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This report describes our judgement of the quality of care at this service. It is based on a combination of what we found
when we inspected, information from our ongoing monitoring of data about services and information given to us from
the provider, patients, the public and other organisations.

Overall rating for this location Good @

Are services responsive? Good @
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Overall summary

We carried out an announced focused inspection at St
Paul’s Practice (known as Carlisle Healthcare) on 11
October 2019. This was to check the practice had made the
improvements we said they should when we last inspected
the practice in November 2018.

At the last inspection, we rated the practice as requires
improvement for providing responsive services. We said the
provider should:

+ Continue to make improvements to telephone access
and access to appointments, and to gather patient
feedback to ensure these improvements were effective.

« Continue to look for ways to communicate and engage
with staff and patients.

At this inspection, we found that the provider had acted to
address these areas.

We based our judgement of the quality of care at this
service on a combination of:

« what we found when we inspected;

« information from our ongoing monitoring of data about
services, and;

« information from the provider, patients, the public and
other organisations.

We rated this practice as good overall. (Previous rating
December 2018 - Good).
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We rated the practice as good for providing responsive
services because the practice had:

+ Continued to recruit GPs and advanced nurse
practitioners to try and increase the number of
appointments they were able to offer patients. They
were training nurses to advanced nurse practitioner
level as well;

+ Reduced the average time patients waited for their call
to be answered;

« Gathered patient feedback to show that new systems
were leading to improvements;

» Used online access to reduce the demand on the
telephone and appointment systems, and monitored
use of online access to ensure it was working as desired;

+ Putsystemsin place to improve communication and
engagement with staff and patients.

We recommend that the practice should:

« Continue to gather patient feedback regarding
telephone access and the appointment system to
ensure improvement is ongoing,.

Dr Rosie Benneyworth BM BS BMedSci MRCGP

Chief Inspector of Primary Medical Services and Integrated
Care



Population group ratings

Older people
People with long-term conditions

Families, children and young people

Working age people (including those recently retired and

students)

People whose circumstances may make them vulnerable

People experiencing poor mental health (including people

with dementia)

Our inspection team

Good

Good

Good

Good

Good

Good

Our inspection team was led by a CQC lead inspector.

Background to St Pauls Practice

St Paul’s Practice is located in Carlisle, Cumbria, and is

registered with the Care Quality Commission to provide
primary care services to patients living in the town and

surrounding rural areas.

The practice provides services to around 36,250 patients
on a General Medical Services contract from five sites:

+ St Paul’s Practice, Spencer House, St Paul’s Square,
Carlisle, Cumbria CA1 1DG.

« Brunswick House, 1 Brunswick Street, Carlisle CA1 1ED

+ Arnside House, Sycamore Lane, Carlisle CA1 3SR

« North Carlisle Medical Centre, Eden Street, Carlisle CA3
9JZ

« FEastern Way, 1 Eastern Way, Carlisle CA1 3QZ

We visited St Paul’s Practice, Brunswick House, North
Carlisle Medical Centre and Eastern Way during this
inspection.

St Paul’s Practice and the other sites in the group are
known collectively as Carlisle Healthcare, following a
merger of three Carlisle practices in October 2016: St
Paul’s Practice, Brunswick House Medical Group and
North Carlisle Medical Practice. This is the first merger of
GP practices on this scale in Cumbria. Prior to the merger,
St Paul’s Practice and Brunswick House Medical Group
were inspected in November 2014 and November 2015
respectively and were both rated as good. North Carlisle
Medical Centre was not inspected before the practices
merged.
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The buildings in which the practice is located differ from
site to site. St Paul’s Practice was purpose-built as a GP
surgery in 1992. Brunswick House is located in a
converted building. Both are in the centre of Carlisle.
Both had wheelchair or step-free access. There was no
car parking at either of these sites, although on street
parking with a local residence permit or pay-and-display
car parks were located nearby. North Carlisle Medical
Practice is located in a modern, purpose-built building in
the north of the city. Patient facilities used by the practice
were located on the ground floor, and there was
level-access, automatic doors and car parking available.
Eastern Way is a small, purpose-built practice building
with an adjoining car park. Brunswick House and North
Carlisle Medical Centres had an adjoining pharmacy.
Patients at the practice can attend appointments and
services at all five sites.

The practice has a large team comprising 15 GP partners
(three female, 12 male), seven salaried GPs (four female,
three male), six advanced nurse practitioners (all female),
four trainee nurse practitioners (all female), one specialist
practitioner (female), five non-medical prescribing nurses
(female), 17 practice nurses (all female), one paediatric
nurse specialist (male), two extended role practice nurses
(both female), three pharmacists, six health care
assistants, two trainee advanced practitioners, a



six-person management team (including the practice
manager and two deputy managers), 67 members of
clerical staff performing administrative, secretarial,
reception and estates duties.

Opening times at the practice are 8am to 8.30pm from
Monday to Friday. The surgery is closed at weekends.
Telephones at the practice are answered from 8am to
6.30pm Monday to Friday. Outside of these times, a
pre-recorded message directs patients to 999 emergency
services, NHS 111 or out-of-hours providers, as
appropriate

The practice is part of North Cumbria clinical
commissioning group (CCG). Information taken from
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Public Health England places the area in which the
practice is located in the fifth least deprived decile. In
general, people living in more deprived areas tend to
have greater need for health services. The practice’s
patient population is similar to the national average, and
has a lower percentage of older patients than other
practices in Cumbria. The number of patients with a
long-standing health condition is higher than local and
national averages (62.2% to 58% and 53.7% respectively)
and the number of patients in paid work or full-time
education is lower than local and national averages
(54.4% to 59.4% and 61.9%).
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