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Executive summary   

Introduction 

Valens Medical Partnership has proposed a relocation of the Brockwell Medical Centre from its existing site to a 

new purpose built primary care centre in Cramlington, on the grounds of the Northumbria Specialist Emergency 

Care Hospital (NSECH).  

This proposal prompted the need for a six week thorough and robust engagement process with patients of the 

surgery and other stakeholders, to understand their views on the existing site and services, the need for a new 

building and the proposed relocation. The engagement particularly focussed on measuring and understanding 

sentiment, capturing any concerns and exploring how these could be addressed. 

Valens Medical Group, working with Northumbria Healthcare NHS Foundation Trust, commissioned Explain to 

ensure a robust, inclusive and accessible programme of engagement was conducted. 

Methodology  

An engagement methodology was designed to ensure that all those interested in or impacted by the proposed 

relocation had the opportunity to have their say. This included widespread promotion of a survey, available 

online and as a paper version, and the opportunity to attend a series of drop in events. The survey and drop in 

events were available to all interested parties and promoted widely, for example through press activity, patient 

letter drops, patient text messages and through social media. In total 1,402 surveys were completed, and 

approximately 40 people attended the three drop in sessions. 

In addition, to ensure inclusion of a representative sample of Brockwell patients, the engagement programme 

was supported by a number of targeted activities including face to face surveys completed with patients as they 

were leaving the practice itself (exit interviews) and two patient focus groups, one with parents of young children 

and one with older people. 102 face to face interviews were conducted and 15  patients attended one of the 

focus groups. 

Results 

Overall there were mixed views about the relocation of the Brockwell surgery to a new site in Cramlington. 

Although some patients acknowledged the benefits including more space, improved confidentiality, improved 

parking and the opportunity for integrated care, others expressed concerns. 
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When asked to what extent they agreed with the need for the Brockwell Surgery to move to a new building (on 

a scale of 1 to 5, where 1 was strongly disagree and 5 was strongly agree) there was a mixed response with 

higher levels of agreement from respondents interviewed face to face at the practice as opposed to those who 

chose to complete the online survey. 

 

Similar levels of agreement were identified when respondents were asked to what extent they agreed with the 

proposal to relocate to the NSECH site specifically: 

 

In terms of impact, the analysis has identified that those who currently walk to the practice for appointments 

are likely to be the most impacted and most strongly against the relocation. Particularly those who don’t have 

their own transport to drive to the new site and thus would rely on public transport which they did not currently 

believe was sufficient. It is these patients who are most likely to either change practice or be heavily reliant on 

the Brockwell patient transport service if the practice does relocate. Improvements to public transport would 

also be well received. Interestingly there were no strong themes in agreement by various demographic groups 

with mode of travel the key determining factor around acceptance of the proposals. 

Other barriers identified across the engagement included: 

- Concerns about parking: This was in regards to whether there would be sufficient parking at the proposed 

location, whether this would be free, and how this could be protected from being used by those visiting the 

hospital. In response to these concerns Valens has committed to making sufficient free parking available 

and using barrier or token system so that only Brockwell patients could enter and exit the car park. This was 

a particular issue highlighted in the parent focus group, however once information was provided around 

the planned parking provision, this group were much more supportive of the proposals, seeing the benefit 

of a new building and facilities. 

Online - patients

47% disagree

38% agree

Online - non patients

20% disagree

60% agree

Exit interviews

40% disagree

52% agree

Online - patients

50% disagree

37% agree

Online - non patients

23% disagree

64% agree

Exit interviews

40% disagree

57% agree
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- There is nothing wrong with the current building: Many patients, including those in the older persons focus 

group, also objected to the need to relocate the practice with many feeling the building was already fit for 

purpose. Valens have provided narrative and reasoning as to why they feel this is not the case. 

- Why can’t the practice relocate to somewhere closer by: Accepting that a new premises was required, 

some patients questioned whether there were other options available such as extending the existing site or 

relocating to another premises closer by. Valens reassured patients that all options had been considered 

and that there was not another viable site closer to the existing location. 

- Pharmacy: Patients questioned what the future of the pharmacy would be if the practice were to relocate. 

Ultimately it was important to patients that the practice was co-located with a pharmacy and thus it is 

recommended that this is secured at the proposed new site if the relocation does go ahead. 

- Removal from the community: Amongst the older patient demographic there was particular concern 

around the practice no longer feeling like it was at the heart of the community. This group generally showed 

some distrust of the practice, particularly since the merger to form the Valens Partnership feeling that the 

relocation was financially driven. Ensuring the practice continues to feel part of the community it serves will 

continue to be important if it relocates.  

A more detailed commentary of the insights collected in the engagement can be found in the remainder of this 

report. 
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Introduction  

Project background 

Valens Medical Group has proposed a relocation of the Brockwell Surgery from it’s existing location in 

Cramlington, to a new site, also in Cramlington, on the grounds of the Northumbria Specialist 

Emergency Care Hospital (NSECH). Valen’s main reasons for this relocation are detailed below, as taken 

from a letter distributed to all Brockwell patients: 

- The site, which was built more than 30 years ago, has reached capacity and the building is no longer 

fit for purpose to deliver modern and integrated healthcare services. The current building restricts 

our ability to work with other healthcare colleagues and further develop partnerships for the 

benefit of patients. 

- Our workforce is due to grow in the next few years and there isn’t sufficient space in the current 

surgery to accommodate our full healthcare team, which includes GPs, practice nurses, community 

nurses, midwives and health visitors, mental health practitioners, clinical pharmacists, social 

prescribers and our support staff. 

- The reception area is open which limits the ability to have confidential or sensitive conversations 

with our patients. Access to clinical rooms is tight and not designed for disability access. Facilities, 

such as patient toilets and parking, are very limited. 

In order to understand patient, public and stakeholder views in regards to the proposed relocation, 

Explain was commissioned by Valens, alongside Northumbria Healthcare NHS Foundation Trust, to 

support in the delivery of a six week robust, inclusive and accessible engagement programme. This 

report outlines the outcome of that engagement programme. 

Objectives 

The objectives of the engagement programme were as follows: 

- To enable all interested or impacted parties to have their say on the proposed move 

- To engage with a representative sample of Brockwell patients 

- To understand views in regards to the existing building and what is most important to patients 

about any new site  
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- To understand and measure patient and public opinion and sentiment around the need for a move 

generally, as well as the proposed new site 

- To specifically explore areas of concern and understand if and how these can be addressed or 

mitigated 

- To explore what are perceived as the key benefits of the proposed move 

Methodology 

Explain worked closely with Valens and the Communication and Engagement team at Northumbria 

Healthcare NHS Foundation Trust in the design of the methodology for the engagement. The Trust 

supported Valens in designing and delivering a comprehensive communications strategy to raise 

awareness of the proposed relocation and the opportunity for those interested or impacted to have 

their say. The communication plan included press activity and a patient letter to launch the six week 

engagement programme which detailed a range of ways to ‘have your say’ as summarised in the table 

that follows. Unfortunately, Royal Mail experienced some resourcing issues at the time of the mailing 

of the patient letters and thus there was a delay in patients receiving these. This was addressed through 

the hand delivery of letters at a later date and also an extensive text message campaign, however some 

changes were also made to the engagement plan to take this into account. 

Method Notes 

Online survey  

The online survey was developed and hosted by Explain and promoted 

widely by Valens and the Trust. Due to the delays in distributing 

patient letters, the deadline for the survey was extended until the end 

of March. 

Analysis of this survey is included in this report. 

Paper based survey   

The paper version of the survey was developed by Explain to replicate 

the online survey and again the deadline for receiving completed 

surveys back was extended until the end of March. 

Analysis of this survey is included in this report. 

Face to face interviews as 

patients exited the 

practice 

These interviews were conducted by Explain researchers using a 

questionnaire replicating the main online survey. 

Analysis of this survey is included in this report. 

Focus groups with selected 

patients  

These focus groups were recruited for and facilitated by Explain. 

Analysis of these groups are included in this report. 

Drop in engagement 

sessions 

 

Two drop in sessions were originally held on the 17th of February, 

however due to the delay in patient letters being received, an 

additional session as held on March the 9th in the evening. Explain 



Brockwell surgery engagement 
Valens Medical Partnership 
April 2022 

 
 

9 
 

attended these sessions, interviewed visiting patients on their 

thoughts, and collated notes from all patient conversations. 

Analysis of the discussions held in these sessions are included in this 

report. 

Two online engagement 

sessions  

These engagement sessions were conducted by Healthwatch who will 

provide a separate report. The analysis of these sessions is therefore 

not included in this report. 

Written submissions to the 

practice 

Valens will be conducting analysis on these submissions separately. 

The analysis of these submissions is therefore not included in this 

report. 

 

Online and paper survey  

An online survey was developed as a core way of reaching patients to gather views from a varied 

audience. A paper version of the survey was also made available to avoid digital exclusion and ensure 

all patients had the opportunity to have their say. This survey was distributed widely amongst 

Brockwell Medical Centre patients and stakeholders and in total 1,402 responses were received. 

A full copy of the survey can be found in Appendix 1. 

Face-to-face exit interviews  

102 face-to-face exit interviews were conducted outside the Brockwell Medical Practice across a five-

day period with participants who are registered patients at the surgery. They replicated the questions 

asked in the online/paper survey however quotas were also set to ensure engagement with patients 

across demographic profiles. The interviews were conducted by an MRS trained Explain team member 

and lasted ten minutes.  

Community focus groups  

Two focus groups were held with those considered to be most likely impacted by the proposals. One 

group was conducted with those aged over 65 (50% male and 50% female) and another was conducted 

with parents of children aged under 5.  

Participants for the focus groups were recruited in person exiting the practice by an Explain on-street 

researcher who completed a short screening survey with them, ensuring they met quotas. There was 

an incentive of a £30 high-street voucher per person as a thank you for their time, and these groups 

lasted one hour in total.  
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The focus group followed a discussion guide which was aligned to the structure of the online survey 

but was more in-depth and exploratory in nature.  

The focus groups were held face to face in the Cramlington Hub. The focus groups were facilitated by 

an Explain moderator, and were audio recorded and subsequently transcribed for analysis purposes.  

Open invite community drop-ins  

Three open invite community drop-ins were held at the Cramlington Hub. This was an opportunity for 

patients to come along and ask any questions or express any views that they had about the proposed 

relocation. One drop-in session took place in the afternoon, and two in the evening. 

The first two drop-in sessions were held in February, however as patients had not received their letters 

at this time, an additional session was held in March.  

Representatives from Valens, the Trust and the CCG were present at the drop ins and engaged in 

conversation with patients about their views, these colleagues captured notes on the conversations 

held on feedback forms and were supported by Explain in doing this. Explain also interviewed patients 

directly, capturing notes and encouraging completion of the paper survey.  

Notes on analysis 

Completed online and paper surveys have been processed together and presented as one sample in 

this report as ‘online survey.’ 

During the online survey fieldwork, the system Alchemer experienced a global issue, which caused an 

issue with one question in the survey (Q19), which asked respondents to rate several factors in terms 

of how important they were in regard to their chosen GP surgery. There were 123 responses to this 

question whilst the issue was present, which have been removed from the sample to ensure accuracy.  

On conclusion of the fieldwork and the survey closing, the data was cleansed. This was to ensure 

validity, and involved the removal of partial interviews, tests and disqualified.  

Survey base sizes may vary, with the removal of some ‘prefer not to say’ and ‘don’t know’ responses. 

Due to rounding, percentages may not always add up to 100%. 
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“The best vision is 

insight” 

Respondent profile 

An overview of the profile of respondents who 

participated in the research. 
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Respondent profile 

Online survey and exit interviews  

Participants were asked if they were a patient of the Brockwell surgery; if they weren’t a patient, they 

were asked to stipulate what their relationship with Brockwell surgery was.  

All respondents who took part in the exit interviewers, were patients of Brockwell surgery. Only 5% of 

respondents online were not patients.  

 

 

Patient respondents to the online survey were asked which Brockwell surgery they were registered at; 

the majority were registered at Cramlington (89%). 

 

 

 

 

 

 

  

96%

5%

100%

0%

Yes No

Are you a patient of the Brockwell surgery? 

Online (1402) Exit Interviews (101)

89%

7% 5%

Cramlington Seaton Delavel Seaton Sluice

If you ARE a patient, which Brockwell surgery are you registered at? 

Online (1339)
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Of respondents who were not a Brockwell patient, 44% said they were a resident of Cramlington or the 

surrounding area, 6% were an employee of the NHS, and almost half (49%) stated ‘other’. 

 

  

44%

0% 0%

6%

49%

A resident of
Cramlington or the
surrounding area

A stakeholder
representing

people living in
Cramlington

A business owner
in Cramlington

An NHS employee Other

If you are NOT a patient, which of the following most closely describes your 
relationship with the Brockwell surgery?

Online (63)
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Respondents across a range of occupational statuses were represented in both the online survey and 

exit interviews as shown below. 

 

 

 

 

 

 

41%

14%

1%

1%

3%

35%

3%

1%

33%

11%

0%

2%

7%

39%

9%

0%

In full-time paid work (30 hours or more a week)

In part-time paid work (under 30 hours a week)

In full-time education and school, college or
university

Unemployment

Permanently sick or disabled

Fully retired from work

Looking after the family or home

Doing something else

Which of the following best describes what you are doing at present? 

Online (1402) Exit Interviews (101)



Brockwell surgery engagement 
Valens Medical Partnership 
April 2022 

 
 

15 
 

A higher percentage of females completed both survey types compared to males, with 35% of the 

online respondents identifying as male, as is typical for self completion surveys. 

 

Across both the online survey and exit interviews, patients from a range of age groups were 

interviewed as shown in the graph below.  

 

 

  

0
%

0
% 3

%

9
%

1
4

%

2
1

% 2
3

%

2
5

%

6
%

0
% 0
%

0
%

0
% 3

%

1
5

%

1
0

%

1
6

%

1
6

%

3
1

%

9
%

1
%

0
%

Under
16

16 to 17 18 to 24 25 to 34 35 to 44 45 to 54 55 to 64 65 to 74 75 to 84 85 and
over

Prefer
not to

say

Which of the following age categories do you fall into?

Online (1401) Exit Interviews (101)

35%

64%

0% 1% 0%

47%
53%

1% 0% 0%

Male Female Non-binary Prefer not to say Prefer to self
describe

Which gender do you identify with? 

Online (1402) Exit Interviews (101)



Brockwell surgery engagement 
Valens Medical Partnership 
April 2022 

 
 

16 
 

The majority of respondents identified their ethnicity as White, in line with the demographics of the 

area. 

 

98%

0%

0%

0%

1%

0%

0%

0%

0%

0%

0%

0%

0%

0%

0%

0%

0%

0%

0%

96%

3%

0%

0%

0%

1%

0%

0%

0%

0%

0%

0%

0%

0%

0%

0%

0%

0%

0%

White - English, Welsh, Scottish, Northern Irish
or British

White - Irish

White - Gypsy or Irish Traveller

White - Roma

White - Any other White background

Mixed/Multiple ethnic groups - White and Black
Caribbean

Mixed/Multiple ethnic groups - White and Black
African

Mixed/Multiple ethnic groups - White and Asian

Mixed/Multiple ethnic groups - Any other
mixed or multiple ethnic background

Asian/Asian British - Indian

Asian/Asian British - Pakistani

Asian/Asian British - Bangladeshi

Asian/Asian British - Chinese

Asian/Asian British - Any other Asian
background

Black/African/Caribbean/Black British -
Caribbean

Black/African/Caribbean/Black British - African

Black/African/Caribbean/Black British - Any
other Black, Black British, Caribbean, or…

Other ethnic group - Arab

Other ethnic group not listed (please describe
in the box provided below)

What is your ethnic group?  

Online (1401) Exit Interviews (101)
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Respondents were asked if they considered themselves to have any long-term physical or mental 

health conditions, disabilities, or illness. 46% of online and 37% of exit interview respondents agreed 

that they did.  

 

  

46% 48%

3% 3%

37%

62%

1% 0%

Yes No, I don't have any
long-term conditions

Don't know/can't say I would prefer not to
say

Do you consider yourself to have any long-term physical or mental health 
conditions, disabilities, or illnesses?

Online (1402) Exit Interviews (101)
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Those that answered yes to the previous question, Were then asked to tick all that apply from of a list 

long term conditions and results are summarised in the graph below.  

 

  

0%

35%

1%

2%

23%

6%

8%

15%

12%

36%

3%

1%

20%

4%

1%

23%

0%

19%

3%

5%

32%

8%

0%

27%

22%

11%

0%

0%

5%

0%

0%

19%

Alzheimer's disease or other causes of…

Arthritis or ongoing problems with back or…

Autism or Autism spectrum condition

Blindness or partial sight

A breathing condition such as asthma or COPD

Cancer (diagnosis or treatment in the last five…

Deafness or hearing loss

Diabetes

A heart condition, such as angina or atrial…

High blood pressure

Kidney or liver disease

A learning disability

A mental health condition

A neurological condition,such as epilepsy

A stroke (which affects your day-to-day life)

Another long term condition or disability

If yes in Q8, which of any of the following long-term conditions do you have? 

Online (650) Exit Interviews (37)
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22% of online respondents and 35% of exit interview respondents were a parent or legal guardian of a 

child or children aged under 16. 

 

 

 

 

 

 

 

 

 

There was representation of the caring population in the sample as shown below.  
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7%

3%

2%

1%

5%

84%

11%

2%

1%

0%

1%

83%

6%

2%

0%

0%

9%

89%
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Do you look after, or give any help or support to family members, friends, 
neighbours or others because of either: 

Online (1391-1397) Exit Interviews (101)

22%

78%

35%

65%

Yes No

Are you are a parent or a legal guardian for any children under 16 
living in your home? 

Online (1402) Exit Interviews (101)
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1% of respondents to the online survey stated they were a deaf person using sign language. 

 

 

Respondents were asked how far they travelled for their weekly shop with 35% of online respondents 

and 40% of exit interview respondents travelling less than one mile. 

 

  

1%

99%

0%

100%

Yes No

Are you a deaf person who uses sign language? 

Online (1402) Exit Interviews (101)

35%

52%

13%

40%

53%

8%

Less than one mile 1 to 3 miles More than 3 miles

How far do you normally travel for your weekly shop? 

Online (1402) Exit Interviews (101)
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“The goal is to transform 

data into information, 

and information into 

insight” 

 Results  
An in-depth review of the findings of the research 

programme. 
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Results 

The following section details the results from the engagement activity conducted by Explain.  

Online survey and exit-interviews  

Experiences of the Brockwell surgery in Cramlington (asked to 

patients only) 

Over half of Brockwell’s patients surveyed, had an appointment within the past three months, 

accounting for 55% of online respondents, and 65% of exit-interview respondents.  

 

55%

19%

12% 13%

1%

65%

17%

11%
7%

0%

In the past three
months

Between 3 and 6
months ago

Between 6 and 12
months ago

More than 12 months
ago

I haven't had an
appointment since

being registered with
the Brockwell surgery

When was your last appointment at the surgery? 

Online - Patients (1188) Exit Interviews (101)
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Patients were asked questions about their most recent appointment, around two thirds stated this was 

a face to face appointment and around a third stated this was a telephone appointment.  

 

Most appointments had been with a GP or nurse.  

 

 

 

 

 

 

 

 

 

 

 

50%

42%

1%

0%

1%

0%

3%

0%

1%

2%

51%

45%

2%

1%

1%

0%

0%

0%

1%

0%

A GP

A nurse

A midwife or health visitor

A group clinic

A general practice pharmacist

A mental health practitioner

A physio/orthopedic practitioner

A social prescriber

Another healthcare professiona

Don't know/not sure who I saw

Who was your last appointment with?

Online - Patients (1179) Exit Interviews (101)

35%

63%

1% 1% 0%

31%

66%

0% 2% 1%

To speak to
somebody on the

phone

To see someone at
the surgery

To see someone at
another one of the

Valens surgeries

To speak to
somebody online

A home visit

What type of appointment was your last appointment at the surgery?

Online - Patients (1179) Exit Interviews (101)
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50% of online respondents and 43% of exit interview respondents stated that they typically walk to the 

practice for an appointment, with the majority of the remaining travelling by car.

 

 

Patients were asked about how useful they found telephone appointments with their practice. 79% of 

exit interview respondents stated this was moderately or very useful as did 54% of online respondents. 

 

  

50%

1%

47%

1% 1% 0%

43%

1%

51%

3% 2% 1%

Walk Cycle Drive/driven by
car

Take public
transport e.g.

the bus

By taxi Other

How would you typically travel to the practice for an appointment?

Online - Patients (1188) Exit Interviews (101)

17%

29% 30%
24%

8%
13%

29%

50%

Not useful at all Slightly useful Moderately useful Very useful

How useful do you find having a telephone appointment with your healthcare 
professional when it is clinically appropriate?

Online - Patients (1188) Exit Interviews (102)
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When asked to rate a series of factors relating to access in terms of importance, where 1 is not at all 

important and 5 is very important, both online survey and exit interview respondents rated good 

telephone access to book an appointment most important above face to face or online. 

  

 

 

 

  

4.30

3.60
3.88

4.85
4.43

3.97

Being able to easily book an
appointment by telephoning the

surgery

Being able to easily book an
appointment by walking into the

practice and talking to the
reception staff

Being able to easily request an
appointment online/via a website

On a scale of 1 to 5, where 1 is not at all important and 5 is very important, how 
important are the following to you thinking about your chosen GP surgery?

Online - Patients (1186-1188) Exit Interviews (102)
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Respondents were asked to rate their satisfaction with the Brockwell surgery on a number of factors. 

Respondents to the exit interviews were more satisfied than online survey respondents in all areas. 

Ability to get a face to face appointment when you need one was rated lowest in both surveys. 

 

 

  

3.00
3.49

3.84
4.31 4.41 4.60

Ability to get a face-to-face
appointment when you need

one

Ability to get a telephone
appointment when you need

one

Providing high quality care to
patients

On a scale of 1 to 5, where 1 is very poor and 5 is very good, how would you 
rate your satisfaction with the Brockwell Cramlington surgery in terms of the 

following:

Online - Patients (1187-1188) Exit Interviews (102)
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Respondents where then asked what they thought could be improved about the patient care at the 

Brockwell surgery in Cramlington; open responses have been categorised and are displayed in graphs 

below. The most common theme identified in exit-interviews was that they thought nothing could be 

improved (39%). The availability of appointments generally, face to face appointments and longer 

appointments were common improvement themes. Better care was highlighted by 11% of 

respondents, comments were varied, for example:  

 “Information not acted on at all, communications from consultant to GP totally failing on 

three occasions” (exit-interview) 

 “A follow up telephone call to make sure everything is okay with you” (exit-interview) 

 “More preventative care, more groups” (exit-interview) 

 “Having things like x-ray facilitates onsite” (exit-interview) 

 

 

 

  

39%

15%

11%

11%

10%

7%

5%

2%

1%

Nothing/Other (39)

Happy/Nothing (15)

More appointments (11)

Better care (11)

Face to face (10)

Longer appointments (7)

Don't know (5)

Facilites (2)

Privacy (1)

What could be improved about the patient care provided by the Brockwell 
surgery in Cramlington (101) (exit interviews)
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In the online survey, the most common improvement themes were around telephone waiting times 

(24%) and the availability of face to face appointments (21%). 
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Other (7)
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Accessibility (5)
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What could be improved about the patient care provided by the Brockwell 
surgery in Cramlington? (906) (online survey)
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Examples of comments related to telephone waiting times are shown below: 

 “Ability to telephone and get an appointment to see a GP or health care practitioner to see a 

GP or a healthcare practitioner within a reasonable time, same day or next. Not particularly 

keen on the idea of giving symptoms to a receptionist who may not be qualified to decide 

whether I need to see a GP or not” (online) 

 “Simply being able to contact an appropriate professional without it taking over half an hour 

to even speak to a receptionist. The performance of the practice has dramatically 

deteriorated since taken over from Valens” (online) 

 

Comments around the availability of face to face appointments are shown below: 

 “It is so difficult, almost impossible, to get a face-to-face appointment without first going 

through a telephone appointment. Why can I not pre-book a non-urgent appointment in 

advance, e.g., 2-3 weeks? This is the most frustrating situation” (online)  

 “Over the last few years, the practice has become faceless. It is harder to get a face-to-face 

appointment and when you’re lucky enough to get one, it’s with a doctor you’ve never seen 

before” (online) 
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Respondents were then asked to rate their satisfaction with the Brockwell surgery building and 

facilities in terms of a range of factors. The lowest satisfaction scores were achieved for parking and 

the ability to have a confidential conversation. The condition and space available in the building were 

rated most highly. 

 

 

  

3.69

3.63

3.48

2.98

2.99

3.45

3.41

3.21

4.09

4.09

3.70

2.93

2.91

3.28

3.67

3.60

The condition of the building

The space available in the building

The onsite facilities e.g. reception areas, toilets
etc

Ability to have a confidential conversation

Parking available

Disabled access

Parent and baby facilities

Facilities for breastfeeding

On a scale of 1 to 5, where 1 is very poor and 5 is very good, how would you 
rate your satisfaction with the Brockwell Cramlington surgery in terms of the 

following:

Online - Patients (1186-1188) Exit Interviews (102)
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Respondents were then asked an open question around what they felt could be improved about the 

building and facilities; open responses have been categorised and displayed in the graphs that follow.  
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Better disabled access/facilities (11)
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Other (7)
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What could be improved about the building and facilities of the Brockwell 
surgery in Cramlington? (740) (online survey)
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One of the most common themes, was that the building and facilities don’t require any improvement,. 

This was stated within (24%) of responses in the online survey, and 35% in the exit-interviews.  

 “The building is very sufficient for my needs” (exit-interview) 

 “I feel that from my perspective that the building is adequate and serves its purpose. Any 

shortcomings could possibly be resolved by modification which would probably cost less than 

a new build and also keep the service within the community it serves” (online) 

 “It is dated but fit for purpose, especially now triage is in place and telephone appointments 

have significantly increased, both of which prevent congestion within the surgery/building” 

(online)  

 

In terms of improvements, parking was a prevalent theme. Comments included that parking was not 

sufficient at the current practice, however, there were suggestions to use the land at the back of the 

surgery and turn it into more bays. Additionally, requests for more disabled access parking were 

common, as well as the emphasis that parking should be a priority as some patients who are elderly 

and with mobility issues would have trouble accessing Brockwell without parking.  

 “More parking spaces away from local pub and shops” (online) 

 “Better car parking better marked disabled bays” (exit-interview) 

 

Space for confidential conversations was another common suggestion for improvement. Specifically, 

many responses stated the need for a confidential reception area, citing that people waiting can often 

hear conversations patients have with receptionists.  

 “An area to discuss sensitive issues at the front desk rather than in-front of the full waiting 

area” (online) 

 “A reception where you could speak to a receptionist without people in the waiting area 

listening in and where you could hand over and discuss specimens privately” (online) 

 “Division of the main reception to allow a more confidential discussion. Maybe even a Room 

within a room” solution could work to cordon one reception desk off for confidential 

information which could still be in use as a normal reception desk too at high footfall times” 

(online) 
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The future of GP practices  

Respondents were asked about how likely they would be to attend face to face group clinics if there 

was space to provide these safely. Responses were mixed with 33% of online respondents and 55% of 

exit interview respondents saying that they would be likely to do so. 

  

  

44%

17%

33%

7%

29%

2%

55%

15%

Unlikely Neither Likely Don't know

How likely would you be able to attend face to face group clinics at Brockwell 
surgery if there was space to provide these safely?

Online - Patients (1188) Exit Interviews (101)
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Respondents who stated they would be unlikely to attend were asked to explain why. Open responses 

have been themed and are shown in the graphs below. Typically respondents either didn’t see a need 

or were more comfortable in a one on one situation. 

 

 

  

30%

30%

17%

10%

7%

7%

No need for them (9)

I don’t like them (9)
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Prefer one to one meetings/Privacy
(3)
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Other (2)

Why would you be unlikely to attend face to 
face group clinics? Please explain below (30) 

(exit interviews)
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9%
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3%
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1%
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Confidentially/Uncomfortable with
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Unbeneficial/Irrevevent (113)

One-to-one appointments (37)

Busy or work commitments (36)

Different support network (23)

Information from other sources (13)

N/A (9)

Self-care/Condition handled (5)

Past negative experience (4)

Covid (2)

Why would you be unlikely to attend face to face 
group clinics? Please explain below (399) (online 

survey) 
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Relocating Brockwell surgery (Cramlington site) 

All survey respondents were asked to what extent they agreed with the need to relocate the Brockwell 

surgery to a new building. Overall respondents were very mixed in their views. Patients who completed 

the online survey showed the most negative sentiment towards a relocation with 33% strongly 

disagreeing and 14% disagreeing. Non patients and exit interview respondents were more positive, 

with 60% of non patients agreeing or strongly agreeing with the relocation and 52% of exit interview 

respondents doing the same. 

 

 

  

 

  

Online - patients

47% disagree

38% agree

Online - non patients

20% disagree

60% agree

Exit interviews

40% disagree

52% agree

33%

14% 14%

18%
20%

1%

14%

6%

16%

25%

35%

3%

14%

26%

6%

37%

15%

3%

1 - strongly
disagree

2 - disagree 3 - neither
agree or
disagree

4 - agree 5 - strongly
agree

Don't know

On a scale of 1 to 5, where 1 is strongly disagree and 5 is strongly agree, to 
what extent do you agree with the need to relocate the Brockwell surgery 

into a new building?

Online - Patients (1338) Online - Non-Patients (63) Exit Interviews (102)
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Respondents were asked to explain their answer to this question, responses have been themed and 

are summarised below. Although respondents were asked to answer this question based on a new 

location in general, many still referred to the proposed site at NSECH. The most common reasons 

respondents provided for disagreeing with the need to relocate were that they disagreed with Valens 

and felt the current building remained suitable for requirements, that they would find a new site less 

accessible and concerns around parking. 
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In the exit interviews similar patterns emerged with access and disagreeing a move was required the 

strongest themes from those who disagreed. 

 

In terms of accessibility, respondents commented that they would no longer be able to walk to the 

practice and that public transport is not convenient to the new site, the concern was therefore for non-

drivers in particular.  

 “As a retired person who isn't able to drive Brockwell is within walking distance for me to 

attend appointments. The hospital area is extremely busy and very difficult to find a suitable 

bus service enabling someone with mobility issues to travel too independently. Having been 

with Brockwell since they were in temporary cabins this news is very disheartening. Sadly, I 

will now need to contact another practice and request that my family re-locate to a more 

Cramlington central location in the village area. Thank you for letting patients know of your 

possible plans and intentions” (online) 

 “The current facilities/buildings meet my needs. In the event they are relocated, it would 

cause a lot of disruption and require me to seek help in order to attend. I use a mobility 

scooter so can reach current surgery on my own. Otherwise, I would need to use a car, and 

wheelchair at each end, with the help of another” (online) 
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 “We chose the Brockwell centre because it is within walking distance from our home. I am 70 

years old, and my husband is 74 and as time passes, we will find it difficult to travel any 

further” (online) 

 “The basic fundamental services of the GPs and Practise Nurses MUST be available in the 

heart of the community they serve, not 2 miles away. The supplementary services should be 

located offsite to free up space at the Brockwell surgery” (online) 

 “It is ok for me I drive. I moved my 90-year-old mother into a bungalow close to surgery. She 

has sight issues and walking issues so being close was important. Now this is being taken 

away from her and public transport is not an option” (online) 

 

Respondents who were supportive of the move saw the benefit of more space and improved 

facilities. 

 “Bigger building to have more health care facilities I am fully behind the proposed site” (exit-

interview) 

 “Too small for what services NHS need to provide in this day and age.  Plus there needs to be 

a bigger area for all the telephone queries and consultations which are going to be a thing of 

the future and possibly triage rooms” (online) 

 “It is too small & being near the hospital would be ideal if you needed to be sent to the 

hospital from the surgery” (online) 

 “I feel more space for everything would be a big benefit for all staff and patients” (online) 

 “Better modern facilities for today and the future” (exit-interview) 

 “It will be vital to allow greater space for preventive health meets to be held” (exit-interview) 

 “Brockwell is a tired site, not easily accessible - e.g., if you park behind the pub, access via the 

footpath is not ideal for pushchairs and mobility issues” (online) 

 “I think the practice has reached its potential at the current site and has no room left to 

progress. A new building would enable future development/growth” (online) 
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Another common theme for those who strongly agreed, was that parking will be improved, recognising 

the challenges of parking at Brockwell’s current location.  

 “Parking is limited, building is outdated and quite cramped. Reception area holds no area for 

confidential conversations” (online) 

 “Better parking and more room for wheelchair users and better services altogether can only 

be a good thing for all” (online) 

 “Personally, I think it makes perfect sense, the new space will be bigger, more accessible for 

parking. More modern, it seems like the appropriate thing to do” (online) 

 “At the current location you are unable to extend the surgery and parking facilities are 

limited as well. If it is a busy shopping day you are lucky to get parked” (online) 

 “Parking will be easier, it's closer to where I live, and I am very much in favour of the 

improvements it will bring so I am fully behind the proposed move” (online) 
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The graph below shows the mean level of agreement out of 5 across a number of demographic profiles 

from the online survey. As shown below, there are very limited trends by demographics with the 

majority of scores closely aligning with the overall position of 2.72 out of 5.  

 

However, the variable with the greatest bearing on level of agreement is the method by which the 

patient currently travels to the practice. As shown in the graph below, those walking to the practice 

showed the greatest propensity to object to the proposals. 

 

  

2.72

2.52

2.84

2.64

2.92

2.73

2.7

2.96

2.78

2.93

2.92

2.72

Overall (1,401)

Male (494)

Female (892)

18 to 24 (37)

25 to 34 (131)

35 to 44 (189)

45 to 54 (292)

55 to 64 (327)

65 to 74 (343)

75 to 84 (76)

Long term condition (649)

Parent/legal guardian (313)

Agreement with a new building - demographic analysis (online survey)

1.93

2.88

3.39

2.45

3.15

Walk (599) Cycle (8) Drive/driven by car
(553)

Take public transport
e g  the bus (11)

By taxi (13)

Agreement with a new building - method of transport (online survey)



Brockwell surgery engagement 
Valens Medical Partnership 
April 2022 

 
 

41 
 

Respondents were then asked what would be most important to them about any new surgery building 

and location. Open responses have been themed and are presented in the graphs below. 

For respondents to the exit interviews, having more or better facilities was the most common theme 

in their responses, with 27% noting this.  

Conversely, for the online responses, parking was the most common theme (20%).  
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What is most important to you about any new surgery building and location? 
(1482) (online survey)
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Respondents were then asked what was least important to them about any new surgery building and 

location. Over half of respondents to the exit interview survey were unable to make a suggestion for 

anything that was least important. The look and aesthetic was highlighted most commonly amongst 

online survey respondents. 
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When asked what concerned them most about the relocation of the Brockwell site, 30% of respondents 

in the exit interviews stated that nothing concerned them. Other common themes were around 

difficulty travelling to a new site and the availability of parking. 
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A greater proportion of respondents to the online survey raised concerns with 44% highlighting issues 

with accessibility or travel to the new site. A further 21% of respondents had concerns regarding 

parking. 
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Comments from those who highlighted issues with accessibility and travel made reference to issues 

with public transport, taxi services and the vulnerable population who may find it more difficult to 

travel. Examples of comments are shown below.   

 “Moving out a community mainly for more vulnerable groups such as elderly or young mums 

who might not have access to cars and just won't want the hassle of bus journeys etc. 

Doctors are pretty much faceless at the minute, and this would make it worse” (online) 

 “The lack of access, particularly for this end of Cramlington. There will be difficulties for many 

patients who would normally walk to an appointment. It is also greatly beneficial for patients 

to be able to pop into the surgery with queries, moving the surgery to the other side of the 

town will prevent this and provide a much more detached service and patient care” (online) 

 “It’s location and the inconvenience of trying to get there, hence may have to change local 

GP service” (exit-interview) 

 “Vulnerable people will be discriminated against by virtue of where they live. Everyone 

should be able to access health care on an even platform” (online) 

 “My family getting there, they would have to get taxis, it’s further and more expensive” (exit-

interview) 

 “Distance. Access. Locals without cars can't get to the new site. Those with cars will only be 

able to get there if they are fit to drive, which isn't sensible or safe. Once there it will cost to 

park and take much more time out of their day.   The proposed move has the potential to 

cost lives” (online) 

 “It’s nice when you can just walk up” (exit-interview) 

 “Access don’t believe free parking will involve parking and going into the surgery without 

having to register car details. There are no suitable bus services, even if 1 bus an hour is 

made available, going to the doctors could take hours rather than the current 15-minute 

walk or 2 min drive” (online) 

 

Comments regarding parking being a concern are shown below which include concerns around 

parking being free and sufficient as well as being protected from other hospital visitors: 

 “How are you going to ensure free parking separate to hospital parking” (online) 

 “Parking! Car parking at Brockwell is currently free whilst hospital is not. Will it remain free? 

How will you stop hospital patients/visitors/staff from using the surgery carpark and staying 
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all day meaning no spaces? Will there be parent & child spaces for people with babies?” 

(online) 

 “Parking as the hospital is exceptionally busy, costs to park” (online) 

 “Parking issues due to it being next to the emergency hospital” (online) 

 “NSECH staff/patients parking at GP site inappropriately (therefore taking up spaces). Paying 

for parking” (online) 
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Respondents were then asked to the extent they agreed with the proposal to relocate to the NSECH 

site specifically. Levels of agreement were similar to those achieved when respondents were asked 

whether they agreed with the need to relocate more generally, and overall responses were mixed. 

Again patients responding to the online survey were most in opposition. 

 

 

  

  

Online - patients

50% disagree

37% agree

Online - non patients

23% disagree

64% agree

Exit interviews

40% disagree

57% agree

39%

11% 12%

16%

21%

1%

18%

5%

13%

27%

37%

2%

16%

24%

3%

38%

19%

1%

1 - strongly
disagree

2 - disagree 3 - neither agree
or disagree

4 - agree 5 - strongly agree Don't know

On a scale of 1 to 5, where 1 is strongly disagree and 5 is strongly agree, to what 
extent do you agree with the proposal to relocate the Brockwell Medical Centre to 

the Northumbria Specialist Emergency Care Hospital site? 

Online - Patients (1338) Online - Non-Patients (63) Exit Interviews (102)
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Demographic analysis on the results to this question yielded limited trends or correlations as 

demonstrated in the graph below. 

 

As seen previously, the greatest levels of disagreement with the proposals can be seen from those who 

currently walk to the practice. Mean agreement amongst this group with the proposal to relocate to 

the NSECH site was 1.72 out of 5 compared to 3.37 for those who typically travel by car. 
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All respondents were asked what they thought would be the benefits of the proposed move. 51% of 

respondents in the exit interviews highlighted improved facilities or services as did 23% of respondents 

to the online survey. 23% of exit interview respondents and 32% of online survey respondents felt that 

there were no benefits to the proposed move. 

 

 

  

51%

23%

10%

6%

4%

3%

2%

2%

Better or more facilities/services (52)

Nothing/no/none (23)

Better location/accessibility (10)

Closer to the hospital (6)

A better/Bigger building (4)

Don't know (3)

Easier to see someone (2)

Its of no benefit/Only benefits them (2)

What are the key benefits of the proposed move? (102) (Exit interviews)

32%

23%

7%

6%

6%

5%

5%

3%

3%

2%

2%

1%

1%

1%

1%

1%

0%

Nothing (374)

Better/new facilities (270)

Better parking (87)

Closer to home/ easier to get to (77)

Better care/service (77)

Bigger (65)

Close to hospital (54)

More appointments (38)

Accessible (34)

All in one place (29)

More staff (24)

Other (15)

Transport (14)

Confidentiality (14)

Access to specialists (8)

Already answered (6)

Retention of staff (1)

What are the benefits of the proposed move? (1187) (Online survey)
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Examples from respondents who discussed improved facilities and services in their response are shown 

below and included references to a new modern building, better parking, the concept of being a ‘one-

stop shop’ and more appointments.  

 “Hopefully more doctors more appointments and more staff to cope with the volume of 

people” (exit-interview) 

 “More facilities and more doctors and I would hope there will be a chemist in the building” 

(exit-interview) 

 “New spacious facilities, several services accommodated in one place. More privacy” (online) 

 “Better facilities which are more focused on better patient-medics relationship and 

preventive group sessions in order to assist people with mental health mobility and balance” 

(exit-interview) 

 “Better all-round care more facilities in one location” (exit-interview) 

 “More facilities, more staff and more parking” (exit-interview) 

 “All different care needs being available in one place” (exit-interview) 

 “I would guess updated facilities; the rest is yet to be seen if anything will actually change in 

relation to Brockwell Surgery efficiencies.... which are currently not very impressive” (online) 

 “More GPs more staff more appointments and better facilities” (exit-interview) 

 “Next to the main hospital better facilities more facilities more modern and up to date” (exit-

interview) 

 “Hopefully brand-new state of art facilities utilising technology and offering much more by 

way of local GP services. There is so much a GP practice can and should provide with the right 

facilities and staff.  As an organisation you should look outside the normal GP service and 

look at what people want and need these can be free via NHS service or even paid for 

privately: Chiropodist, Physio, Sports injuries, Scans, Chiropractor, Massage, Meditation, 

Yoga, Annual Health checks, just some examples. Most people appreciate and understand 

the great work performed by the NHS but also realise that sometimes paying for a service is 

sometimes the best option” (online) 

 “Better facilities spacious more modern” (exit-interview) 

 “Newer facilities but I've never had any issues with the existing. Will the new site have more 

capacity for appointments?” (online) 

  



Brockwell surgery engagement 
Valens Medical Partnership 
April 2022 

 
 

51 
 

Respondents were then given an opportunity to share concerns about the proposed move. 42% of exit 

interview respondents and 18% of online respondents had no concerns. Of the remainder, the most 

common themes again covered travel, access and parking.  

 

 

42%

23%

12%

9%

9%

4%

2%

No/none (44)

Accessibility/Can't get to new location (24)

Transport issues (13)

Other (9)

Parking issue/Cost of parking (9)

Traffic (4)

Current location is more convienient due to chemists (2)

Do you have any concerns about the proposed move? If yes, please 
describe these below (exit interviews)

18%

17%

15%

14%

12%

7%

4%

2%

2%

1%

1%

2%

1%

1%

1%

0%

0%

0%

0%

0%

0%

0%

0%

0%

0%

No (207)

Travel (198)

Parking (167)

Location not suitable/ too far away (160)

Accessibility (138)

As stated (84)

Not community focused (51)

Too  big (26)

General (20)

Wait longer for an appointment (17)

Impact on pharmacy (16)

Traffic (19)

Cost (10)

Reduction of services (7)

Less face to face contact (6)

People will be put off from booking appointments (4)

Seamless transition (3)

Not taking into account patients needs (3)

More hospital referrals (3)

Having enough staff (2)

Leaves current building empty (2)

Lack of information about the move (2)

Keep walk-in services at current location (1)

Local residents disturbed (1)

Not sure (1)

Do you have any concerns about the proposed move? If yes, please describe 
these below (1148) (online survey)
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Examples of responses around travel and access at the proposed new site can be found below. 

 “People who are unable to drive or don't have access to a car to get there. The current 

surgery is located next to 2 care homes and there are lots of elderly people who have chosen 

to live in the surrounding estates due to the proximity of both the surgery and chemist” 

(online) 

 “Major concerns regarding reason for moving. Distance, time and how to travel to proposed 

site. Majority of patients, possibly 90% being inconvenienced because the Brockwell Centre is 

nearer and walkable. The cost involved, especially at a time when the NHS has huge lists of 

patients waiting for treatment and the money could be spent on helping to reduce those 

lists” (online) 

 “The travel in a taxi financially” (exit-interview) 

 “Yes.  Location- time taken.  Access/bus from Manor Walks every 60 minutes. Convenience - 

an appointment would take two hours. Lack of thought for the majority of patients, 

especially the elderly and infirm” (online) 

 “Me getting there as I'm getting older and don’t drive I would have to rely on family who 

work full time and would have to get a taxi” (exit-interview) 

 “How will I get there; I have no transport unless I get a taxi” (exit-interview) 

 “Yes. Accessibility issues for people who do not drive especially those who are less well off. 

This will lead to even more health inequalities. Insufficient parking spaces for those who do 

drive, as the majority of people will need to drive to appointments instead of walking. More 

carbon emissions from increased number of car journeys to drive to appointments. Traffic 

jams on spine road at peak commuter times” (online) 

 “The elderly people won't be able to get there” (exit-interview) 

 “The length of time it will take to get there, possibly being late for appointments due to 

public transport or missing them completely” (online) 
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When asked how the proposed location would impact them, the majority of online patient respondents 

stated that the new site would be less convenient for them to travel to (61%). Responses from exit 

interview respondents were more mixed with 44% stated the new location would be less convenient 

and 46% stating it would have no impact. 49% of non patient respondents to the online survey stated 

that the new location would be more convenient, indicating that this group may be residents of the 

surrounding area to the proposed new site.  

 

17%

61%

21%

49%

19%

32%

10%

44% 46%

The new site would be more
convenient for me to travel to

The new site would be less
convenient for me to travel to

The new site would have no
impact on the convenience of

my travel

How do you think the proposed location of the Cramlington Brockwell surgery 
will impact you?

Online - Patients (1335) Online - Non-Patients (63) Exit Interviews (102)
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Of the online patients who stated that the site would be less convenient for them to travel to, the most 

common reasons for this was that they can’t walk or cycle to it, the distance and location, and the issue 

of public transport. For the exit-interview respondents, of those who said the new site would be less 

convenient to travel to, 22% also stated that this was due to transport issues.  
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Respondents who felt the location would be less convenient were asked for suggestions as to how 

inconvenience could be reduced. Other than not relocating, typically suggestions were around 

improved public transport links, sufficient parking and the practice providing transport for those who 

need it. 

  

 

 

 

 

 

 

51%

33%

7%

5%

5%

Bus/transport service (22)

Don't know (14)

Don't relocate/keep this surgery open (3)

Nothing (2)

Other (2)

What could we do to reduce any inconvenience of travelling to the new 
site? (exit interviews)
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What could we do to reduce any inconvenice of travelling to the new site? 
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Examples of comments around patient transport and public transport are shown below. Respondents 

made suggestions that these provisions would need to be free or low cost, and reliable. 

 “Have disabled minibuses to pick patients up from here” (exit-interview) 

 “It would require a regular public bus service at a minimal or no charge. Reference to 

volunteer support is doomed to fail as anyone who has sat in a hospital waiting area will 

testify with either excessive waiting time for transport or a total failure to arrive” (online) 

 “They would have to supply transport, or I would have to have home visits” (exit-interview) 

 “Free door to door taxis on demand. Old people cannot get into buses that jolt around. Same 

for disabled, pregnant women, etc. Bus drivers don't even wait for you sit down before they 

race off. Minibuses are too high to climb onto, especially with a buggy, wheelchair etc.  An 

unnecessary nightmare!” (online) 

 “A bus service with accessibility for prams and wheelchairs” (exit-interview) 

 “A continuous shuttle bus service from here” (exit-interview) 

 “Free taxis to get to your practice for those whom cannot afford taxis and it was an easy 

walk to get to the present site” (online) 

 “I'm not sure that would be something you could do, is it possible to pick up every patient 

who does not live within walking distance, take them to their appointment and take them 

home after, without them having to wait around to be taken home” (online)  

 “Easy travelling, but that wouldn't really work as buses are being cut by the government 

funding all the time. Plus, you could end up being far too early or miss a bus and lose your 

appointment as buses are not regular” (online) 

 “Buses. But additional support for older and less able patients. The problem with that us 

having to book in advance (don't always know when you will need an appointment) and 

waiting times” (online) 
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Focus groups  

Two focus groups were conducted with differing patient demographics – one with older patients and 

one with parents of young children. The following section details the findings from discussions in both 

groups. 

Introduction to proposed relocation and initial thoughts 

Initially, respondents in both groups voiced concerns about the proposed relocation. 

In the older patients focus group there was particular concern around the practice no longer feeling 

like it was at the heart of the community.   

 “It strikes me that the move has come from the doctors and the health service and not for the 

patients’ needs. It is a community doctor with a community practice, and it is removing itself 

from the community”- older group 

 “It is removing itself from the heart of the community. And being that it is a service for the 

community it is totally surrounded by the community, and I think from that point of view I 

think it is not a good move”- older group 

Some older respondents also displayed elements of distrust of the practice, feeling that the proposed 

relocation was financially driven, rather than for reasons to benefit patients/staff. This was also 

mentioned in relation to the Valens merger, where some felt that profitability had overtaken patients’ 

needs.  

 “Because they can’t increase income in the property, they have got at the minute, so they are 

going to increase income by the enhanced services”- older group 

Parents views were more mixed. The major difference in initial thoughts was that parent responses 

tended to be less emotional and distrusting, and more practical, citing issues such as accessibility 

regarding transport and acquiring appointments.  

 “I felt a bit stressed at first about the parking and it being in a busy hospital, going with 

children. I’ve got my granddad, who’s nearly a hundred and trying to get him to the surgery. 

That was my main concern”- parent group 

 “I think mine was more, would we have the same access to doctors and the same access to 

appointments? Will it be busier with it being with people in the hospital? I think, that was 

more my concern, would we get access as well?”- parent group 
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The more accepting attitudes about the proposed relocation of some members in the parents’ group 

were evident from the outset.  

 “I was quite looking forward to the move because it’s closer to my home” - parent group 

Parents were particularly welcoming of the benefits that the proposed relocation would have in terms 

of integrated care and capacity for additional services.  

 “I think it will be good that, if the doctor thinks that you need a different type of care or if you 

need to go to hospital, it will be right next to there” - parent group 

 “I think the main thing is capacity. When I was at one of the appointments, it was a problem 

with the wound and they said, we cannot re-stitch anything backs up because we haven’t got 

the facilities here. I had to go to A&E because there isn’t enough room” - parent group 

 “I think it’s going to be a purpose built, rather than something that’s shoved in a corner, of a 

hospital, which is what I thought was going to be put but I think a purpose-built facility, with 

more options for appointments or different things, different services. I think that would be a 

lot better” - parent group 

Views on proposed relocation – practice building 

The facilitator asked group respondents how they felt about the current practice building.  

The majority of respondents in the older group felt that there was nothing wrong with the current 

practice building and therefore couldn’t understand the need for relocation at all.  

 “Overall, I am quite happy with the building itself” – older group 

 “But the idea is to do more, looking at that, is to do more digitally or online anyway so, you 

know, they are not going to increase the numbers of footfall going at the minute anyway by 

the sound of it. So, I can’t see the point of any change” – older group 

 “I am happy where I am, and I am grateful having a doctor” – older group 

Alternatively, parents felt that the current building is outdated and in need of modernisation. 

Respondents described the current building as old, dreary, and unwelcoming.  

 “I think it would be a good change. I think the building needs to be a more updated building, 

because when you go in, it’s very dreary. It’s not very welcoming. I think it will be nice and 

bright and welcoming, even for children. Sometimes kids don’t really want to go and see the 

doctor because it’s not a very nice atmosphere for them. I think it will be quite good to have 

a brightness about it and a new building” – parent group 
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 “I’d say, old and dull, isn’t it? It’s not very welcoming. There’s nothing for the children. I’ve 

been with my little girl and there’s nothing. I think Covid’s been a bit of an issue. They’ve had 

to take away toys and stuff like that but there’s just nothing” – parent group 

 “And I think the walls need to be less busy because you’re looking at the walls and there’s 

posters everywhere” – parent group 

 “It’s quite overwhelming” – parent group 

Furthermore, parents felt that it was important to modernise the building for the purposes of ensuring 

that children have a positive experience when visiting a GP. 

Both parents and older respondents mentioned that the current layout of the practice means that it is 

difficult to have confidential conversations at reception.  

 “The seats are really, really close to where the reception is. So, if you wanted a personal 

conversation, the whole waiting room’s going to hear it” – parent group 

 “It’s not very private for the likes of reception. It’s very open” – parent group 

 “No, you cannot talk to them private, you have to shout” – older group 

Views on proposed relocation – new location 

Discussions then moved on to focus on the proposed location and thoughts around the new site.  

Those in the older group were vocal in expressing their concerns and objected to the need to relocate. 

Generally, they felt that the current building was fit for purpose. Some suggested that extensions of 

the current building should be considered, as opposed to a complete relocation.  

 “So am I and I would disagree with closing it and moving it, but I would agree to it staying 

there and building doctors surgeries elsewhere in Cramlington”- older group 

 “I don’t think the building is old enough to be in need of … extension, yes, perhaps if that is 

what they would like to do but not to move it. No” – older group 

 “Yes, I disagree, and as I say there is space to build on if need be anyway, if they need more 

space. I mean out the back there is like two channels where the rooms come out like. They 

could actually do an infill in there” – older group 
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The proximity of the new location in relation to the Cramlington community was also frequently 

mentioned in the older group who felt that the proposed new location was too far away in distance. 

Respondents asked whether home visits would still take place for all patients served by the practice. 

 “What about just, I have never had to have a call out from a doctor but if you had to call out 

a doctor would it still be in the same sort of radius of where you live?” – older group 

Amongst parents, more expressed positive sentiment about the proposed new location. Comments 

were made about the need for parking, modernisation, expansion and for ensuring that children have 

a positive experience when visiting the practice.   

 “Yeah, I think about the same. It definitely needs to move somewhere else, just for the likes 

of the location because it’s not going to be as busy, as all of those shops that are there as 

well, for parking and stuff” – parent group 

 “And it’s just going to brighten the place up as well and obviously there’s a lot of expansion 

for different things, so you don’t have to go to this doctor for this” – parent group 

 “Probably about the kids, for me. Making them feel comfortable and things that make them 

feel, it’s alright to go there” – parent group 

Access 

The facilitator asked both groups how they currently travel to the Brockwell practice. The majority 

across both groups travelled by car. In the older group, one respondent currently walked.  Despite this, 

there were clear concerns expressed around accessibility via public transport in both groups. Irregular 

buses were continuously mentioned as a deterrent to supporting the new relocation, particularly if 

patients can currently walk to Brockwell or get more convenient means of public transport there.  

 “I think public transport would be the thing. I’m not too sure what buses stop outside of 

there, but the main road is probably the main part where, from the main road to the hospital 

doors, is still quite a walk, like fifteen minutes. With children, two years” – parent group 

 “I would have to take two buses currently to get to the surgery. At the moment my husband 

is able to take me, I am able to walk, but I would have to take two buses to get to the 

surgery. I would have to take one from where I actually live in Northburn and then there is a 

small bus here going from Manor Walks and I don’t know how often it goes, to the hospital” 

– older group 
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 “Distance. And I also feel it would be more difficult for young women who had children who 

haven’t got access to a car during the day. They maybe have to have a pushchair with a child 

in and it is not as simple as it is to get to the Brockwell” – older group 

 “Need public transport of two or three buses” – older group 

Some elderly respondents were concerned about needing to wait for a bus to attend an appointment 

or when travelling back home after – they were particularly concerned about doing this when unwell.  

 “As a patient I would not visit the doctors unless I was actually ill. And having to take two 

buses I don’t think is ideal when I am not feeling well” – older group 

 “And have to wait for the bus, you don’t know how long”- older group 

 “There is this one gentleman who lives in our street, yes, he is in his late eighties, and he will 

walk to the surgery, I seen him walking this morning. And he walks very slowly but it is his 

daily exercise, he gets there. He can’t drive now because of his eyes so he would be either 

taxi or trying to cope with public transport to get there” – older group 

Both groups discussed their thoughts around the proposition for Age UK to provide transport for 

patients to the practice if needed. Overall, most thought this was a good idea but had concerns around 

the cost of this.  

 “Sounds good but it sounds expensive” – parent group 

For those that drive to the surgery, accessing the new practice by car and parking availability was a 

concern. Across both groups, concerns were centred around policing of parking and how the practice 

will ensure that those who aren’t Brockwell patients don’t park in the practice car park. They were 

worried that this would mean they’d be unable to find a parking space and could miss appointments 

because of this.  

 “That was the main concern four year ago. People who are using it because they go to the 

hospital and they say, ‘Oh free parking, let’s go in here.’ What is going to stop them at the 

end of the day?”  – older group 

 “I think I read on something that I filled out, that there would be parking that was specifically 

for the patients and that it would be free but that they couldn’t guarantee that it wouldn’t be 

taken by somebody else. They wouldn’t be able to police it”– parent group 

 “What you said if it is private parking if people are just coming as a patient to the hospital 

you brought up would they just park in our spots?”– older group 
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 “But if you genuinely couldn’t get parked in the hospital car park, then that might be the 

closest option” – parent group 

When informed about potential ways of policing the car parking and ensuring it is saved just for 

Brockwell patients, group respondents felt that this sounded a sensible approach. Ideas of a ticket 

service or allocated times for your appointment times were discussed and generally accepted well 

amongst respondents. 

 “Like a token or something” – parent group 

 “Yeah, like eleven thirty, this is your…” – parent group 

Those in the older group felt that it would be important to monitor that this process was working 

correctly.  

 “They would have to have someone monitoring it, wouldn’t they?” – older group 

With the proposition of additional services at the new site, concerns were also expressed about the 

availability of car parking spaces in general. They felt that additional services would mean additional 

staff and additional patients and therefore it was important to ensure there is enough availability of 

parking spaces to meet a higher demand.  

Integrated working 

Groups were asked how they felt about the concept of more integrated working within primary care. 

This concept was generally received well. For those in the older group, support groups for various 

conditions such as arthritis and high blood pressure seemed to be of interest as well as better access 

to physiotherapy and chiropodists.  

The prospect of increased availability of appointments with these services presented themselves as a 

benefit to relocation of Brockwell.  

 “I think it is, as long as it is available when you need it. I mean at the moment there is a 

chiropodist at the surgery but my husband who is diabetic quite often when has rung up I 

don’t know how many times and can’t get an appointment. So, things like that could be 

improved” – older group 

 “Well, I have had experience of having physio there, instead of having to go to Blyth 

Community Hospital for my physio because I had a knee replacement. And they were really 

good. They organised for someone to come to the house, the doctor organised somebody to 

come to the house to see what things I needed” – older group 
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 “I think at the moment my husband is diabetic and there are diabetic nurses there. I have just 

been recently diagnosed with higher blood pressure and there are nurses there. So, they have 

got the facilities haven’t they, but whether or not everyone could get appointments if that 

could be improved in a bigger place” – older group 

 “Yes, then that would be good” – older group 

Parents were particularly supportive of integrated care within healthcare settings. References to 

efficiency regarding time and seeing the correct specialist when needed were highlighted as positives. 

Parents also felt that the integrated way of working felt more ‘personalised’ and patient centred. 

 “But I think it’s quite important, all the involvement with mental health” – parent group 

 “Yeah. It can easily be lost in the system and stuff. Yeah” – parent group 

 “It could be more time efficient. It would not be waiting weeks for appointments or not 

referred from place to place. So, you end up going from one waiting list, to someone else’s 

waiting list” – parent group 

 “It’s more personalised, isn’t it? And then you get your care from one person” – parent group 

Both groups felt that the new location would better allow for integrated care working in one location, 

rather than separate services in different locations.  

Additional services 

When discussing the additional services that would be available at the proposed location such as 

weight management support and diabetes management support, some elderly respondents felt that 

such services were already in place at the current practice and therefore no change would be seen in 

this area in the new location.  

 “I think they are doing that already too” – older group 

 “They are doing that now” – older group 

 “I think a lot of it goes on already, to be honest” – older group 

 “I can’t see the general practice employing a chiropodist full time, a physiotherapist full time. 

It would be one person from the group on certain days the same way as it does now”– older 

group 
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Some were also sceptical of the need/appetite for additional services and questioned whether patients 

had complained that there were not enough services currently available.   

 “Do you know have there been complaints from patients about not having enough 

facilities?”– older group 

In general, parents had more of an appetite to accessing the additional services mentioned. Parents 

felt that this would make it easier for them to go to one place to access the care services needed, rather 

than going from place to place, which was described as ‘stressful’ at times.  

 “And I think it would be a lot handier, if it’s all in one place” – parent group 

 “Because if you’re really unwell, it’s not very nice if you’re having to go to lots of different 

places” – parent group 

 “Rather than dotted everywhere” – parent group 

 “That car journey, going from one to the other… was quite stressful”– parent group 

Final comments 

At the end of each group, respondents were asked if they had any final comments to make about the 

proposed relocation.  

A number of respondents in the parents group said that their thoughts on the proposed relocation had 

‘shifted’ throughout group discussions. Although being opposed to the proposed relocation at first, 

many felt that the relocating would be beneficial towards the end of discussions.   

 “I felt like I was coming in, that I didn’t want it to move” – parent group 

 “I think I came thinking, no, absolutely not, I don’t want to move, I don’t want to be pushed 

into part of the hospital, that we’ll then get swallowed up with all the other patients but 

actually, I think it will be a benefit, yeah” – parent group 

 “But when you talk about it, it makes sense really, with the times changing” – parent group 

Respondents in the elderly focus group, however, still expressed concerns and objections to the 

proposed relocation. Concerns remained in place around relationships with the practice and feeling 

that the practice is ‘distancing itself’ from patients by moving.  

 “Well from my point of view doctors are distancing themselves from patients altogether 

already and seeing fewer and fewer patients personally. And with telephone conversation 

and appointments I have two appointments one with a doctor and one with a nurse and they 
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are both remote appointments. And with doctors seeing fewer patients I don’t really see why 

they need more space” – older group 

 

  



Brockwell surgery engagement 
Valens Medical Partnership 
April 2022 

 
 

67 
 

Open invite community drop-ins  

At each of the three community drop-in sessions, representatives from Valens, the Trust and the CCG 

were present and engaged in conversation with patients about their views - these colleagues captured 

notes on the conversations held on feedback forms and were supported by Explain in doing this. Explain 

also interviewed patients directly, capturing notes and encouraging completion of the paper survey.  

The following section details findings from discussions held in the community drop-in sessions. When 

interpreting the following results please note that two community sessions took place in February prior 

to letters being received. A further drop-in session took place in March, by which time all patients had 

received letters. In total approximately 40 patients attended a drop in session. 

The key themes discussed in the drop in sessions are summarised in this section. 

Uncertainty around need for proposed relocation 

A number of attending patients expressed general uncertainty around the purpose and need for the 

proposed relocation altogether.  

A common question raised was why the current site couldn’t be improved/extended instead – some 

suggested that the surgery could be extended at ground level at the back of the current site and some 

suggested extending the surgery upwards. 

 “Don’t understand why it is moving” 

 “Couldn’t the existing surgery be improved? Sounds good, just where it is. You might lose 

patients” 

 “Why can’t they use the land at the back?” 

 “Why can’t we extend upwards?” 

Where questions were raised around extending the current practice, representatives explained that 

current planning permission regulations will not allow for extensions of the current building.  

Consideration of other sites for proposed relocation 

Some attendees asked why other sites had not been considered for the relocation and suggested a 

number of local, seemingly unoccupied sites that were closer to the current site than the proposed 

location. Suggested sites included nearby scrubland and unoccupied industrial/retail buildings at 

Manor Walks. 

 “Is that the only potential site. What about the scrubland” 
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In response, Valens reassured patients that all options had been considered and that there was not 

another viable site closer to the existing location in which plans had not already been put in place by 

other businesses.  

Don’t want to lose ‘community feel’ 

It was apparent that the current site was appreciated for it’s ‘in the community’ location. Some said 

that when they go to the current surgery, they are able to browse local shops, go for coffee etc. at the 

same time and this was clearly valued, particularly by elderly patients.  

Pharmacy plans 

It was apparent from discussions that it is important for there to be a pharmacy co-located at the new 

site – so that patients can easily collect prescriptions from their appointment, as they currently do with 

the pharmacy close to the current site. References were made to the current location being like a ‘one-

stop shop’ for health care and patients did not want to have to travel on multiple buses and go between 

different locations for their appointments and prescriptions.  

A number of patients asked what the plans were for this. Furthermore, in the first community sessions, 

some employees from the pharmacy itself wanted to better understand how the proposed relocation 

would impact the pharmacy.   

Clarification was provided to update patients on pharmacy plans as much as possible. At the point of 

these discussions, representatives explained that pharmacy plans are out of the control of Valens 

Medical Partnership, with the pharmacy being a private business, however it is the aspiration to secure 

a pharmacy at the proposed site.  

Access (transport) 

A number of patients at the drop-ins expressed concerns around accessibility and transport. The main 

area for concern was the perceived lack of public transport available in the local area and bus routes 

to the proposed new site. Current bus timetables were considered to be irregular with most running 

only once an hour. Concerns were expressed about how this would work in practice: 

- Concerns around the impact of waiting outside for buses in bad weather, particularly if unwell  

- Concerns around the impact of travel time on rest of day (e.g., the process of attending 

appointments will significantly increase, meaning more time off work or generally ‘eating into’ day 

more) 

- Concerns around missing appointments due to late buses/buses breaking down 
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Concerns around public transport and accessibility were raised by both drivers and non-drivers. Some 

patients who currently drive were concerned about the future when they will be older and no longer 

be in a position to be able to drive to appointments.  

 “Concerned about transport, don’t drive and busses are no good” 

 “We would have to get two busses. If the pharmacy closed would be even more difficult” 

 “One bus an hour – could they work with Aviva? And waiting whilst you feel unwell and in 

bad weather” 

 “What about people who don’t drive? What about when I get older?” 

Representatives explained the practice’s current thinking around partnership working with Age UK to 

ensure patient transport is available for those who need it, which would be available to all patients and 

not age dependent.  

Typically, patients were welcoming of this idea, but some questioned how this would work in practice. 

Questions included the following and answers were provided, where possible, by representatives 

(although please note, plans for this service had not been formally decided at this stage): 

- Would they wait for them during the whole appointment? 

- Would they be able to manage a high demand for this service? 

- How regularly would the service run? 

- Who would it be available to? 

- Where will the funds for this come from?  

Access (parking) 

For those that currently drive to the surgery, questions were raised as to what parking would be 

available at the new site. They felt more parking was needed at a new site as current availability at the 

existing Brockwell site was considered to be limited. Some were parking at other venues if they couldn’t 

get a space at the surgery, for example the local pub. Representatives used a map of the NSECH site to 

demonstrate the availability of parking and the proximity of parking bays to the surgery entrance.  

Patients wanted to know how parking at the new site would be policed to ensure everyone who uses 

it is a patient not someone who is visiting the hospital itself. 
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Attendees were informed by representatives that patient parking would be policed, for example by 

barriers with a code or number plate recognition. Reassurance that parking would be policed was 

received positively by concerned patients.  

Access (walking) 

Few drop-in attendees said that they currently access the practice by foot but those that did were 

disappointed that this would no longer be a viable option.  
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“Research should never 

be just for knowledge – it 

should be for progress” 

 Conclusions and recommendations 
A holistic review of the actionable insights.  
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Conclusion  

In conclusion the engagement programme was successful in achieving it’s intended objectives. An 

extensive communications plan ensured a large number of patients and interested parties had the 

opportunity to share their views with a total of 1,504 survey completions, 40 attendees across three 

drop in sessions, 15 attendees at targeted focus groups and other opportunities to participate via 

Healthwatch sessions and through contacting the practice directly with a written submission. The 

demographic profile of respondents to both the online and face to face surveys demonstrates that a 

wide range of demographic profiles were engaged via the research.  

In terms of current experiences of the practice, satisfaction scores in the exit interviews were high with 

4.3 for ability to get a face to face appointment, 4.4 for ability to get a telephone appointment and 4.6 

for the provision of high quality care, all out of 5. Satisfaction was lower from online survey respondents 

at 3.0 for availability of face to face appointments, 3.5 for availability of telephone appointments and 

3.8 for the provision of high quality care. In terms of improvements the key aspects highlighted were 

around the availability of appointments, particularly those provided face to face, and improved waiting 

times to speak to someone on the telephone. 

Satisfaction with the building and facilities at the current Brockwell site were mixed with the lowest 

ratings for the availability of parking and the ability to have a confidential conversation with 

respondents reporting that conversations with the receptionist can be overheard by those in the 

waiting room, this was also highlighted in focus groups. Survey respondents were most satisfied with 

the condition and space available in the building at present, however the parents focussed group 

particularly discussed the need to modernise the space, particularly making it more welcoming and 

child friendly. 

Generally, respondents had mixed views in terms of the relocation of the practice. Patients interviewed 

face to face at the practice were most likely to support the proposal to relocate to the NSECH site and 

respondents to the online survey least likely as summarised below.  

 

Online - patients

50% disagree

37% agree

Online - non patients

23% disagree

64% agree

Exit interviews

40% disagree

57% agree
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The older patients focus group were against the relocation, however the parents focus group were 

supportive seeing the benefits of the new building and location. The majority of patients who attended 

the drop in sessions did so because they had concerns, however following discussion with Valens, Trust 

or CCG colleagues often felt reassured, particularly in regards to parking availability. 

For those who had concerns about the relocation, they generally fell under the following themes: 

No longer able to walk to the practice 

The key concern from patients around the proposed relocation of the surgery was access and the ability 

to travel to the new site. In the surveys, around half of patients currently travelled to Brockwell by car 

and thus this group will be less impacted. Many patients who attended the drop ins cited travel as their 

main concern about the new location, however the majority of these patients did currently travel by 

car. They often referred to more vulnerable groups in society or their own requirements as they age 

when highlighting this as a concern. 

That said, it is clear from the engagement that the proposed relocation would limit the ability of some 

existing patients to walk to the practice as they do presently. In the survey 50% of online survey 

respondents and 43% of exit interview respondents stated that they typically walk to the practice for 

an appointment. The relocation is therefore of particular concern for those who currently walk to the 

practice but do not have access to their own transport to travel by car instead. Valens has committed 

to providing patient transport to those who need it and it is expected this service will be well used by 

this group. 

Perception of poor public transport links to the area 

Currently very few respondents stated that they travelled to the practice by public transport, however 

this is likely to change given the relocation and the practice moving out of walking distance for some. 

Therefore non drivers again will require information and reassurance as to how they can access the 

new site via public transport with the following being of key importance: 

- A direct bus route being available, i.e. not requiring a change in buses 

- A regular bus service for outward and inward journeys to enable patients to conveniently meet 

their appointment times 

- A reliable bus service ensuring patients do not miss appointments unnecessarily  
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Concerns about parking 

Another concern was whether there would be sufficient parking at the proposed location, whether this 

would be free, and how this could be protected from being used by those visiting the hospital. In 

response to these concerns Valens has committed to making sufficient free parking available and using 

barrier or token system so that only Brockwell patients could enter and exit the car park. This was a 

particular issue highlighted in the parents focus group, however once information was provided around 

the planned parking provision, this group were much more supportive of the proposals, seeing the 

benefit of a new building and facilities. 

The current building is fine 

Many patients, including those in the older persons focus group, also objected to the need to relocate 

the practice with many feeling the building was already fit for purpose. Valens have provided narrative 

and reasoning as to why they feel this is not the case and conversely the parents group agreed that the 

current building requires modernising. 

Are there other options 

Accepting that a new premises was required, some patients questioned whether there were other 

options available such as extending the existing site or relocating to another premises closer by. Valens 

reassured patients that all options had been considered and that there was not another viable site 

closer to the existing location. 

Pharmacy 

Patients questioned what the future of the pharmacy would be if the practice were to relocate. 

Ultimately it was important to patients that the practice was co-located with a pharmacy and thus it is 

recommended that this is secured at the proposed new site.  

Removal from the community 

In the older patients focus group there was particular concern around the practice no longer feeling 

like it was at the heart of the community. This group generally showed some distrust of the practice, 

particularly since the merger to form the Valens Partnership feeling that the relocation was financially 

driven. Ensuring the practice continues to feel part of the community it serves will continue to be 

important if it relocates. The older group were particularly supportive of the provision of group support 

for conditions such as arthritis and blood pressure which may aid this. 
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In terms of benefits of the proposed move the provision of sufficient parking was well received as was 

the ability to have a more confidential conversation in reception. Patients also acknowledged the 

opportunity for more modern and integrated care going forward. Some patients were also hopeful the 

additional space would lead to improved availability of appointments, something that patients 

reported as an issue presently. 

In summary, views around the proposed location were mixed, however a wealth of insight has been 

captured around specific barriers which Valens are able to consider and address in the further 

development of their proposals. 
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“Quality is not an act; it is 

a habit” 

 

Appendices 
Supporting documentation can be found in this section. 
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