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What is Enter and View? 

Healthwatch has a legal power to visit health and social care services and see them in 

action. This power to Enter and View services offers a way for Healthwatch to meet 

some of its statutory functions and allows us to identify what is working well with 

services and where they could be improved. 

Although Enter and View sometimes gets referred to as an ‘inspection’, it should not be 
described as such. 

 
The purpose of an Enter and View visit is to collect evidence of what works well and 
what could be improved to make people’s experiences better. We use this evidence to 
make recommendations and inform changes both for individual services as well as health 
and social care system-wide. 

Only trained Authorised Representatives can conduct a visit and then only for the 
purpose of carrying out our activities. 

This visit is part of a work plan for 2019. For more information about this visit 
https://www.healthwatchwestsussex.co.uk/what-we-do 

During our visit, we focused on: 

• Observing how people experienced the service through watching and listening 

• Speaking to people using the service and their family and friend carers, to 
find out more about their experiences and views 

• Observing the nature and quality of services and speaking to staff. 

 
It is often challenging to engage with and collect insight from patients, carers and staff in 
acute hospital settings because of the fast-pace of care or because people are too unwell 
to talk to us. On these visits we were able to speak to a good number of patients, family 
and friend carers. We also had positive and useful conversations with staff members.  
 

1 Section 225 of the Local Government and Public Involvement in Health Act 2007 
 

2 Section 221 of the Local Government and Public Involvement in Health Act 2007

Healthwatch statutory functions 

• The legislative framework for Healthwatch is split between what Healthwatch 
must do (duties) and what they may do (powers). Healthwatch have a power 
under the Local Government and Public Involvement in Health Act 20071 to carry 
out Enter and View visits 

• Healthwatch should consider how Enter and View activity links to the statutory 
functions in section 221 of the Local Government and Public Involvement in 
Health Act 20072. 

https://www.healthwatchwestsussex.co.uk/what-we-do
https://www.healthwatchwestsussex.co.uk/what-we-do
http://www.legislation.gov.uk/ukpga/2007/28/section/225
http://www.legislation.gov.uk/ukpga/2007/28/section/225
http://www.legislation.gov.uk/ukpga/2007/28/section/221
http://www.legislation.gov.uk/ukpga/2007/28/section/221
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This report details the themes and issues raised from these conversations as well as our 
observations of the service and environment.  

Where good practice has been suggested – either through patient/visitor feedback or 
our observes, we will show this be showing this icon. 

Where our work has made a difference, we will show this by using this icon. 

The report is shared with the Trust, which in this case is Sussex Community NHS Foundation 
Trust, regulators, the local authority, and NHS commissioners and quality assurers, the public, 
Healthwatch England and any other relevant partners, based on what was found during the 
visit. 

We would like to thank the Reception Team who made us feel very welcome, and Mary 
O’Keefe and Tracey Beck, for accommodating our visit and for receiving our feedback 
positively. 

 

 

Where did we go? 
A team of six Authorised Representatives visited on Friday 31 May 2019.  This was an 
unannounced visits, but we had made the Trust aware we would be visiting the hospital in May.  
 
During the morning visits we went to: 

• Outpatients 

• Minor Injuries 

• Physio Department 

• Hydrotherapy 

• Dermatology Service (run by Surrey and Sussex Hospitals NHS Foundation Trust) 

• Warfarin Clinic 

• Wards. 
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Recommendations for improving services  

There are requirements for service providers to respond to our reports3 and recommendations 

made with them.  

A draft of this report was shared with the Trust, so they could respond to the finding and the 

recommendations. A more formal response is to the recommendations is required within 20 

days of receiving the report.  

Where provider fails to respond, we will escalate the matter to the commissioner(s) of the 

service and the Care Quality Commission. A copy of the escalation will also be shared with 

Healthwatch England. 

 

We make the following recommendations to support the Trust to improve its services and 

patient experience. 

• The Trust should review and where appropriate improvement the external signage 

(including those for Shripney Unit) to avoid driver confusion when leaving the hospital 

and site. 

• The Trust, which operates a No Smoking Policy (p.31), should seek to find ways to 

reinforce this policy across its staff team, and monitor the rear doors to the hospital, 

so patients and visitors do not see it as acceptable to ignore this policy as staff are not 

seen ignoring it. 

• The Trust should review the viability of the restaurant, and what the refreshment 

provision for the hospital needs to look like, taking account of all stakeholder views, to 

ensure there is a provision for patients and visitors to sit and recoup/enjoy a hot drink 

and food. 

• The Trust should revisit, with ward staff, the importance of getting patients prepared 

for their meal, to make sure there is a consistently high level of infection control is 

achieved and patients are readied for their meals. 

• The Trust should review the system for making appointments for the Warfarin Clinic to 

ensure patients are able to get appointments for blood tests, and any other 

treatments, when needed. 

 

 

3 Section 44 of The NHS Bodies and Local Authorities (Partnership Arrangements, Care Trusts, Public Health and 
Local Healthwatch) Regulations 2012 

  

https://www.sussexcommunity.nhs.uk/downloads/welcome/how-to-guide.pdf
https://www.sussexcommunity.nhs.uk/downloads/welcome/how-to-guide.pdf
http://www.legislation.gov.uk/uksi/2012/3094/regulation/44/made
http://www.legislation.gov.uk/uksi/2012/3094/regulation/44/made
http://www.legislation.gov.uk/uksi/2012/3094/regulation/44/made
http://www.legislation.gov.uk/uksi/2012/3094/regulation/44/made
http://www.legislation.gov.uk/uksi/2012/3094/regulation/44/made
http://www.legislation.gov.uk/uksi/2012/3094/regulation/44/made
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Response from the Trust 
 

 
 
 
Sussex Community NHS Foundation Trust would like to thank you for taking the time to visit 
Bognor Regis War Memorial Hospital. We are delighted the patients who you spoke with, in the 
main, had a positive experience of the services at Bognor Hospital.  
 
We welcome the recommendations you have made and have devised an action plan to further 
explore and address the issues you have highlighted in your report, which we will feed into the 
Patient Experience Group. 
 
Immediate actions will include better promotion to staff, of the Healthwatch remit and statutory 
powers, by including information in new staff induction training and in weekly communications to 
existing staff.  We will also be refreshing and reviewing the information available in GP practices, 
regarding the self-referral to physiotherapy at Bognor, to ensure this service is widely publicised. 
 
Our Trust is one of many NHS Trusts who are tenants of and use the Bognor site. Issues 
regarding car parking and building reconfiguration are managed through NHS Property 
Services.  Sussex Community NHS Trust are in continued discussion with NHS Property 
Services and we will highlight your report to them.  
 
Thank you for providing such a valuable insight into our patient experiences, your feedback will 
support us to continually drive quality improvement. 
 
 

Susan Marshall 
Chief Nurse 
Sussex Community Foundation Trust 

 
 
 
 

Following up on our recommendations and engagement. 
 
We will confirm outcomes by: 

• Examining the formal responses to the recommendations made in this report and check actions 
have been taken.  

We will understand if we have made a difference by: 

• We will ask patients specific questions, when we visit the hospital again, to see if their 
experience is different because of the outcomes of the recommendations. 
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What we found at the Hospital? 
 

First Impressions 

Overall impressive is that the upkeep of the hospital environment was kept clean and tidy. 

Aa real disappointment was finding, that once again, the restaurant was still closed. This was 
observed a year ago, when it was explained that this was only temporary. The reception staff 
said it was closed due to staff sickness, but we were told by several other staff members that 
it had not opened at all during May and that it was greatly missed by all.  

Praise was given to the snack/tea bar in the Minor Injuries Unit for being open a great deal of 
the time (all the time over the recent bank holiday period), even through this was not really 
felt to be adequate. 

It’s lovely to have tea in a proper (new) mug. 

We noted, and it was commented on, that there was nowhere to comfortable sit in this area – 
with the choice of joining the people waiting to be see (maybe taking up a seat) or sitting 
outside in the corridor, where there were no tables available to put your drink on. 

Unfortunately, there was no chaplain for the Chapel, however we were told that a multi-
domination person had recently been appointed on a part-time basis.  

The Chapel Garden, which is maintained by volunteers, was a joy to visit and both staff 
and patients told us how much they valued this area. 

We noted that about half the patients were dressed in day clothes and half in nightwear. 

In-patients told us how they greatly valued being closer to home, than when they had been at 
St. Richards Hospital as acute admissions. They shared they were pleased to have been 
transferred to this hospital. 

Car park 

The car park at the main entrance was not full (possibly because it was a Friday and half-
term). The signage was good for entering but not so, for coming out. One of the team found it 
extremely confusing and some people were observed having difficulty locating the exit signs. 

Grounds and entrances 

The grounds were well kept and litter free. Visitors and patients told us that they found the 
entrance to the hospital to be very welcoming. There was plenty of seating within the grounds 
outside the rear exit, but ironically, there were numerous cigarette butts seen on the path 
beneath the two No Smoking signs. 

The rear entrance, however, was not so appealing. The road surface appears to need repairing 
in place and the yellow lines are wearing and would benefit from repainting, as do the 
Ambulance indication signs. 
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Additionally, the signage to the Shripney Unit appears to be incorrect, and we were told this 
was a result of recent changes and was being addressed. 

We were concerned to note; several staff members were seen regularly going out through the 
Minor Injuries Unit doors for a cigarette/vape break and loitering on the outskirts of the 
building’s grounds. We noted a lot of cigarette butts on the floor at this location, which would 
seem to confirm this insight. 

Meal Service 

During the lunchtime period, pairs of Authorised Representatives visited Leslie Smith Ward 

and Don Baines Ward, to observe the meal service. Both wards area for rehabilitation.  

• The food appeared and, smelt appetising and was presently nicely on the plate. Most of 

the patients seemed to be enjoying the food and we heard more than one comment 

about how good the meal was. 

There was a buzz of conversation and some laughter and banter between staff and the 

patients, which was a pleasure to observe. 

Desserts were served separately. This helps to keep the dessert at an appropriate 

temperature, rather than a hot dessert going cold whilst a patient eats their main 

course. 

Some staff members were seen using the patients dining room as a shortcut to access 

their office. When we raise this, we were told staff could reached it through another 

door, without disturbing the patients’ mealtime. This was raised with the staff 

immediately, and they were reminded of the need to use the alternative route 

immediately. 

• We saw patients being assisted, where possible, to the dining room. Patients were 

encouraged to eat with others. 

• Patients were supported and encouraged during their meals, but the introduction of 

individual sachets of salt and pepper did not seem to be very helpful. On Leslie Smith, 

we saw staff assisting patients by opening the sachets and sprinkling on the desired 

amount on the food. 

• Staff were seen taking trays (coloured according to patient needs) to patients unable 

to leave their beds, and staff were seen to give patients time and respect. 

• On Leslie Smith, we saw a nurse appear, as someone sat down, to ensure they washed 

their hands using the hand wipes. Assistance was given to those who needed help. This 

was not seen on Don Baines. However, we did see one or two patients, on one of the 

wards, independently wiping their hands before lunch. 

We would suggest, from our observations that there is inconsistency in regard to hand 

washing and preparing patients for their meals.  
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Spotlight on – Dermatology Service 

We were told that this service was the NHS at its best, with people telling that they are seen 

by their GP and referred to the service, where an assessment is done via an application on 

your phone. A consultant will then text back with a preliminary diagnosis, and an 

appointment date and time, at the local GP practice. We were told that treatment and 

discharge are all within three weeks. 

Spotlight on – Minor Injuries Unit (MIU) 

At the time of visiting the unit it did not appear very busy and as a result conversations with 

patient were started, only to have the person called. Everyone we spoke to in MIU were full 

of praise for the hospital and its staff. There was a real sentiment that it would be a tragedy, 

if this service was not there in the future. 

It felt to us, that local people were using the hospital, rather than going to see their GP on 

occasions, as they knew they would get access to treatment and care. 

• We were told by a Sandra* a parent, waiting in the MIU with her child, said its pointless 

going to her GP as they would only send her to here anyway. She was triaged and her 

child was seen within 15 minutes. 

• We observed patients being triaged and seen, one with 25 minutes and another within 

40 minutes. The latter patient said that he would have spent longer at his local 

surgery, and that this assumes I could get through to make an appointment.  

• John*, an older patient said he could not see his GP yesterday, but did see a nurse, 

who advised him to come to MIU. He was triaged, seen, x-rayed and see again, all 

within 75 minutes. John told us at my surgery, you have to go and queue before 

8.00am if you want an appointment.  

• One patient said they liked coming to this A&E department, as it felt comfortable. 

Spotlight on – Muscular Skeletal Service 

We spoke to someone who described the Unit as a waste of time, as they had been waiting 

eight weeks for an appointment, only to be told that they had to refer themselves to the 

service. 

Spotlight on – Physiotherapy Department 

We spoke to a patient who was using the gym after an accident, who said It took three years, 

but they have literally put me back together again. 

We saw patients clearly enjoying themselves in the hydrotherapy pool and were being well 

assisted by staff.  

• Patients in both departments told us that they appreciated being able to see the same 

person each time they visited. 

Staff told us that the hospital was a really pleasant place to work in. 
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Spotlight on – Rheumatology Clinic 

We spoke to a patient in the corridor of this clinic who was extremely please with the service 

received. Another person said that there was nothing they could do for their relative’s pain, 

but they keep trying. 

Spotlight on – Richard Hotham Unit 

There were very few patients in this Unit, but all appeared clean and tidy, including the 

toilets. 

Spotlight on – Warfarin Clinic 

We were told that patient have to phone in for an appointment, but the phone is often not 

answered, and the answerphone cuts in. People said that this creates problems for patients 

on warfarin, who must have bloods done regularly.  

Patients are then chased by the St. Richards Hospital’s Warfarin Clinic, as to why they had 

not had bloods taken. 

It was felt that there was a need for someone to cover the phone during the hour’s patients 

could phone for an appointment. 
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About us 
 

Healthwatch is here to make care better. 
 

We are the independent champion for people who use health and social care services. We're here 
to find out what matters to people and help make sure their views shape the support they need. 
 
We also help people find the information they need about services in West Sussex. 

 
 

helping you on the next step of your 
health and social care journey – 
wherever it is taking you. 

 
 
We have the power to make sure that the government and those in charge of services hear 
people's voices. As well as seeking the public's views ourselves, we also encourage services to 
involve people in decisions that affect them. 
 
You can review how we performed and how we report on what we have done by visiting our 
website https://www.healthwatchwestsussex.co.uk/news-and-re ports 
 
 
 

Contact us 

Healthwatch West Sussex CIC is a Community Interest Company limited by guarantee and registered 
in England & Wales (No. 08557470) at Pokesdown Centre, 896 Christchurch Road, Pokesdown. BH7 
6DL.  
 
Healthwatch West Sussex works with Help & Care  
to provide its statutory activities. 

 

 
Healthwatch West Sussex 
Billingshurst Community Centre 
Roman Way 
Billingshurst 
West Sussex 
RH14 9QW 

https://www.healthwatchwestsussex.co.uk/news-and-reports
https://www.healthwatchwestsussex.co.uk/news-and-reports
https://www.helpandcare.org.uk/

