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Contact Details: 
GP-led walk-in centre 
150-158 Whitegate Drive 
Blackpool 
FY3 9ES 
 

Staff met during visits: 
Ben Sharples, Practice Business Manager 
Suzanne Booth, Operational Lead  
Alison Unsworth, Head of Nursing, Fylde 
Coast Integrated Urgent Care Services 

 

Date and time of visits: 
Saturday 9th December, 9am – 12noon 
Monday 11th December, 8am – 11am 
Wednesday 13th December, 5pm – 8pm 
 

Healthwatch Blackpool representatives: 
Katie Taylor (Senior Project Officer) 
Lawrence Houston (Project Officer) 
Nick Colledge (Project Officer) 
Beth Tildesley (Project Officer) 
 

 

Care Quality Commission  

This service was registered by 
the CQC on 10 May 2017. As of 
the date of our visit the CQC 
have not inspected this service 
yet. 
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General Information 
Whitegate Drive GP led walk-in centre 
operates to provides services to patients 
across the Fylde Coast.  

The service’s opening times are Monday to 
Sunday 8am – 8pm.  
 
The service has up to 10 healthcare staff 
on duty at any one time (including at least 
one GP and a Senior Nurse Practitioner at 
all times).  Other staff on duty include 
Advanced Nurse Practitioners, Nurses and 
Health Care Assistants. 

The service is delivered by Bloomfield 
Medical on behalf of Fylde Coast Medical 
Services. 
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Introduction 

 
Healthwatch Blackpool is committed to listening to patients and members of the public in 
Blackpool.  We make sure their views and experiences are heard by those who run, plan 
and regulate health and social care services. This is achieved through a core programme of 
work visiting health and social care services and speaking to individuals using the services.  

According to a statistical release by the government’s Department for Communities and 
Local Government, Blackpool is in the 10% most deprived areas of England. Despite these 
statistics, 14% of Blackpool’s GP practices have been rated Outstanding by CQC (Care 
Quality Commission – the independent regulator of health and social care in England) and 
86% are rated good. Nationally, only around 4% of GP services are rated as Outstanding by 
CQC. 

In April and May of 2016 Healthwatch Blackpool spoke to 294 Blackpool residents as part of 
a public consultation asking, “Are there any specific issues/services which are a concern 
to you which you think Healthwatch Blackpool should look into?”. Of the 25 specific 
issues/services that members of the public raised with Healthwatch Blackpool, GP services 
had the highest percentage of responses. 

More recently in 2017, we have spoken to members of the public at pop-ups (ad hoc 
engagement in public settings, such as shopping centres and libraries) and care circles 
(focus group engagement with existing community groups) at a variety of locations across 
Blackpool.  These engagements provide an opportunity for people to give feedback about 
health and social care services.  Feedback from members of the public around their 
experiences of GP services, along with intelligence from CQC, and the Joint Strategic 
Needs Assessment for Blackpool has been considered to ensure we have visited a range of 
practices. 

Between June and December 2017, Healthwatch Blackpool undertook a programme of 
Enter and View visits to twelve GP practices across the Blackpool Clinical Commissioning 
Group area.  As a result of these engagement days we identified that many patients 
utilised the GP-led walk-in centre function at Whitegate Drive. Following discussions with 
the GP-led walk-in centre managers we undertook three patient engagement day visits in 
December 2017.  These visits were to focus solely on the GP-led walk-in function and to 
gather feedback on the patients’ experience on how they use this service alongside other 
NHS services, and the relationship between the use of this service and GP practices 
locally. 

On Saturday 9th (9am – 12noon), Monday 11th (8am – 11am), and Wednesday 13th December 
(5pm – 8pm) Healthwatch Blackpool representatives gathered survey responses from 
patients at the GP-led walk-In centre, to obtain the views of people using the service and 
to observe the environment. This report summarises the feedback from 104 patients.  
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Background 
 
Whitegate Drive GP-led walk-in services  
 
Information provided by Ben Sharples, the Practice Manager at Whitegate Drive GP-led 
walk-in centre  
 
GP-led walk-in centre services offer convenient access to a range of treatments for 
patients with minor illnesses and injuries without requiring an appointment.  
 
The Whitegate Drive GP-led walk-in centre service is open from 8am to 8pm, 7 days per 
week, 365 days per year.  
 
On arrival, patients are assessed very briefly at the reception desk for a red, amber or 
green status. This basic assessment is made at reception from a brief list of conditions.  
Patients with severe symptoms including those who are struggling to breath, have chest 
pain, loss of vision, severe swelling of the face or mouth, or unresponsive children are 
‘red status’ are seen immediately. 
 
All children under five with illness, anybody with facial weakness, or weakness in arms or 
legs, reported overdoses or anybody accompanied by police or distressed with a carer or 
anybody the receptionists are worried about are ‘amber status’ and are seen next.  
 
All other cases will be made ‘green status’ and ‘join the queue’ to be seen in time order. 
 
When the waiting time increases and there are delays in patients being seen, the centre 
initiates clinical triage where an experienced nurse will make a very brief assessment in a 
private room (off the waiting room) to make sure the patient is safe to wait to be seen.    
 
There is no last appointment of the day but when it is busy some patients are provided 
with signposting and assistance to appropriate alternative care services.  Appointments 
can also be made to return to the GP-led walk-in centre or at other services including the 
Urgent Care Centre at Blackpool Victoria Hospital. Any patient in these circumstances is 
briefly seen by a qualified clinician to ensure it is safe for them to follow this pathway. If 
anybody arrives while staff are still in the centre and are poorly they will be seen and 
treated. With regards to assessment, triage or signposting patient safety is the main 
priority.   
 
Primary Care Extended Access services at Whitegate Drive 
 
If patients are registered with a Blackpool, Fylde or Wyre doctor they are entitled to 
make an appointment in the evening and at weekends.  These additional appointment 
times can be booked by a patient by calling their local GP practice as usual.  The 
appointments at Whitegate Drive Health Centre (alongside the walk-in service) are for 
patients registered with GPs in Blackpool and Cleveleys.  Residents in Fylde and Wyre 
should use the ‘out of hours’ service either at Fleetwood Health and Wellbeing Centre or 
Freckleton Health Centre. Although in the future, plans are in place to make 
appointments available at all sites for Fylde Coast residents registered with a GP in 
Blackpool, Fylde or Wyre. 
 
Patients using the ‘out of hours’ service will not see their regular GP but will have access 
to an appointment at a more convenient time.  All health professionals providing the ‘out 
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of hours’ service will have access to a patient’s full medical record and therefore be able 
to update accordingly as required - meaning that a patient’s usual GP will be kept up-to-
date.  At Whitegate Drive these routine non-urgent appointments can be booked up to a 
week in advance and are supported alongside the walk-in service function within the 
centre. 
 

 
Methodology 

 
The plan was to hold three patient engagement events by way of arranged visits with the 
provider at Whitegate Drive GP-led walk-in centre (these were advertised in advance on 
posters displayed in the centre). 

Our aim was to collate feedback from patients on how they travel to the centre, whether 
they are registered with a GP practice and their reason for visiting the centre on this 
occasion.  In addition, we were interested in identifying their frequency of visits, their 
overall satisfaction with the care provided as well as their experience of medical and non-
medical staff at the centre.  Finally, we were keen to identify if they had shared their 
experiences of visiting the GP-led walk-in centre with anyone else. 

Our plan was to use this report, alongside the GP Enter and View programme for Blackpool 
to produce an overarching report to assess trends and themes thoughout the Blackpool 
area and make comparisons with other areas of Lancashire.  

This report reflects the views of 104 patients that we spoke to at the centre, however, not 
all surveys were completed in full. Certain questions were only asked, if relevant, and 
other questionnaires not completed due to patients being called into their appointments 
during completion of the interview. As such the total number of people that answered 
each question is detailed in brackets within the reported results. 
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Summary of Findings 
 
Use of GP services 
97% of patients were registered with a GP practice, of which 94% were registered with a 
GP practice on the Fylde Coast (of the 94%; 74% were registered in Blackpool, 10% were 
registered in Fylde and 9% were registered in Wyre). 
 
Why are patients using the walk-in centre? 
With the wide selection of potential reasons for visiting the walk-in centre we didn’t 
categorise responses on the day, but on subsequent review, the main reasons included:  
• 34% were unable to get an appointment with their GP or they had assumed that it 

would be too late to get an appointment with their GP. 
• 20% just chose to come to the walk-in centre, rather than their GP practice. 
• 18% were unable to see their GP as their practice was closed (weekend and evening) 
• 8% had been advised to come to the walk-in centre by their GP. 
• 7% felt it was urgent that they managed to see a medical professional. 
• 7% had specific reasons for their visit to the walk-in centre (e.g. blood tests). 
• 4% lived outside of the area. 
• 2% had other reasons. 

 
How often do patients use the walk-in centre? 
There was an even split between patients visiting every 3 months (20%), 6 months (20%), 
once a year (20%) and less than once a year (19%).  Only 6% reported using the service 
monthly (4%) or weekly (2%).  15% of patients had never used the walk-in centre.   
 
Feedback on walk-in centre staff 
• 99% of respondents were happy with all non-medical staff (receptionists, administrative 

staff, centre management), with only 1% reporting they were unhappy. 
• When asking about medical staff, patients reported that they were happy with all staff 

(94%) and most staff (6%).  No one reported they were unhappy with medical staff. 
• Similarly, when asked whether they felt listened too, respected and understood by 

medical staff, 94% responded yes, and 6% said most of the time. 
 
Satisfaction with walk-in centre services 
Everyone responded that they were either ‘very satisfied’ (75%) or ‘satisfied’ (25%) with 
the service provided at the walk-in centre.  No one that we spoke to responded to say that 
they were ‘not satisfied’. 
 
Asking about feedback 
When asked whether patients had previously shared their feedback on the service, 80% 
said ‘no’ and 20% said ‘yes’.  The majority of comments in relation to those who had shared 
feedback, indicated that patients had shared their experience with friends and family. 
 
Other findings: 

• 70% of respondents said they would consider using public transport. 
• 57% of respondents were female. 
• The majority of patients (57%) were aged between 25 and 54 years old. 
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Main findings 
 

1. We asked: ‘How did you get here today?’  
(104 patients answered) 
 

Walk Car Bus Taxi Other (including bicycle, 
lifts from others) 

13% 73% 3% 7% 4% 

 
 

2. To those who did not use public transport, we asked: ‘Would you consider 
using public transport?’ 

(103 patients answered) 
 

70% said Yes 30% said No 

I live locally / I can walk here (11 comments) 
"I only live about five minutes from here, so just walk."  
  
I prefer to drive (20 comments) 
"It's just easier with a car.” 
"I drive, but the parking can be awful. Sometimes I park near Stanley Park and walk." 
 
Not easy to use public transport (16 comments) 
"I would but it's the cost. It would take two buses to get here."  
"I would but it can be difficult to know what's accessible. My electric wheelchair is bigger 
and because of where the bars in the bus are it can be difficult to turn around."  
 
I don’t use public transport (3 comments) 
"Generally, I don't use public transport." 
"I never use public transport."  
 
I occasionally use public transport (9 comments) 
"I do use public transport, but it's a nightmare to get here (not helped by the roadworks)".  
"Sometimes we use public transport.” 
 
I would consider it (8 comments) 
"It depends on the weather conditions."  
"Not unless I couldn't use my car." 
 

3. We asked: ‘Are you registered with a GP Surgery?’  
(99 patients answered) 

 

97% said Yes 3% said No 
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4. We asked, ‘If yes, which GP Surgery are you registered with?’ 
 (96 patients answered) 

74% (Blackpool)      10% (Fylde)      9% (Wyre)      6% (Other) 
Please note, percentages have been rounded to the nearest whole number and therefore do not add up to 100%. 
 

Name of GP Practice Number of responses Area 
Abbey Dale Medical Centre 3 South 
Adelaide Street Surgery 3 Central West 
Arnold Medical Centre 4 South 
Ash tree House Surgery 1 Kirkham and Wesham 
Bloomfield Medical Centre 9 South Central 
Cleveleys Group Practice 1 Far North 
Elisabeth Street Surgery 1 Central West 
Fernbank Surgery 2 Lytham, Ansdell and St Annes 
Glenroyd Medical Centre 6 North 
Highfield Surgery 4 South 
Holland House Surgery 1 Lytham, Ansdell and St Annes 
Layton Medical Centre 3 Central East 
Marton Medical Centre 8 Central East 
The Mount View Practice 1 Fleetwood 
Newton Drive Health Centre 4 Central East 
North Shore Surgery 6 North 
The Over Wyre Medical 
Centre 

1 Thornton, Poulton and Over Wyre 

Park Medical Centre 2 Lytham, Ansdell and St Annes 
Poplar House Surgery 3 Lytham, Ansdell and St Annes 
Queensway Medical Centre 3 Thornton, Poulton and Over Wyre 
South King Street 3 Central West 
Clifton Medical Practice 1 Lytham, Ansdell and St Annes 
St Paul’s Medical Centre 4 Central West 
The Crescent Surgery 2 Far North 
The Thornton Practice 3 Thornton, Poulton and Over Wyre 
The Village Practice  1 Thornton, Poulton and Over Wyre 
Waterloo Road 10 South Central 
Out of area 6  
TOTAL PRACTICES 96  

 
 

5. We asked, ‘If yes, why have you attended the walk-in centre rather than the 
GP surgery today?’ 

(101 patients answered) 
 

Unable to get an appointment or assumed too late to get an appointment with their GP  
(34 related comments) 
"I can't get an appointment. I have to use this service more often than my own GP."   
"They can't fit my daughter in. I didn't ring early enough apparently."  
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"I know if I phoned I probably wouldn't be seen. I have been ill all weekend. This service is so handy 
because if you can't get in with your doctor there is an alternative."  
 
Just chose to come to the walk-in centre, rather than their GP Practice 
(20 related concerns) 
"I'm busy with work during the daytime - it's easier just to come here in the evening".  
"I have chosen to come here rather than A&E." 
"It's just more convenient coming here - you can just turn up rather than having to book an 
appointment at your GP practice." 
 
Their GP Practice was closed (weekend and evening) 
(18 related concerns) 
"The surgery is closed today, so came here." 
"I've just come here - I'm not sure if my GP practice is open today (a Saturday)." 
 
They had specific reasons for their visit to the walk-in centre (e.g. blood tests) 
(8 related concerns) 
"The GP doesn't currently employ a diabetic nurse, so they booked me in here, apparently they won't 
have one until March."   
"I've come for a blood test."  
"It's a problem I've had before, and I was told to come here if it happened again."  
 
They had been advised to come to the walk-in centre by their GP 
(7 related concerns) 
"I rang the practice and they advised me to come here as there were no appointments available 
today." 
"My practice is open, but they directed me here as it's difficult to get appointments." 
 
They felt it was urgent that they managed to see a medical professional 
(7 related concerns) 
"I came in with my child, she has pain in her ears and a fever and just feeling really poorly, so I 
wanted to get her checked out. I always prefer to use the GP."  
"It's urgent, I think I'll need an x-ray."  
 
They lived outside of the area 
(4 related concerns) 
"I live in London and but I'm just visiting my family and I've fallen ill."  
"We're in the process of moving to Blackpool. I'm coming back every day for a dressing."  
 
Other 
"Time."  
"I have a complaint in against my doctor, so I don't want to go there. It's also easier to come here 
than go into town."  
 
(Full list of all comments in Appendix 1 on Page 16) 
 
 
 
 



 

 
 
Whitegate Drive Health Centre Patient Engagement Visits                                                                                                                                     10 
 

6. We asked, ‘If no, what is the reason you are not registered with a GP 
Practice?’ 

(3 patients answered) 
 

"I am in the army on home return from leave." 
"I am only visiting Blackpool on holiday." 
"I have only recently moved to Preston (PR4) from Sheffield, so haven't registered with a GP practice 
yet." 

 

7. We asked, ‘how often do you use the walk-in service?’ 
 (101 patients answered) 

Weekly Monthly Every 
th ree  

m on th s 

Every 
s ix  

m on th s 

Once a 
year 

Less 
th an  

on ce  a  

y ear 

Never 
u sed  

se rv ice  

be fore  

2% 4% 20% 20% 20% 19% 15% 

 
 
 

8. We asked, ‘if you have never attended this service before, are you happy with 
the service so far?  

 (9 patients commented) 

"This is my first time for me. The service seemed very good when I came here with my son - so hoping 
for the same." 
"Seems a very positive service from first impressions." 
"So far, so good - all depends on the wait. I'm not sure how they prioritise people coming in to the 
centre." 
 
(Full list of all comments in Appendix 1 on Page 19) 
 

9. We asked, ‘if you have attended before, how do you find the non-medical staff, 
e.g. receptionist, admin staff, practice management?’ 

      (82 patients answered) 
 

        99% said Happy with staff        1% Unhappy with staff      

          (0% said Happy with most staff)                

 
Positive comments about non-medical staff: 
"They are very efficient and they're not nosey! I like the fact that they don't ask you lots of personal 
questions." 
"The service is good - I think they prioritise patients well." 
"Brilliant. Really helpful. I feel sorry for them because people can be really rude."  
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Neutral comments about non-medical staff: 
"Some are helpful, some aren't, some are rude, some aren't. It's like they don't want to be there."  
 
(Full list of all comments in Appendix 1 on Pages 19/20) 
 
 

10. We asked, ‘if you have attended before, how do you find the medical staff, e.g. 
doctors and nurses?’ 

      (81 patients answered) 
 

94% said Happy with staff      6% said Happy with most staff      

(0% said Unhappy with staff) 
 
Positive comments about medical staff: 
"They've been fab every time I've been here. Sometimes I choose here (over my GP practice) for big 
problems too." 
"They always been helpful - no matter what the issue. I always feel well advised." 
"They're really nice. Nine out of ten. You usually only get to see a nurse, but if the kids are poorly they 
will often get to see a GP." 
 
Neutral comments about medical staff: 
"Not enough staff - but the staff they have are very good." 
"They've been brilliant - very good and thorough, although would prefer to see a GP." 
"Some of them are lovely, some of them are a bit 'ars*y."  
 
(Full list of all comments in Appendix 1 on Page 21) 
 

 
11. We asked, ‘do you tend to feel listened to, respected and understood during 

your appointment?’ 
     (77 patients answered) 

 

94% said Yes      6% said Most of the time      

(0% said No) 
 

General comments: 
"They are good - they make you feel at ease." 
"Totally - it's a fantastic service, we'd be lost without it."  
"I've never had a problem; the staff are very friendly and approachable." 
 
Comments (positive) about being listened too: 
"I always get answers - I never feel fobbed off." 
"They are very open. They never dismiss what you say."  
"I think they listen. They were really good when I had a problem last year, so nice. They sent me to 
A&E immediately."  
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Comments (less positive) about being listened to: 
"They listen but sometimes they don't always think the same way that you do so you don't agree."  
"It depends on the doctor."  
 
Comments about seeing different health professionals: 
"I'm not phased or too fussed who I see." 
"I've seen a different person every time I've been here, but they've all been fine." 
 
Comments in relation to GP services: 
"The service here is very similar to my GP practice." 
"I do feel listened to and looked after here. It doesn't really matter to me seeing someone different 
every time as you never get to see the same doctor at the GP practice either." 
"Depends on what you come for - it's easier to come here for the simpler things (if it was more 
complicated I'd prefer to see my GP)." 
 
(Full list of all comments in Appendix 1 on Pages 22/23) 
 
 

12. We asked, ‘overall, how satisfied are you with the care provided?’ 
      (76 patients answered) 
 

75% Very Satisfied 25% Satisfied      

(0% Unsatisfied) 
 
Positive comments in relation to the care provided: 
"Yes definitely - the nurses are lovely." 
"100%, it's great."  
"Extremely satisfied."  
 
Neutral comments in relation to the care provided: 
"Not enough doctors - only get to see nurses." 
"I can't fault the care. They try their best with what they've got. The system could improve, 
particularly for people who work."  
 
(Full list of all comments in Appendix 1 on Page 23) 
 
 
 

13. We asked, ‘Are there any other comments about the GP-led walk-in service that 
you would like to share today?’ 

(34 patients commented) 
 

A good service: 
"It's a very useful service - a really good 'in-between' service offer." 
"Definitely an asset having the walk-in centre." 
"It’s good if you can't get your doctor and it’s not an accident or an emergency. It's reassurance you 
will be seen.” 
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A good service … but long waiting times: 
"It's fine - never had an issue. It's useful having the service, but it's always busy and you have to gear 
up for a long wait." 
"It's just easier to come here, as you don't need to book an appointment. Having said that in the past 
the waiting has been a big issue - sometimes I have waited at least two hours before seeing anyone." 
 

Announcing or displaying appointments: 
"It would be helpful to have a tannoy or an information screen to announce for the next person / 
named person. I am hard of hearing, so it's difficult to hear who they are calling." 
"It would be good if the TV screens were on showing wait times or when people are going to be seen, 
you know like when you're waiting for your order number in Argos. You can't always hear them 
calling you, so it would be good for names to come up on screen."  
 

Waiting times: 
"I didn't understand the patient prioritisation originally - maybe more information on this would help 
with waiting." 
"You know you will have to wait here but you'll always get seen. I just bring a paper and prepare to 
wait. It's usually only about an hour." 
"The waiting time is really frustrating. You would think they would have more staff on, so they can 
see more people at once. Three-four hours wait is really frustrating."  
 

Children: 
"Sometimes it's alright, but we've had some really long waits (up to three hours and that was for the 
children). I felt it was right to complain when it came to that long a wait for a child." 
"Children shouldn't have to wait so long - even babies have a long wait. Adults should have more 
patience and be prepared to wait." 
“The only thing I would say, they could have a waiting space for the kids. It can be difficult when you 
feel ill and they're either running around or crying." 
 

Parking: 
"The only bad thing is parking, they could do with more spaces especially for peak times, it's 
especially bad because there's no street parking around here it's all residents permit holders only. 
There's a big mound of grass outside they could use that."  
 

Other: 
"I rang yesterday for an emergency appointment with the dentist and I can't get an appointment 
because I'm registered with a dentist, but they can't fit me in at all, so I have to wait for out of hours. 
It's not fair."  
"I've nothing against people who don't work, but it would be helpful for people who are coming here 
on their dinner break or who would lose pay if they have to wait to be seen quicker." 
  
(Full list of all comments in Appendix 1 on Page 24/25) 
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14. We asked, ‘Have you shared the information you have shared with us today 
with anyone else?’ 

(91 patients answered) 
 

20% Yes 80% No      

If yes, who? 
 
"My mother." 
"Via a Blackpool Council questionnaire." 
"With people I know."  
 “Alcohol and Drug Services.”  
 “Staff.” 
 

 
  
 
 
 
 
 
 
 
 

 

 

 

 

 

 

24%
12%

21%
17%

6%
5%

2%
9%

4%

0% 5% 10% 15% 20% 25% 30%

FY1

FY3

FY5

FY7

PR4

Q.15  What is your postcode?
(89 answered)

43%

57%

0%

0%

0% 10% 20% 30% 40% 50% 60%

Male

Female

Trans

Other

Q.16  What is your Gender?
(101 answered)

1%
3%

6%
13%

11%
22%

35%
7%

2%

0% 10% 20% 30% 40%

85+

65-74 years

45-54 years

25-34 years

Under 16

Q.17 What is your age? 
(100 answered)

5%
0%
1%
2%
1%

91%

0% 20% 40% 60% 80% 100%

Other
Asian British / Chinese

Mixed ethnicity
Asian British / Indian /…

Black / Black British
White - British

Q.18 What is your ethnicity?
(101 answered)
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Response from provider 
 

“Thank you Healthwatch Blackpool, for this report, we have received and taken 
this report as a very positive reflection of the service we aim to provide at the GP 
Led Walk-in-Centre. 
  
“The report has highlighted a couple of areas that as a service we are aware of 
waiting times, children waiting facilities and car parking. 
  
“We have just finished a building alteration programme of works creating some 
additional waiting area as there are lot of different clinical services using the 
current waiting room and at times we appreciate it is at capacity, we will be 
creating a more family friendly environment for patients with young children, this 
due for completion by April 2018. 
  
“Waiting times are a difficult issue to fully address, we will review the 
information in the waiting area as there are many different ‘queues’ within the 
waiting room to see different services and different clinicians with these services 
and perhaps we can make this clearer. Some of the services we offer have 
appointments and perhaps this is not clear enough. 
  
“The nature of unscheduled urgent care services leads to varying patient demands 
and as such waiting times will vary depending upon many factors, but we have 
with the building alteration created a Clinical Triage Room just of the waiting 
room to allow us to put a triage process in place when waiting times increase, this 
will allow us to ensure the safety of patients waiting, sign post to other quicker 
services if appropriate or see and treat quickly for minor complaints. 
  
“Car parking is a very difficult one as we are only one provider in a large Health 
Care Centre we have very little control, but the Health Care Centre is located on 
a main route through Blackpool which is well serviced by public transport. 
  
“As a service we are very pleased with this report and once the final version is 
published we will  make sure that staff involved within GP Led Walk-in-Centre 
receives/has access to a copy, to enforce the positive feedback this report 
highlights about the positive aspects of the service we offer. 
  
“We would like to thank the members of the Healthwatch Blackpool for the 
professional way the patient engagements day were planned and carried out and 
the support offered during the visits.” 
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Appendix 1 
 

Why have you attended the walk-in centre rather than the GP surgery today?’ 
(related Question 5, Pages 8/9) 
 

Full list of comments: 
 

Unable to get an appointment or assumed too late to get an appointment with their GP  
(34 related comments) 
"I have brought my son as he is poorly, and it was too late to get an appointment with the GP 
practice." 
"They were closing - it was too late to get an appointment." 
"I've come here as it would have been weeks before I got an appointment at the surgery." 
"It was all last minute for my child feeling poorly today, so too late to get an appointment at the GP 
practice." 
"I had an appointment at 5pm at the GP practice, but it was too late to get a vaccine (vaccines were 
locked away) so had to come down here." 
"It was rather a spur of the moment decision - too late to get an appointment at my GP practice."  
"I don't normally have a problem getting an appointment at my GP practice. It was too short notice 
to get an appointment for my son today." 
"I can only book appointments at my GP practice out of normal working hours and I have to wait 
weeks for an appointment - so have come here this evening." 
"I couldn't get an appointment at my practice." 
"It would have been too late to have got an appointment at my surgery for today." 
"You have to wait a week to see anyone at the surgery, so it's just easier here." 
“I can never get an appointment at the surgery. This is my second visit here this week.” 
"I've been here every day bar one day this week between my six children and for myself with a bad 
arm. We're in today because my daughter hurt her arm at school and school didn't do anything 
about it. You can never get an appointment at our GP, it's always busy and you can never get 
through on the phone. I have six kids, so I feel like I'm always here!"  
"We can't get an appointment, we will always try the GP first, but just weren't able to get in today."  
"I probably wouldn't have got an appointment at the GP, they're usually quite good with the kids 
there but my daughter came out of school still feeling poorly so we felt we had to see someone. I 
probably come once or twice a year between the two kids."  
"I'm never able to get an appointment at the GP same day."  
"I can't get an appointment. I have to use this service more often than my own GP."  
"There were no appointments."  
"There were no emergency appointments at my normal surgery. It’s very difficult to get any 
appointments there."  
"I tried 15 times to get GP appointment without success. I had no option than to come here."  
"I've been ill through the night and need to see a GP before work. I'm afraid I may not be able to get 
an appointment at my normal GP."  
"It's more convenient. To see my GP, it's normally two-three days wait."  
"No appointments available at the surgery."  
"There were no appointments at the surgery, I asked them."  
"They can't fit my daughter in. I didn't ring early enough apparently."  
"Time. They couldn't get us an appointment till later in the day when I rang, and I've got to go to 
work so I've come here."  
"I struggle to get an appointment. I came a month ago with a similar issue and the doctor here was 
better than my own doctor."  
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"The GP is a waste of time. I went and asked to see the nurse and they said they couldn't see me. I 
had to ring even though I was stood right in front of them. They didn't take stitches out anyway, so I 
had to come here."  
"I can never get in. It's two, three or even four weeks wait. I'll be dead or cured by then."  
"It’s too much of a wait, I wouldn't get an appointment there."  
"I presume it’s a wait to see a GP and it's a pressing problem."  
"My surgery is a bit further away. We're seen the same here as we are at our own GP and its harder 
to get an appointment there."  
"I know if I phoned I probably wouldn't be seen. I have been ill all weekend. This service is so handy 
because if you can't get in with your doctor there is an alternative."  
"It always takes two weeks to get an appointment at my surgery, so you don't tend to have the 
symptoms anymore."  
 

Just chose to come to the walk-in centre, rather than their GP Practice 
(20 related concerns) 
"I'm busy with work during the daytime - it's easier just to come here in the evening." 
"I have chosen to come here rather than A&E." 
"I work Monday - Friday, and whilst there is a weekend surgery, it's further away from where I live, so 
I just come here." 
"It's just more convenient coming here - you can just turn up rather than having to book an 
appointment at your GP practice." 
"The GP practice are useless - I never use them. By the time you get through and the triage call you 
back, you find out you haven't got an appointment and you could have come here. I now come here 
or urgent care at the hospital." 
"It's just easier to go to the walk-in centre." 
"Not really happy with this GP practice (currently looking to change) so prefer to come here." 
"I've just come straight here to get seen, I didn't even bother with the GP because I knew I wouldn't 
get seen. I've travelled from Fleetwood because I knew I would be seen. It's a five hour wait at 
Blackpool Victoria Hospital A&E, I saw a pregnant lady with a collapsed lung who'd been waiting for 
three hours already, it's madness, priorities much!"  
"Because it's out of hours, I went to the GP yesterday and did not have a good experience, I've had a 
high temperature for four days and the GP just told me to take ear drops, now I felt like I needed to 
see someone else because I didn't feel like they were listening to me."  
"We came for my grandson."  
"My mum decided to bring me."  
"I work away from home during the week, so I can actually never get to the GP practice." 
"It's just easier to come to the walk-in centre." 
"It's quicker to come to the walk-in centre."  
"Getting seen here is quicker than at the normal GP."  
"I'd rather get seen sooner, rather than get triaged and wait at the GP surgery."  
"I'm going out of time for a couple of days, timewise, it’s easier to come to the walk-in centre."  
"It's much easier to be seen at the walk-in centre." 
"You get seen a lot quicker here."  
"I want to be seen as soon as possible, I'm going to college today and it’s got worse overnight. There 
are ultrasounds and everything all in one building here rather than having to go to several places."  
 

Their GP Practice was closed (weekend and evening) 
(18 related concerns) 
"The surgery is closed today, so came here." 
"I've just come here - I'm not sure if my GP practice is open today (a Saturday)." 
"The practice is closed today.” 
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"The practice is closed on weekend. I come here more than I go to my GP practice. If I want an 
appointment there I have to queue outside at 7:30am in the morning." 
"The surgery was closed today, so had to come here." 
"The practice is closed today." 
"I think it's closed today - or not aware that it's open. At least you know you'll be seen." 
"The practice is closed (as it's the weekend) and I have been suffering for a couple of days, so decided 
to come here." 
"I think it's closed today (it never crossed my mind to check if they were open actually)." 
"The practice is closed today." 
"The practice is closed on the weekend." 
"The practice isn't open on the weekends." 
"I'm here today as the practice is closed on weekends." 
"The GP is closed." 
"They were closed for training today. I just got an answerphone message when I rang the practice, so 
just came straight here." 
"The practice is closed today (as it's a weekend)." 
"The surgery is closed on weekends, so I've come here."  
"The practice is closed on the weekend, so I've come here."  
 

They had specific reasons for their visit to the walk-in centre (e.g. blood tests) 
(8 related concerns) 
"The GP doesn't currently employ a diabetic nurse, so they booked me in here, apparently they won't 
have one until March."  
"I'm not seeing a GP I'm seeing a Life Coach, it's a different service from what they offer at my 
doctors."  
"I'm booked in for an appointment."  
"I've come for a blood test."  
"It's a problem I've had before, and I was told to come here if it happened again."  
"It's a follow up."  
"I'm only having blood tests done."  
"The walk-in centre is more appropriate for my complaint."  
 

They had been advised to come to the walk-in centre by their GP 
(7 related concerns) 
"I rang the practice and they advised me to come here as there were no appointments available 
today." 
"My GP practice advised me to come here." 
"My practice is open, but they direct me here (It's difficult to get appointments)." 
"The practice arranged for me to come here today." 
"The practice didn't have any appointments, so they booked me in here." 
"I rang the surgery this morning and was told to go to Whitegate walk-in centre instead." 
"I phoned the GP and there were no appointments. They recommended I came here or went to the 
hospital."  
 

They felt it was urgent that they managed to see a medical professional 
(7 related concerns) 
"Fairly urgent and worried, so wanted to come down here today." 
"I've been at work today and had an urgent concern so have come here this evening." 
"My illness just came on quick and I wanted to get it sorted as soon as possible." 
"It's urgent, I think I'll need an x-ray."  
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"I came in with my child, she has pain in her ears and a fever and just feeling really poorly, so I 
wanted to get her checked out. I always prefer to use the GP."  
"It feels like it's urgent."  
"My sons condition has worsened over the last few days."  
 

They lived outside of the area 
(4 related concerns) 
"I live in London and but I'm just visiting my family and I've fallen ill."  
"I'm registered at a surgery in Oxford where I study, I'm back in Blackpool to visit my family and I 
need to have a blood test so I've come here."  
"We're in the process of moving to Blackpool. I'm coming back every day for a dressing."  
"I'm not registered here, I'm visiting family."  
 

Other 
"Time." 
"I have a complaint in against my doctor, so I don't want to go there. It's also easier to come here 
than go into town."  
 
 

We asked, ‘if you have never attended this service before, are you happy with the 
service so far?  
(related Question 8, Page 10) 

 

Full list of comments: 
 

"I'm prepared to wait to be seen." 
"Not too bad, so far." 
"This is my first time for me. The service seemed very good when I came here with my son - so hoping 
for the same." 
"It seems fine."  
"Seems a very positive service from first impressions." 
"It's okay - so far." 
"So far, so good - all depends on the wait. I'm not sure how they prioritise people coming in to the 
centre." 
"It's really nice."  
"Very nice, very good so far."  
 
 

We asked, ‘if you have attended before, how do you find the non-medical staff, e.g. 
receptionist, admin staff, practice management?’ 
(related Question 9, Pages 10/11) 
 

Full list of comments: 
 

Positive comments about medical staff: 
"They're good - they get straight to the point and get your details for a quick book in." 
"They're always very helpful." 
"Staff on reception are great.” 
"They are good - really polite." 
"It's been good." 
"They are really efficient, polite and sensible." 
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"They are very efficient and they're not nosey! I like the fact that they don't ask you lots of personal 
questions." 
"They are nice". 
"They're very helpful." 
"The staff are very efficient." 
"The service is good - I think they prioritise patients well." 
"They are very good here." 
"They are fine here." 
"They're good - they're just do the job they need to do." 
"They've always been really good." 
"They're lovely - never rude." 
"They're okay. I'm very happy - the reception staff are much nicer than the receptionists at the 
surgery." 
"They're absolutely brilliant - I don't mind the wait as long as I get seen." 
"The reception staff are very pleasant and helpful." 
"Very polite - never had a problem." 
"The staff are always courteous." 
"They're fine." 
"They're good."  
"They're really good here - I have no problem with the staff. Sometimes I'm referred by my GP 
practice, sometimes I just turn up. They just pull up my records when I get here - all very simple." 
"Yes, they are very pleasant." 
"They're really nice and friendly."  
"The staff are always nice and polite."  
"I've never had any problems with reception staff." 
"They're lovely here." 
"They're quite good."  
"I've never had an issue."  
"100% happy every time."  
“The staff are very polite and courteous." 
"They've been fine."  
"Great, very helpful."  
"Fine, friendly, nice."  
"They're friendly."  
"Absolutely fine. They're joyful and happy."  
"Fine, great."  
"Always good."  
"Good."  
"Fine."  
"Fine."  
"Good."  
"All seem fine."  
"Fine, excellent. I rang before I came."  
"Brilliant. Really helpful. I feel sorry for them because people can be really rude."  
"The staff have always been lovely."  
"Good."  
"Really nice and helpful."  
"Really nice."  
"They've also been okay."  
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Neutral comments about non-medical staff: 
"Some are helpful, some aren't, some are rude, some aren't. It's like they don't want to be there."  
 

 
We asked, ‘if you have attended before, how do you find the medical staff, e.g. doctors 
and nurses?’ 
(related Question 10, Page 11) 
 

Full list of comments: 
 

Positive comments about medical staff: 
They're friendly - what you would want - especially for the kids." 
"They have been very good." 
"They're good." 
"They've been fab every time I've been here. Sometimes I choose here (over my GP practice) for big 
problems too." 
"Good advice and they get you sorted out." 
"They've been great - I have generally been seen very quickly." 
"Absolutely great - never had a problem." 
"I can't say I've had a bad experience here."  
"They are good." 
"They're always good here. It's quite awkward getting to see a GP at my local practice. You can't 
book in advance for certain days (when I'm off)." 
"They are very helpful at all times." 
"They're all okay and approachable to talk too." 
"They always been helpful - no matter what the issue. I always feel well advised." 
"I don't have an issue." 
"They're good - I've never had a problem." 
"The medical staff are lovely - really nice."  
"They're very pleasant - never had an issue." 
"All the medical staff are great." 
"They're brilliant - always helpful." 
"Not strange to see someone different. They've always been lovely - very efficient." 
"The medical staff have always been very good here." 
"They've always been okay." 
"They're really nice. Nine out of ten. You usually only get to see a nurse, but if the kids are poorly they 
will often get to see a GP." 
"Again, the medical staff are always nice and polite." 
"They're fine." 
"They're very helpful." 
"They're all fine."  
"They've always been quite good."  
"They've always been great."  
"All lovely."  
"No complaints."  
"The staff are all good." 
"I've seen both doctors and nurses here and they've all been excellent." 
"The medical staff are really excellent." 
"Very approachable and friendly."  
"They're friendly, helpful and straight to the point."  
"Friendly and polite."  
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"Perfect, they're brilliant too. They're great with kids."  
"They're very good."  
"No problems at all."  
"The doctor I've saw was very good."  
"Great."  
"They were good."  
"They've all been fine."  
"All been great."  
"Good."  
"Very nice."  
"Really really nice. Always give you a lot of time and let me waffle on."  
"Really good."  
"Never had any problems."  
 

Neutral comments about medical staff: 
"They've been brilliant - very good and thorough, although would prefer to see a GP." 
"Not enough staff - but the staff they have are very good." 
"I've never seen the same person, but they've all been fine." 
"Some of them are lovely, some of them are a bit 'ars*y'." 
"Very helpful, most of them."  
 

 
We asked, ‘do you tend to feel listened to, respected and understood during your 
appointment?’ 
(related Question 11, Pages 11/12) 
 

Full list of comments: 
 

General comments: 
"They're fine - no problem." 
"Never had any issues - all good." 
"They are good - they make you feel at ease." 
"I've only been twice. They were both very quick appointments but still very good." 
"Yes fine." 
"Absolutely." 
"I always do."  
"Yes, all the time. They've all been fine." 
"They're very thorough."  
"Totally - it's a fantastic service, we'd be lost without it."  
"I think they're very good." 
"I've never had a problem; the staff are very friendly and approachable." 
"I always do, but last time was especially good."  
"By and large."  
"I definitely do."  
 

Comments (positive) about being listened too: 
"I always get answers - I never feel fobbed off." 
"They are very open. They never dismiss what you say." 
"They're good - they listen." 
"Definitely - they always listen, they're very helpful." 
"I think they listen. They were really good when I had a problem last year, so nice. They sent me to 
A&E immediately."  
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Comments (less positive) about being listened too: 
"They listen but sometimes they don't always think the same way that you do so you don't agree."  
"It depends on the doctor."  
"Yes, I did but they made presumptions about what I needed."  
 

Comments about seeing different health professionals: 
"I'm not phased or too fussed who I see." 
"I've seen a different person every time I've been here, but they've all been fine." 
"It's not a problem seeing someone I don't know." 
"They do talk, and they do listen."  
 

Comments in relation to GP services: 
"The service here is very similar to my GP practice." 
"It's fine - no different from visiting the GP practice." 
"I do feel listened to and looked after here. It doesn't really matter to me seeing someone different 
every time as you never get to see the same doctor at the GP practice either." 
"Depends on what you come for - it's easier to come here for the simpler things (if it was more 
complicated I'd prefer to see my GP)." 
"They're fine - but obviously won't know your health background in the same way that your GP 
might." 
 

 
We asked, ‘overall, how satisfied are you with the care provided?’ 
(related Question 12, Page 12) 
 

Full list of comments: 
 

Positive comments about the care provided: 
“Ten out of ten.”  
"It's very good".  
“Eight out of ten.” 
"Yes definitely - the nurses are lovely." 
"Very satisfied." 
"Excellent."  
"I have no issues with the care here - no complaints." 
"It's been good."  
"100%, it's great."  
"It's good."  
"Extremely satisfied."  
"They've been alright."  
"Really satisfied."  
"It's pretty good."  
 

Neutral comments about the care provided: 
"I can't fault the care. They try their best with what they've got. The system could improve, 
particularly for people who work."  
"Not enough doctors - only get to see nurses". 
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We asked, ‘Are there any other comments about the GP-led walk-in service that you 
would like to share today?’ 
(related Question 13, Page 13) 
 

Full list of comments: 
 

A good service: 
"It's really good - busy - but not a bad experience.” 
"It's a good service to have. You realise you have to wait." 
"It's a very useful service - a really good 'in-between' service offer.” 
"They are very good - don't know what we'd do it without it." 
"Absolutely delighted with the place." 
"It's not too bad waiting, particularly if it's urgent. Definitely an asset having the walk-in centre." 
"The building is lovely, clean and warm. The service has been quick."  
"There's a terrible service down South. This is much better."  
"It's a good service for people who use it right. People don't use A&E properly."  
"It’s good if you can't get your doctor and it’s not an accident or an emergency. It's reassurance you 
will be seen. I wouldn't use it unless I really needed it and couldn't be seen at my practice. I know not 
everyone uses it like that."  
 

A good service … but long waiting times: 
"It's fine - never had an issue. It's useful having the service, but it's always busy and you have to gear 
up for a long wait." 
"It's just easier to come here, as you don't need to book an appointment. Having said that in the past 
the waiting has been a big issue - sometimes I have waited at least two hours before seeing anyone." 
"It's very good, although you usually have to wait a couple of hours to be seen.” 
"It's fine - obviously you realise you have to wait." 
 

Announcing or displaying appointments: 
"It would be helpful to have a tannoy or an information screen to announce for the next person / 
named person. I am hard of hearing, so it's difficult to hear who they are calling."  
"It would be good if the TV screens were on showing wait times or when people are going to be seen, 
you know like when you're waiting for your order number in Argos. You can't always hear them 
calling you, so it would be good for names to come up on screen."  
 

Waiting times: 
"Long waits here - that's what puts us off. We would prefer to see our GP." 
"Sometimes takes a while to be seen, but I don't mind waiting." 
"I didn't understand the patient prioritisation originally - maybe more information on this would help 
with waiting." 
"It's been a long wait this morning - an hour and half so far." 
"Usually seen quite quickly but weekends can be a longer wait sometimes." 
"You know you will have to wait here but you'll always get seen. I just bring a paper and prepare to 
wait. It's usually only about an hour." 
"The waiting time is really frustrating, I have babies at home and 500 other things to do. You would 
think they would have more staff on, so they can see more people at once. 3-4 hours wait is really 
frustrating."  
"You normally have to wait about an hour." 
"I can't call the waiting times because there’s that many people coming. I'm very satisfied and it's an 
alternative."  
"The wait here can be horrendous, it's been 4 hours wait or so in the past so not great."  
Children: 
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“I would rather come here if the kids have something - it just gives me peace of mind (even if it's 
nothing - it's just better to be safe)."  
"Sometimes it's alright, but we've had some really long waits (up to 3 hours and that was for the 
children). I understand the issues (I am a healthcare practitioner) and why there could be delays but I 
felt it was right to complain when it came to that long a wait for a child." 
"Children shouldn't have to wait so long - even babies have a long wait. You often have to wait at 
least an hour with the children - it's too long. Adults should have more patience and be prepared to 
wait." 
"It would be better if there was a separate access route for children." 
"More walk-in options would be better (particularly for children) - sometimes we are waiting (with 
the children) for up to a couple of hours before you get seen." 
"Having a children's area to keep them entertained would be good."  
“The only thing I would say, they could have a waiting space for the kids. It can be difficult when you 
feel ill and they're either running around or crying. They can be waiting for ages it’s not great." 
 

Staffing: 
"Just to be seen is the main thing, but the staff are very nice too. It doesn't matter that you don't 
know the medical staff - it's no different from the GP practice as you rarely get to see the same 
person there either." 
 
Parking: 
"The only bad thing is parking, they could do with more spaces especially for peak times, it's 
especially bad because there's no street parking around here it's all residents permit holders only. 
There's a big mound of grass outside they could use that."  
 

Other: 
"I would only use here if I can't get an appointment."  
"The GP's advertise for more patients but you can't get an appointment as it is."  
"It's just really convenient."  
"It seems adequate and fine to me."  
"I rang yesterday for an emergency appointment with the dentist and I can't get an appointment 
because I'm registered with a dentist, but they can't fit me in at all, so I have to wait for out of hours. 
It's not fair."  
"I've nothing against people who don't work, but it would be helpful for people who are coming here 
on their dinner break or who would lose pay if they have to wait to be seen quicker."  
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