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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 Inadequate @)
Are services safe? Inadequate '
Are services effective? Inadequate .
Are services caring? Good .
Are services responsive to people’s needs? Inadequate '
Are services well-led? Inadequate .
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Overall summary

We carried out an announced inspection at Castletown Medical Centre on 11 May 2021. Overall, the practice is rated as
inadequate;

Safe - Inadequate

Effective - Inadequate

Caring - Good

Responsive - Inadequate

Well-led - Inadequate

We previously inspected the practice on 5 January 2016, the practice was rated good overall and for effective, caring,
responsive and well-led services. The practice were rated requires improvement for providing safe services. Following a

further inspection on 15 August 2016, the practice was rated Good overall and for the key question of safe.

The full reports for previous inspections can be found by selecting the ‘all reports’ link for Castletown Medical Centre on
our website at www.cqc.org.uk

Why we carried out this inspection

This inspection was a comprehensive inspection, we have carried out this inspection because we received information of
concern relating to insufficient clinical presence at the practice, limited numbers of administration staff suggesting that
the practice was neither safe or accessible to patients.

How we carried out the inspection/review

Throughout the pandemic CQC has continued to regulate and respond to risk. However, taking into account the
circumstances arising as a result of the pandemic, and in order to reduce risk, we have conducted our inspections
differently.

This inspection was carried out in a way which enabled us to spend a minimum amount of time on site. This was with
consent from the provider and in line with all data protection and information governance requirements.

This included:

+ Conducting staff interviews using video conferencing, on the telephone and face to face

« Completing clinical searches on the practice’s patient records system and discussing findings with the provider
+ Reviewing patient records to identify issues and clarify actions taken by the provider

+ Requesting evidence from the provider

+ Ashortsite visit

Our findings

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

« 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 have rated this practice as inadequate overall and inadequate for all population groups.

The population groups are rated inadequate overall because there are aspects of the practice that are inadequate which
therefore has an impact on all population groups.

We rated the practice as inadequate for providing safe, effective, responsive and well led services because:

+ There were not enough members of staff working at the practice to keep patients safe who were fully trained and in the
correct role, with clear accountabilities.

+ Dueto the limited experience of the staff in administrative roles and lack of access to information, we were concerned
that staff could not identify and respond to the changing risks to patients who used the service, including deteriorating
health and well-being or medical emergencies.

+ There was no overall training, the practice were not recording and monitoring staff training to ensure staff had the skills
and experience needed to carry out their roles. There was no evidence of staff receiving appraisals.

« Inthe clinical notes of four out of five hypertensive patients we looked at we saw that they had been monitored by a
non-medical prescribing nurse without the clinical oversight of the GP.

+ There was no clear evidence of effective monitoring for high risk medication. Advice from the medicines and
healthcare products regulatory agency (MHRA) was not being followed.

« The practice did not have a system for the management of patient and drug safety alerts and therefore could not
ensure medicines were prescribed safely.

« Some patients had not had a structured and comprehensive medication review.

« The lack of some systems and processes meant that patient’s needs were not always identified. For example, there
were examples of poor-quality and inaccurate coding of patient records.

+ The practice did not have a system in place to learn and make improvements when things went wrong. There was no
clear process for the recording of significant events, some staff we spoke with told us they were fearful of raising
significant events and they were not allowed to enter them on the local risk and incident reporting system.

« We found care and treatment was not always delivered in line with current legislation, standards and evidence-based
guidance

« Areview of the mental health register found four patients had not been formally reviewed and they did not have a
documented care plan in place.

« We were concerned that the arrangement for appointments at the practice was unreasonable and unsuitable and left
patients at risk of not receiving timely access to appointments.

« Patients were not encouraged to put their concerns or complaints in writing. The practice thereby lost any opportunity
to learn from these concerns or rectify what had happened for patients.

« We found a lack of leadership capacity and capability to successfully manage challenges and implement and sustain
improvements.

+ The practice could not evidence that some risks, issues and performance were managed to ensure that services were
safe or that the quality of those services was effectively managed.

+ We were concerned that there was a blame culture in the practice, some staff were fearful of raising concerns and
received a lack of support from management.

« We found a lack of governance and assurance structures and systems which led to serious patient safety concerns
identified at this inspection.

We rated the practice as good for providing a caring service because:
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Overall summary

« National GP survey results were positive.
+ The practice received good feedback from the NHS friends and families test.
« The practice had identified carers at the practice.

The areas where the provider must make improvements as they are in breach of regulations are:

« Ensure care and treatment is provided in a safe way to patients

« Ensure there is an effective system for identifying, receiving, recording, handling and responding to complaints by
patients and other persons in relation to the carrying on of the regulated activity

« Establish effective systems and processes to ensure good governance in accordance with the fundamental standards
of care

« Ensure sufficient numbers of suitably qualified, competent, skilled and experienced persons are deployed to meet the
fundamental standards of care and treatment

This is in accordance with the fundamental standards of care.

We are currently in the process of undertaking enforcement action against this provider. Once the appeal process has
been concluded we will publish a supplementary report detailing the actions taken.

| am placing this service in special measures. Services placed in special measures will be inspected again within six
months. If insufficient improvements have been made such that there remains a rating of inadequate for any population
group, key question or overall, we will take action in line with our enforcement procedures to begin the process of
preventing the provider from operating the service. This will lead to cancelling their registration or to varying the terms of
their registration within six months if they do not improve.

The service will be kept under review and if needed could be escalated to urgent enforcement action. Where necessary,
another inspection will be conducted within a further six months, and if there is not enough improvement, we will move
to close the service by adopting our proposal to remove this location or cancel the provider’s registration.

Special measures will give people who use the service the reassurance that the care they get should improve.

Details of our findings and the evidence supporting our ratings are set out in the evidence tables.

Dr Rosie Benneyworth BM BS BMedSci MRCGP

Chief Inspector of Primary Medical Services and Integrated Care
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Population group ratings

Older people Inadequate '
People with long-term conditions Inadequate .
Families, children and young people Inadequate .
Working age people (including those recently retired and Inadequate .
students)

People whose circumstances may make them vulnerable Inadequate .
People experiencing poor mental health (including people Inadequate .

with dementia)

Our inspection team

Our inspection team was led by a CQC lead inspector who spoke with staff using video conferencing facilities and the
telephone, some face to face interviews and they undertook a site visit. The team included a GP specialist advisor who
spoke with staff using video conferencing facilities and completed clinical searches and recorded reviews without
visiting the location.

Background to Castletown Medical Centre

Castletown Medical Centre provides care and treatment to approximately 2,200 patients of all ages in the City of
Sunderland. The practice is part of NHS Sunderland Clinical Commissioning Group and operates on a General Medical
Services (GMS) contract. This is part of a contract held with NHS England.

The practice provides service from 6 The Broadway, Castletown, Sunderland, SR5 3EX. We visited this location as part of
this inspection.

The provider is registered with CQC to deliver the Regulated Activities; diagnostic and screening procedures, maternity
and midwifery services, treatment of disease, disorder or injury, surgical procedures and family planning.

Information published by Public Health England reported deprivation within the practice population group as 1160 out
of 6900 practices in England. The lower the number the more deprived the practice.

The provider is a male GP. At the time of our inspection the following staff were working at the practice:

+ alocum experienced practice manager (approximately 16 hours per week);

a practice nurse (18 hours per week);

+ apharmacist (eight hours per week);

+ ahealth care assistant who was providing cover for administration work (30 hours per week)

« and a locum administrative member of staff (full time).

+ The practice nurse was additionally working temporarily as a member of administration staff for 24 hours per week.
+ Four members of the administrative staff work were currently absent from the practice.

« There was a cleaner employed seven and a half hours per week.

Due to the enhanced infection prevention and control measures put in place since the pandemic and in line with the
national guidance, most GP appointments were telephone consultations.
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The practice provides late evening, weekend and bank holiday appointments through the local GP federation of GP
practices, they are part of, who work together to provide appointments with GPs, nurses or health care assistants
outside of their normal working hours. Patients can contact the practice reception team to arrange appointments. When

this service is not provided patients requiring urgent medical care can contact the out of hours service provided by the
NHS 111 service.
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