletter that 
was put together in 
conjunction with the PPG 
group providing patients 
with up to date 
information. 

 

Ensure the self-check-in machine and 
screen buzzer down stairs is repaired. 

We are aware of it. Time to time technology does 
let you down. But we have got system in place e.g. 
whom to contact to sort it out in a timely manner. 

This is now working and has 
been for some time. 

 

Sign-post the prescription box for 
repeat prescriptions clearly. 

We are doing new poster to signpost patient. Clear 
signage. 

In place  



Make drinking water available to 
patients. 

We are going to put a sign in case if patient needs 
drinking water they are advised to ask the reception 
staff. 

- In discussions with AQUA 
water to possibly provide 
water coolers in the 
waiting area. Posters are 
up advertising they can ask 
reception at present. 

 

Address cleanliness and/or odour 
issues in the toilets. 

We have got a contract with new cleaning company 
to raise standards of cleanliness in our practice as a 
whole. 

- We have high cleaning 
standards. Toilets are 
checked and monitored on 
a regular basis. 

 

Increase awareness amongst patients 
of availability of online services and 
how to use them. 

We are looking into starting quarterly newsletter to 
publicise our services and any new services. This 
will also be highlighted regularly on our website. 

- Promoted in recent 
newsletter (copy available 
on request) 

- Opportunistic discussions 
take place 

- NEW template used via 
reception highlights 
patients who do not 
currently use this service, 
and reception then 
promote and offer to 
provide access details. 

 

 


